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South Africa emerging on the world stage

Five reasons to consider South Africa for BPO

BPO success

Summary of BPO proposition

An overview

South Africa’s 
BPO proposition:

South Africa is a key BPO destination for the UK market. The 

offshore BPO industry in South Africa is growing at more 

than 40% each year and has recently witnessed the entry of 

several leading global investors. 

Our offer is anchored on the fact that “We speak your 

language”. 

Our talent pool has distinctive strengths in its cultural 

and linguistic affi nity with the UK that helps establish 

a strong connection with customers. South Africa is among 

the Top 3 global offshore locations providing quality English 

language skills at large scale. We also provide world-

class specialist skills and an advanced regulatory 

environment that is similar to developed markets. 

We offer 50–60% lower costs in a “First World” living 

and working environment. 
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“I have always enjoyed doing business in South Africa. 

The enthusiasm, entrepreneurial spirit and optimism are 

infectious. Their attention to customer service is legendary 

and it is one of the world’s most beautiful countries.

Sir Richard Branson

“South Africa is our primary 

offshore delivery centre serving 

the UK market. A neutral accent 

and ability to connect with 

customers justify the cost. South 

Africans have a compelling 

friendliness and a natural 

tendency to be helpful. It’s 

charming and it sells”

Managing Director, Teleperformance

Nelson Mandela bridge



South Africa
Emerging on the world stage

South Africa is increasingly on the radar of global companies wanting to invest in 

Africa’s growth story. Widely acknowledged as a key emerging economy, South Africa 

has a large domestic market and a rich talent base that has driven foreign investment 

into the country. After a hugely successful World Cup, South Africa is ready to fulfi ll 

its potential by connecting global business to the African Continent.

 Investor confi dence in South Africa has grown due to structural improvements 

in many areas – transport, energy and  communications, especially telecoms. The 

success of the FIFA 2010 World Cup demonstrated the robustness of the public 

infrastructure that includes major roads and airports. These improvements have 

ensured a clean break from the past and have strengthened the country’s reputation 

as a place where you can get business done.

 Importantly, South Africa is a regional powerhouse and serves as a ‘gateway’ to 

much of the Continent. The country has the Continent’s largest economy and is the 

most stable and best regulated business environment in the region. Additionally, 

South Africa is home to nearly half of the top 40 African-owned companies with 

established global operations (e.g. SABMiller, Old Mutual, Bidvest Group, Aspen 

Pharmacare, Standard Bank). 

 South Africa has a compelling story as an offshore services location and is 

becoming increasingly recognised as a key player. Growth in investor activity and 

leading names moving to the country are testimony to South Africa’s BPO value 

proposition and the potential it offers. 

Country Ranking

Tunisia 40

S. Africa 45

India 49

Brazil 56

Mauritius 57

Egypt 70

Philippines 87

World Economic Forum’s 
Global competitiveness 
Index 2009-2010

●  South Africa has the highest nominal GDP (est. US$ 287.2 billion in 
2010) among African nations

●  South Africa’s GDP is growing at 4.6% (Mar 2010); grew at an average 
rate of 3% during the last fi ve years

●  Leading multinationals (e.g. Microsoft, 3M, Cisco) have chosen South 
Africa as their regional hub

●  17 of the 27 African-owned companies in the Fortune 2000 list are 
South African

●  1 million tourists visited South Africa during the 2010 FIFA World Cup; 
only the third host nation since 1930 to exceed 3 million spectators

Distinctive location to deliver contact centre activities across 
channels for the UK market 

 Location of choice to offshore complex, judgment oriented 
processes in key domains to deliver higher business value

Platform to provide shared services or access broader markets in the 
sub-Saharan African region

South Africans have a preferred English accent and 
high degree of comfort with colloquial and business 
English. They are able to show greater empathy 
towards UK customers due to high cultural  and 
product affi nity between the UK and South Africa.

We provide access to specialised skills not easily 
available in other offshore locations. This arises from 
a mature domestic industry and world class education 
and training facilities, with standards similar to 
developed markets.

South Africa provides the ideal base for reaching out to 
the rest of the continent – the country has the largest 
domestic market in Africa, and is the commercial hub 
of the sub-Saharan region.

