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Just when normalcy was returning to the o�shore business process outsourcing 

(BPO) industry after a long, demanding pandemic, the world was shaken again 

by the most signi�cant geopolitical disruption in the past 20 years: Russia’s 

invasion of Ukraine. 

The implications of this war have dramatically shu�ed the cards, causing 

signi�cant impacts on the delivery of business services into key demand markets 

from overseas locations. 

The �ndings in this year�s O�shore BPO Con�dence Index � conducted jointly by 

Cognitive Copy and Ryan Strategic Advisory � paint a unique picture of this 

environment, with country managers from 17 popular o�shore destinations 

providing their front-line perspectives of doing business in 2022. 

Among the study�s principal �ndings is the emergence of stability as a critical 

di�erentiator. It has become more important than ever for BPOs to operate in a 

location unencumbered by political, economic, or public security disruptions. 

Equally, the availability of talent at a time when BPO-oriented labor is tighter 

than ever is a crucial determinant in the success of di�erent o�shore and 

nearshore locations.

As expected, this year�s results show that BPO managers have high con�dence in 

countries where the industry has been �ourishing for the past two decades, but 

several emerging locations are agitating for leading positions in the 2022 

rankings, signifying that length of service is not necessarily a determinant of 

success. 

Moving into 2023, the extent to which outsourcers can drive delivery excellence 

in newer, dynamic o�shore destinations has the potential to shu�e the 

proverbial cards even further. 
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Country Managers
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RESPONDENT

STATISTICS



 

On a scale of one to �ve, we asked respondents to rate their con�dence in 

the many considerations of doing business in their country, resulting in a 

maximum of �ve points for each question. 

To calculate the con�dence rating for each country, we combine the accumulated points to deduce an average score for every category and the overall rankings. 

Respondents� names and company a�liations are con�dential. All results are the opinions of participating country managers and do not represent the o�cial 

views of their respective BPO organizations.

Qhhujqtg"DRQ"Eqpǲfgpeg"Kpfgz"4244

METHODOLOGY 

4

Zero

Con�dence

Low

Con�dence

Some

Con�dence

High

Con�dence

Full 

Con�dence

1 Point

2 Points

3 Points

4 Points

5 Points



 

�4�K�K�X�M�T�W�J���'�5�4���(�T�S�´�I�J�S�H�J���.�S�I�J�]����������

CATEGORY BREAKDOWN 
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LOCAL LABOR MARKET 

�’ Capacity to hire agents, supervisors, operational leaders, and 

foreign nationals

�’ Presence of talent for voice and non-voice

�’ Strength of public education for languages and CX skills

INFRASTRUCTURE 

�’ Reliability of utilities like internet, electricity, and telecoms

�’ Public transportation dependability

�’ Quality of airports, hotels, and hospitality

COMMERCIAL PROPERTY

�’ Availability of modern plug-and-play BPO facilities

�’ Ease of leasing or purchasing commercial property

�’ Possibility to retro�t existing buildings for BPO operations

�’ Possibility to operate in Tier 2 and Tier 3 cities

BPO ECOSYSTEM

�’ Competitive and collaborative BPO landscape

�’ Presence of dedicated BPO associations

�’ Fiscal incentives and favorable legislation for BPO

�’ Government support and industry promotion

POLITICAL STABILITY

�’ Reliability of the democratic process

�’ Impact of protests on government and business operations

�’ Trust in central bank, civil services, judiciary, and law 

enforcement agencies

PUBLIC SECURITY

�’ Safety of foreign visitors

�’ Safety of BPO employees on public transport

�’ Law enforcement e�ectiveness

ECONOMIC STABILITY

�’ Currency and tax rate stability

�’ Management of public �nances

�’ Management of publicly-owned utilities and services
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