Contact Centre

Non-voice BPO

Gateway to Africa

South Africa

South Africa’s distinctive services in BPO delivery

South Africa is positioned to deliver distinctive services in three key 
segments for BPO investors in addressing their global delivery needs.
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“South Africa has an 

improved business 

environment for job 

creation and growth. This 

should help in attracting 

foreign capital ”

 WorldBank

“South Africa is our primary offshore delivery centre 
serving the UK market. A neutral accent and ability to 
connect with customers justify the cost”
Teleperformance

“We are leveraging SA for processing complex and high 
value claims while we continue to use  India for low value 
transactional processes” 
Leading supplier in SA 

“Old Mutual is committed to expanding our long-term savings 
business into Africa. In doing so, we plan to leverage capability 
(product, systems, process and distribution) from South Africa 
as well as build our existing shared services model”
Old Mutual
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Distinctive Services



Five reasons to consider South Africa

The offshoring of global services is an established phenomenon. In 2009, over £55 billion 

of BPO and IT services were provided by 4 million people across offshore locations. 

 As demand grows, the market is evolving. Adoption of offshore services is spreading, 

the portfolio of services delivered from offshore locations is expanding to include complex 

processes and over 30 countries are positioning themselves to serve as offshore locations. 

In this environment, investors are becoming increasingly sophisticated in their sourcing 

approach. In addition to savings, investors are looking for locations that meet targeted 

sourcing needs (e.g. offshore complex customer interactions, providing access to niche 

industry skills, diversifying risks).

 South Africa is extremely well-placed to take advantage of the ever changing global 

market. In addition to offering costs that are 50-60% lower than source markets, South 

Africa provides investors with a large talent pool that speaks English as a fi rst language, 

has world-class specialist skills and a strong cultural affi nity with the UK. These talent 

strengths coupled with skilled management, time zone compatibility and infrastructure on 

a par with Europe and the US can help organisations lower the risk of offshore delivery. 

●  Mature domestic market

●  World class strengths in 

fi nancial services and 

legal verticals

●  Large experienced pool 

to draw on

●  Costs 50-60% lower than 

source markets

●  Narrowing cost differential 

with low-cost locations  

●  Attractive investment 

climate and strong public 

sector support

●  Rapidly improving telecoms

●  Political and socio-

economic stability

●  First world infrastructure

●  Superior quality of life for 

expats

●  Time zone similarities and 

ease of access

Deep domain 
skills

Robust enabling 
environment

Signifi cant cost 
savings

First world 
experience
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Skilled, English-speaking talent pool

●  Large scale English 

language talent pool

●  Good English accent 

and diction preferred 

by the UK market

●  Cultural affi nity with UK

4 5



Large English speaking talent pool
South Africa has a large English-speaking 
talent pool, given the widespread use of 
English as a medium of education and 
as the primary language for business 
communication. From a BPO perspective 
350,000 graduates are added to the entry 
level pool annually across educational 
streams, including tertiary and High 
School (Grade 12) Certifi cates. 
 In fact, South Africa is one of the very 
few offshore locations across the world 
that can provide English skills at scale. It 
offers the largest English-speaking talent 
pool outside of India and the Philippines. 

Skilled English speaking talent pool

Everest Research Institute survey (UK companies) 
on English accent in South Africa N = 100

Similar to source (UK) accent

Preferable to accent in low-
cost Asian geographies (e.g. 

India, Philippines)

Comparable to accent in 
low-cost Asian geographies 

(e.g. India, Philippines)

41%

50%

9%

English accent similarity and cultural affi nity, especially with the UK 
Even among the top 3 English-speaking locations, South Africa’s talent pool has competitive 

advantages in establishing a strong connection with customers and thereby delivering a world-

class customer experience. This is driven by two distinctive strengths:

●  English accent and diction preferred by the UK market: The English accent and diction 

in South Africa is typically preferred by UK customers over that of other low-cost destinations 

(e.g. India, Philippines). This was reinforced by an Everest survey of 100+ UK companies, 90% 

of which believed that the English accent in South Africa was better suited to serve the UK than 

other low-cost destinations. 

●  Cultural and product affi nity: South Africa’s similarities with the UK in its services industry 

(e.g. retail, fi nancial services, entertainment) facilitate a natural familiarisation with British 

culture and products among South Africa’s talent pool. This helps agents establish a strong 

cultural connection with customers. 

“Accent training duration for agents is 

lower (1-2 weeks) in South Africa than 

in India or Egypt (8-9 weeks)”

Global contact center player

“South Africa provides 

a good quality voice 

capability at a good 

price. The accents are 

well received by the UK 

consumer markets”

Aegis

“South Africans score 

very high in our voice and 

grammar assessments. 

We conduct the same 

assessments across the 

globe, and our South 

African applicants scored 

the highest”

Global contact center player

Annual supply of entry level talent for English 
language BPO 2010; `000

India

Philippines

South Africa

Malaysia

Egypt

Kenya

Northern 
Ireland

Sri Lanka

500

350

131

30

●           350,000 people 

added annually across 

educational streams

●      3.6 million native 

English speakers

●      Largest English-speaking 

talent pool outside of 

India and the Philippines

60

30

12

11

1

3,000
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“Cultural and product 

affi nity continue to be 

strong contributors to 

South Africa’s value 

proposition with accent 

neutrality greatly 

assisting with some of 

the more emotional 

issues that plague other 

low cost destinations.”

Adam Foster, 

CEO, Merchants



Availability of specialised skills

Large experienced talent pool

All domestic captives, 
suppliers + Offshore jobs

Domestic suppliers + 
Offshore jobs

Offshore jobs

200,000

33,000

10,000

India

Philippines

Czech Republic

South Africa

90

15

4

26

Number of Chartered 
accountants 
2009; `000s

Number of CFA 
charter holders
2009; Total number

4,000-
4,500

70-80

80-90

800-
900

Number of qualifi ed 
actuaries
2009; Total number

225

65

80

770

 “South Africa has a wealth of knowledge in the administration of complex insurance products. We are 

leveraging South Africa for complex actuarial modeling and high-value claims. Our USP is the IP we have 

managed to build with the local knowledge base” – Global IT service provider, South Africa

 “South African lawyers are easy to hire in an international process. Paralegals are plentiful and come 

with the right skill-sets too” – CEO, Exigent

Sophistication in domestic market

South Africa has fundamental strengths in terms of its talent pool in certain segments (e.g. 

Financial Services, Legal). This is largely driven by the size and maturity of the domestic industry 

and its similarities with source markets (especially the UK) in these segments. These attributes 

facilitate effective delivery of high order back-offi ce work.

 

● Strengths in specialised skills related to Financial Services and Legal sectors 

● Larger pool than most offshore destinations

● Qualifi cations comparable to the UK

●  Mature domestic fi nancial services market 

●  Products similar to source markets

●  Advanced regulatory standards (e.g. early adopters of Basel –II)

●  South African fi nancial services fi rms (e.g. Old Mutual, 

Investec, Standard Bank) have built large global businesses

8 9

Deep domain skills2

There are 200,000 jobs across the 

domestic captives and BPO service 

providers in South Africa. This 

provides investors with access to 

a signifi cant pool of experienced 

talent.

South Africa

UK

India

Czech Republic

Philippines

6.35

5.62

5.13

5.1

4.64

1

22

45

47

75

Source: World Economic Forum’s The Financial Development Report 2010-2011

Strength of Auditing and Reporting Standards
Score (1 = extremely weak, 7= extremely strong) 

Rank 
(out of 139 countries)

Johannesburg Stock Exchange



Signifi cant cost savings3
Costs 50-60% lower than source markets
South Africa offers signifi cant savings potential from source markets 

(e.g. UK). It is cheaper than most near-shore locations (e.g. Poland, 

Czech Republic), as well as many Asian (e.g. Malaysia) and Latin 

American (e.g. Brazil) locations.

Investors believe that superior language skills, good customer 

connections and First World experience offered by South Africa 

justify its premium over lower cost locations.
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34-36

27-29
25-27

23-25

17-19
15-17

Customer service and sales of motor/home 
insurance for a leading UK insurance intermediary

●  The centre in South Africa is part of a virtual 

contact centre network (with three other sites in 

the UK) delivering similar services

●  The client has achieved 40–55% (exchange rate 

dependent) steady-state savings over its UK 

operations by offshoring to South Africa

Offshore funds administration for a top 10 
global bank

●  The centre in South Africa is a captive offshore 

operation to support the bank’s Western Europe 

business

●  The bank was able to reduce costs by 50% by 

offshoring to South Africa

Examples on cost savings from South Africa

Direct Operating Cost for Contact Centre BPO 
2010; £ `000 per annum per Full Time Equivalent (FTE)

“Though we had lower cost options, we chose 

South Africa given the First World experience, 

and quality of English skills. Furthermore, 

South Africa provided us with attractive 

savings (50%)”

Leading UK company

Narrowing cost differential with low-cost locations
The cost gap between South Africa and India has been narrowing, 

primarily due to lower infl ation in the country. For example, wage 

infl ation in South Africa (6–8%) has been lower than that of India 

(10–11%). 

 Consequently, the differential in savings from India and South 

Africa relative to the UK has decreased considerably. Analysts expect 

that this could narrow further, given the expected lower infl ation in 

South Africa and the reduction in the country’s telecom costs. 

High

Low

Low HighSavings potential relative to UK 

Northern Ireland

South Africa

Czech Republic Poland

Egypt

Philippines

India
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Northern Ireland
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Source: Everest, Internal analysis

For a 500 seat contact centre serving UK

Source: Internal analysis, Everest survey results on English 

accent, EIU ratings on infrastructure, quality of life



First world experience4
First World infrastructure 

South Africa has clear advantages in terms of its physical infrastructure and quality of life for 

expatriates. The country’s infrastructure is superior to most other offshore destinations and 

the overall experience is strikingly similar to that of Western countries. 

Superior quality of life – South Africa offers 

an excellent quality of living for expatriates on a par 

with western standards. The country offers fi rst rate 

infrastructure with a high standard of international 

schools, healthcare, retail, entertainment and sporting 

facilities. South Africa offers major tourist attractions 

including safaris, mountains, beaches and wine 

tourism. The country also has a rich sporting heritage 

and has hosted a number of international sporting 

events across rugby, cricket and soccer including the 

2010 FIFA World Cup.

Among the least expensive countries for expatriates in
the world – Johannesburg is ranked 2nd lowest cost of 
living in the world out of 144 cities (Mercer 2009)

Time zone similarities and ease of access 

South Africa is in the Central European Time zone 

(UTC+2). This helps South Africa deliver work that 

requires time zone proximity and constant onshore-

offshore interaction. Importantly, work delivered for 

the UK market is served in day shifts. Signifi cantly, 

South Africa has good fl ight connectivity with the 

UK and with other global cities. The country has 

major international airports in Johannesburg and in 

Cape Town. 

First world infrastructure – ‘Seeing is believing’
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EIU1 Overall infrastructure rating (10 good)
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3.7 3 EIU Quality of living index
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Index compares the price of a Big Mac globally, based on the 
concept of Purchasing-Power Parity-(local price divided by 
price in US)

●  Abundant Grade A offi ce space available across multiple cities at 

costs lower than Tier-I cities in India

●  World-class road and transportation network (e.g. Gautrain – mass 

rapid transit railway system linking Johannesburg, Pretoria, and 

the international airport) 

●  Excellent fl ight connectivity and world-class airports; ten daily 

direct fl ights to London 

●  Dedicated technology parks in Johannesburg and City of Tshwane 

and Industrial Development Zone in Coega, Eastern Cape

2

3 3

5

EIU’s Big Mac index

Durban CBD

Sandton

Cape Town CBD

Johannesburg CBD

Leading 
offi ce hubs

Nominal monthly rentals for 
A grade offi ce buildings
(£/m2)

6-9

9-12

6-9

6-912 13

1Economist 
Intelligence Unit

Victoria and Alfred Waterfront, Cape Town

Cape Town International Airport

Gautrain, Johannesburg



Mediterranean Undersea Cables

Atlas Offshore
SEA-ME-WE 4

I-ME-WE
EIG

320 gigabits

1280 gigabits

3840 gigabits

3840 gigabits

Active

Active

Active

Active

Robust enabling environment5
Attractive investment climate and strong public sector commitment – According to the World 

Bank’s Doing Business study (2010), it is easier to set up or close a business in South Africa than in most 

peer group countries. 

“South Africa’s overall business environment is good relative 

to its peer group of upper middle-income economies, and 

has improved a great deal since 2003 in many respects”

WorldBank

The government has identifi ed BPO as a key 

pillar of growth and is committed to fostering 

the development of the sector. Key government-

led initiatives in supporting the BPO industry are:

●   Attractive incentives: Investment 

and training support grants under the 

Government Assistance and Support (GAS) 

programme. This comprises an Investment 

grant ranging between R37,000 and R60,000 

per seat and a Training Support grant towards 

costs of company specifi c training up to a 

maximum of R12,000 per agent.

●   Monyetla Training Programme: Talent 

development initiative to increase the pool of 

entry-level skills. 1,200 people trained in 2009-

10; 3,400 people will be trained in 2010-11.

●   Tax incentives for training employees 

Through a levy grant system under the 

Sector Education Training Authority (SETA 

framework).

 

 

Rapidly improving telecom infrastructure and falling 
costs – Signifi cant improvements have been made in South 

Africa’s telecoms infrastructure resulting in increased capacity and 

reduction in prices. Seacom is already operational. The advent of 

three new undersea cables into the country –EASSy, WACS and 

ACE – will further enhance the telecom infrastructure. 

“Reliability and redundancies were issues of the past. 

The quality of service has now improved a great deal. 

My costs have reduced by 50%”

BPO Executive in-charge of SA operations

The Ease of Doing Business 2010*

Rank Country

34 South Africa

89 China

120 Russian Federation

129 Brazil

133 India

*Doing Business 2010, The World Bank and the IFC

Trends in telecom tariffs

2003      2004     2005      2006     2007      2008     2009

224,056

2003      2004     2005      2006     2007      2008     20092003      2004     2005      2006     2007      2008     20092003      2004     2005      2006     2007      2008     20092003      2004     2005      2006     2007      2008     20092003      2004     2005      2006     2007      2008     20092003      2004     2005      2006     2007      2008     2009

183,750

97,239
85,881

60,116
45,087

32,833

Telecom rentals/license (2Mbps E1)
ZAR per annum

85%

●  Telecom costs have reduced by 85% since 2003

●  Expected to decrease by 15–20% each year 

going forward (2010–2015)

●  Signifi cant enhancement of telecom bandwidth 

expected*Doing Business 2010, The World Bank and the IFC
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Stability – South Africa offers investors a stable socio-economic and 

political environment. The robustness of its economy is underlined by its 

S&P (Standard & Poor’s) sovereign rating of BBB+, which ranks above other 

developing economies such as India and Brazil. 

 South Africa actively manages issues such as crime. While there are 

concerns about business and personal safety, these can be managed. 

Record amounts of FDI (foreign direct investment) fl owing into the country 

indicate that multinational companies thrive in South Africa without any 

major disruption to their businesses on account of crime. Also, the country 

hosted the phenomenally successful 2010 FIFA World Cup with no major 

instances of crime.

●  Businesses and residential localities are adequately secured through 

active policing and private security

●  Crime is localised within pockets

●  Companies provide secure transportation to employees working in 

night shifts

●  The FIFA 2010 World Cup was played across nine locations in the 

country with over 1 million international visitors attending the event; 

there were no major instances of crime reported during the entire event

●  The Government has made a strong commitment to reducing crime 

through increased budget

“All developing countries come with a set of 

structural risks that can be managed by planning 

and making investments appropriately.

Crime alone hasn’t proved to be a hindrance to 

doing business. ”

GM, Global supplier with operations in SA

“Before relocating to South Africa, I was 

a bit apprehensive whether crime would 

impact my personal life. All I did was be 

alert and I continue to live a completely 

normal life free from tensions”

Expat Country Head, Genpact

A recent survey by African 

Response found that 96% of 

World Cup visitors to South 

Africa said that they would 

return to the country, while 

92% would recommend the 

country to friends and family 

as a holiday destination

Sub-Saharan Undersea Cables

SAT3/SAFE
GLO-1
TEAMs

Seacom
Lion

EASSy
ACE

MaIN OnE
WACS

320 gigabits

640 gigabits

1280 gigabits

1280 gigabits

1300 gigabits

1400 gigabits

1920 gigabits

1920 gigabits

5120 gigabits

Active

Active

Active

Active

Active

Active

2011

Q4 2010

Q2 2011

1920 gigabits

5120 gigabits5120 gigabits

1920 gigabits

1920 gigabits

1400 gigabits

1920 gigabits

1300 gigabits

1400 gigabits

1280 gigabits

1300 gigabits



BPO success

●    Signifi cant increase in investor activity between 2009 and 2010 

lead by the entry of leading companies – Genpact, Aegis and 

eTelecare/Stream, and Amazon 

●  South Africa is on track to reach 40,000 offshore jobs 

(30,000 incremental jobs) by 2015

Progress and state of South Africa’s offshore services industry
South Africa’s offshore BPO industry has made signifi cant strides in the past fi ve years, attracting several leading multinational 

clients. A total of 25,000 new offshore-focused BPO jobs have been committed to by leading players. The offshore BPO industry 

in South Africa stands at 10,000 jobs contributing to £155 million in exports as of 2009–10. The industry has witnessed dramatic 

growth of over 85% during 2007–2010 and is expected to grow at 30% each year going forward. 

Offshore BPO market in South Africa
Number of offshore jobs

2,800

6,500

10,000

40,000

2015-162009-102008-092007-08

Export revenues
(£ million)

40 100 155

(E)

Leading service providers in South Africa
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“South Africa is a strategic 

location for Genpact. Its favorable 

economic environment, modern 

infrastructure and diverse and 

talented workforce will enable us 

to further strengthen our global 

delivery model and help us serve 

our clients around the world even 

better,” 

Pramod Bhasin, CEO Genpact

“Aegis has made a signifi cant 

investment in South Africa, and 

will continue to do so as part of a 

long-term strategy. Our vision is to 

grow to 5,000 employees within 

the next three years, and 10,000 

within fi ve years.”

Aegis

Leading global service 
providers are happy with their 
South African operation and 
have signifi cant growth plans 
in place

The scope of services spans both voice and 

non-voice functions, with voice constituting 

the majority of the work. While all aspects 

of voice work are delivered from South 

Africa for international end-users, it is the 

high-touch customer-centric processes (e.g. 

complaints, customer retention, product 

renewals) or sensitive customer segments 

(e.g. pensioners, high-net worth, distressed) 

that South Africa has distinctive capabilities 

in serving. On the back-offi ce side, the 

work delivered is complex, judgement 

intensive in nature requiring knowledge of 

industry domains.

 The majority of end-users serviced 

from South Africa are in Financial Services, 

Telecoms and Retail verticals. 

●  The UK is the largest market served from South Africa followed by the US and 

Benelux countries in Europe. South Africa also serves Australia and sub-Saharan 

Africa. 

●  South Africa is a leader among offshore locations in serving the UK market.

56%
17%

10%

17%

89%

8% 3%

Market share by source market for offshore jobs in South Africa 
Number of offshore jobs 100% = 10,000

Rest of world

Continental
Europe

U.S. UK

Market share by service line for offshore delivery 
Number of offshore jobs 100% = 10,000

Non-voice
(Back offi ce)

KPO/LPO

Voice 
(Front offi ce)

Mostly English, some
examples of Dutch work
being done (500 jobs)

Market share by verticals for SA’s offshore BPO 
Number of offshore jobs 100% = 10,000

Includes utilities/
oil and gas,
airlines

Others

Banking, Financial
Services and
Insurance

Telecom

Successfully delivering a wide 
range of services

“A signifi cant portion of our UK voice work is delivered from South 

Africa. South Africa is a strong emerging contact centre destination that 

supports our globalisation strategy to offer our clients ‘any process, any 

place, any time.’ Our investment in South Africa is already providing a 

signifi cant ROI.”

Aegis

Retail

Source: Internal analysis

“We have chosen to further 

expand our facilities in South 

Africa as in our opinion it has the 

potential to become one of the 

fastest growing BPO destinations” 

CEO, Teleperformance UK

1997     1999      2001      2003      2005       2007 2009 2011

Includes utilities/
oil and gas,
airlines

Others

Banking, Financial
Services and
Banking, Financial
Services and
Banking, Financial

Insurance

Telecom

24%

53%13%

10%
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Case example: Superior effectiveness 
(Customer service)
Evidence of superior call resolution, up-selling compared to 

source markets

Testimonials from end-user on their experiences on offshoring to South Africa

77%

76%

75%

73%

72%

71%

70%
Jan      Feb        Mar       Apr      May     June

UK 

Brand A - First Call Resolution

CPT 

South Africa offers a wide range of contact centre 

services. The cultural and product affi nity of agents 

makes it an ideal location for customer service and 

sales support. In addition to customer service, there 

are examples of telemarketing, telesales and complex 

collection processes being delivered from South 

Africa. Suppliers in South Africa are serving telecom, 

retail, fi nancial services and insurance industries.

●  5 out of 10 top contact centre providers have 

operations in South Africa 

●   End-users from UK, USA, Australia and Europe 

source voice-centric services from South Africa

●  Native speaker like accent and diction, cultural 

affi nity, empathy and product affi nity are key 

differentiators in SA’s talent pool 

●  South African call centres deliver business impact 

through superior service delivery (e.g., faster sales 

closures, reduced complaints, better retention)

Contact centre BPO 
Delivering world-class customer experience

“…a real pool of talent that's an 

excellent fi t with our business in terms 

of both skills and culture”

Customer service director, TalkTalk Group

“Fusion SA provides the complete range of Customer Management functions for all Frontline brands – 

from sales through customer service to renewal and retention activity. They react positively to changing 

requirements and implement them with professionalism and rigour” 

Frontline, UK

Mature domestic Mature domestic Mature domestic 
marketmarketmarket

Provides a skilled talent 

pool experienced in 

working with complex 

products

+++

The majority of the back-offi ce work delivered from South Africa is complex, 

judgment-intensive in nature. The South African BPO industry draws upon its 

structural strengths in key segments (e.g. Financial Services) to deliver high order 

work to offshore clients. 

 There are examples of complex work being delivered across fi nancial services, 

insurance and healthcare sectors.

“By offshoring work to South Africa, the fi rm has maintained extremely high standards, both in terms of 

client care and legal advice, while cutting fees sharply” 

Kerry Underwood, Underwoods Solicitors

Developed education Developed education Developed education 
systemsystemsystem

Generates large number 

of professionally 

qualifi ed personnel in 

specialist areas/niches 

(e.g., actuarial, CFA)

Similarities with Similarities with Similarities with 
Western standardsWestern standardsWestern standards

Similar regulatory 

framework, data 

protection laws, products 

and training/certifi cations 

allow easy transition 

and stabilisation of 

operations

+++

Non-voice BPO
The domain advantage



South Africa: A Gateway to Africa
Africa is attracting signifi cant interest among investors due to its large growth potential. This interest has 

renewed in recent years given the rapid strides made by African countries in their development and the 

improved investment climate in the region. 

 South Africa has multiple structural advantages that position it favourably to provide shared services 

or act as a platform to access other African markets (especially sub-Saharan economies). It is the largest 

market in the region, accounting for 25% of the Continent’s GDP. It is clearly the economic powerhouse 

of the region, underscored by the fact that 17 out of the 27 African-owned companies in the Fortune 

2000 list are South African. It is also the most developed market in terms of its talent pool, stability 

and regulatory environment. South Africa also offers excellent infrastructure and quality of life that is 

unparalleled in the region.

“With rapid globalisation, Africa is 

emerging as the fi nal frontier and an 

opportunity too costly to miss. South 

Africa is the gateway to that.”

Genpact SA

“At PruHealth we extract signifi cant benefi t from having our 

centre located in South Africa with a ready supply of passionate 

agents able to fi ll the more specialised medical ‘care’ functions 

and have actuarial oversight from a risk perspective” 

PruHealth, UK

Companies leveraging South Africa as gateway to Africa

South Africa’s key competitive advantages

Largest domestic market in the Largest domestic market in the Largest domestic market in the Largest domestic market in the Largest domestic market in the Largest domestic market in the 
continent continent continent continent continent continent 

Large, skilled talent poolLarge, skilled talent poolLarge, skilled talent poolLarge, skilled talent poolLarge, skilled talent poolLarge, skilled talent pool

Stable political and economic Stable political and economic Stable political and economic Stable political and economic Stable political and economic Stable political and economic 
environmentenvironmentenvironment

Superior infrastructure and Superior infrastructure and Superior infrastructure and Superior infrastructure and Superior infrastructure and Superior infrastructure and 
quality of lifequality of lifequality of life
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Key facts
Total cost of operations assessment: Example of call centre in Johannesburg

Payroll

Facilities

Technology and equipment

Others

Cost drivers  Key components      Costs per FTE per annum in GBP

GBP 11-11.5k
(weighted average 
across roles and 
support staff)

● Typical space requirement (80 sq foot per seat for call center operation)  GBP 1-1.5k

● Rentals for Grade A offi ce space: ZAR 105-115 per sq foot per annum3

● Telecom rental of ZAR 400,000 per annum for a 2Mps (E1) line  GBP 2-2.5k

● Typical costs for equipment and technology (e.g. computers, dialers)

● Training expenses  GBP 1-1.5k

● Other miscellaneous expenses

  TOTAL  GBP 15-17k

Talent pool

Total annual talent supply
`000

212

Non-degree tertiary 

Post graduates

Total

46

55

32

345

Grade 12 not 
pursuing tertiary

education

Tertiary with 
university 

degrees

Roles Staffi ng pyramid (share 
of overall FTEs)

Monthly cost to 
company1 (ZAR)

Manager 1% 30-35k

Team Lead 6% 13-15k

Agent 93% 7-10K2

1Includes salaries, statutory benefi ts, other benefi ts such as transportation and bonuses
2Varies depending on experience of agent and type of work
3Could vary signifi cantly based on location. Above rentals correspond to Grade A offi ce property in Woodmead, Johannesburg
Notes:  Excludes margins, centralized corporate overheads, SG&A, set-up costs, travel and expats
   Exchange rate used – 1 GBP = 11.5 ZAR (Calculated based on daily closing averages during 1-Jan’10 to 30-Jun’10)



Summary of South Africa’s BPO proposition
Skilled, English-speaking talent pool 
● Among the Top 3 global offshore locations providing English skills at scale

● English accent and diction preferred by the UK market

● Cultural affi nity with UK

Deep domain skills
● Mature domestic market

● World class strengths in banking,fi nancial services, insurance, healthcare and legal sectors

● Large experienced pool to draw on 

Signifi cant cost savings
● Costs 50-60% lower than source markets

● Narrowing cost differential with lower cost locations

First World experience
● First World infrastructure

● Superior quality of life for expats

● Time zone similarities and ease of access

Robust enabling environment
●  Attractive investment climate and 

strong public sector support

● Rapidly improving telecoms

● Political and socio-economic stability
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●  200,000 contact centre and back-offi ce jobs across 

outsourcers and captives (includes domestic and 

offshore)

●  350,000 graduates added annually across 

educational streams (high school and tertiary)

●  Five of the top ten global contact center suppliers 

and more than ten leading UK companies already 

source BPO work from South Africa

●  The South African offshore BPO industry has witnessed 

dramatic growth from 2,800 jobs in 2008 to 10,000 
jobs in 2010

●  Over 90% of executives surveyed from 

100 leading global companies believed that the accent 

of South African agents is preferred by the UK market to 

that of other offshore locations (e.g. India, Philippines)

●  Costs 50–60% lower than source markets (e.g. UK)

●  Increased telecom bandwidth and drop in tariffs 

by 85% since 2003
●  Commercial hub of Africa – accounts for 25% of the 

continent’s GDP and a Gateway to many sub-Saharan 

economies

South Africa BPO 
in numbers …

Drakensberg escarpment towards Devil’s Tooth at dawn

Construction of 
Gautrain route
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For more information, please visit 
www.offshoringsouthafrica.com
For any queries, e-mail 
info@offshoringsouthafrica.com

South Africa

150o  120o  90o  60o  30o  0o 30o  60o  90o  120o   150o  180o
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