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We present with the Outsourcing Guide Egypt the capabilities and actors of
the Egyptian ITO, BPO and Shared Services industry.

We show case unique solutions invented by Egyptian industry experts in the
form of case studies and project reports.

As a result we help decision makers better understand the advantages and
conditions in working with Egyptian IT- and business process service provid-
ers.
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Independent information guide by German Outsourcing Association in co-op-
eration with ITIDA - Information Technology Industry Development Agency,

Egypt.
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I THE EGYPTIAN ICT & BSS INDUSTRY

Deciding for a location for shared services
or to source IT and business process services
from is not a trivial undertaking. The choice of
the destination plays an important part in the
success of a shared service organization or buyer
- service provider business relation.

Looking at traditional location for Shared
Services and BPO, Egypt enjoys a unique blend
of qualities, putting it in the same ranks as
Bucharest (RO), Budapest (HU), Krakow (PL),
Prague (CZ) and Warsaw (PL).

The one aspect that sets Egypt apart from
other nearshore destinations in Europe, as well
as on a global comparison, is the possibility to
implement service centers on a meaningful
scale, like the Philippines and India.

This  provides especially for European
businesses that are looking to expand their
SSC or outsourcing operations / contracts great
opportunitiesinareasonable proximity and even
in a similar time zone to facilitate productive
business interactions.

From Rapid Growth to Maturity

Since the early 2000’s, the government has
opened up the economy and the Egyptian
service industry has gone through rapid growth,
establishing itself as a reliable and much needed
partner not only for European but also US,
African and Middle East markets.

Currently, the ICT sector in Egypt is the fastest
growing sector and largest contributor to GDP
growth. IDC projects that the sector's exports
is forecast to grow from $3.26 Billion in 2017
to $4.7 Billion in 2020 and that the outsourcing
industry's workforce will reach 240,000 FTEs by
2020. See Graphic 1.

According to Frost & Sullivan, Egypt’s BPO market
is experiencing a shift in its services portfolio as
providers move from multilingual contact centre
services to high-value niche services, such as
product development and R&D.

Moreover, Everest Group, reported that the
unique geographical position of Egypt together
with its very attractive value proposition puts
Egypt on the track to become a major hub for
business operations in EMEA.

Graphic1 -

Outsourcing

Industry Workforce 240,000
Source: IDC
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189,000
2019
169,000 2018
2017
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THE EGYPTIAN ICT & BSS INDUSTRY I

The talent pool is one of the corner stones of
Egypt's very unique position among the global
BSS destinations.

It is the aspect that provides organizations that
operate ITC/BSS centers in Bratislava, Bucharest,
Budapest and other established SSC locations in
Europe the opportunity to scale further.

With about 500,000 annual graduates from over
50universitiesand 100 institutes the Egyptian ITC
and BSS industry offers a unique perspective for
larger operations, in proximity to the European
continent.

Every year, about 220,000 students in business
process services related fields and about 50,000
students in IT-related fields graduate, ready to
deliver advanced processes and knowledge
services in over 20 languages across more than
100 countries.

Graphic 2 -
Annual university graduates by language of
study (IDC)

English: 90.000

With these numbers, Egypt is positioned among
Poland and the Philippines, traditionally strong
sourcing destinations. See Graphic 2.

While UK and France are the better examples
here, as the graduates with English and French
language knowledge are the highest in number,
German graduate numbers are still significant,
especially compared with other sourcing
destinations in CEE and the growing demand
and costs.

"We host here Vodafone's worldwide center of
excellence on technology. Things such as RPA
(Robotic Process Automation) is being done out of
Egypt for the rest of the world. So many activities
where you can see that it's really the technical hub
is happening in Egypt. Why is that? Simply because
we have fantastic talent in the market and we have
the ability from a cost perspective to offer quality
services in a very competitive price to our other
operators around the world.” Alexandre Froment-
Curtil, CEQ, Vodafone Egypt

French: 5.400

German: 3.000

800 | Turkish
690 | Spanish
540 | Italian
270 | Chinese
260 | Russian
1.300 | Others*

* Other languages include Siamese, Hebrew, Farsi, Greek, Urdu , Korean, Japanese, African, and Czech

0 DESTINATI®NS
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I THE EGYPTIAN ICT & BSS INDUSTRY

Egypt offers one of the most competitive operating cost per full-time employee according to IDC. The
cost differences compared to other sourcing destinations in reach are immense. Compared with labor
cost for software development in popular nearshore locations for Europe, like Bulgaria, Romania or

Poland, the savings reach up to about 60%. See Graphic 3.

Graphic 3 -

Average annual software
developer salary

Source: payscale.com

Egypt: 7.500 USD 3
Bulgaria: 20.000USD
Romania: 20.000 USD
Poland: 24.000USD
Germany: 53.000 USD‘I":;:
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Multinational companies and organizations
benefit from Egypt as a hub for IT and business
process services that grants access to Europe
Africa and the Arabic speaking region. Egypt
provides good conditions why a number of
companies, including Uber, Siemens, Nestlé,
HSBC, IBM among others, leverage Egypt for
their global operations.

There is a good perspective for the further
development of Egypt’s ITO and BPO industry.
Domestic demand and economic growth,

Copyright @ All rights reserved. German Outsourcing Association

availability of well-educated workforce and
reliable infrastructure for business operations
along the Nile River.

The factors on the outside seem to affect
Egypt’s ICT industry growth evenly. The growing
demand in Europe for IT and process capacities
and their already critical shortage of skilled
labour, the shift in the shared service industry
to higher value services as well as the rising cost
in the established nearshore destinations in the
CEE region promise to fuel the growth of Egypt’s
ICT and BSS industry.
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Testimonials

“Egypt is one of the fastest growing offshore
destinations in the world. Indeed, over
time, Egypt’s IT and BPO offshore industry
has gradually gained share in the global
markets.”

IDC (2019)

“Egypt ranked 4th most favored offshore
location for 2019”
Ryan Strategic Advisory (2019)

r L .. - -

_ 1(36['|eu19)1 pawieyol :1oyiny ‘pies 1104 :a4n1oid punoibyoeg
:

\ “...among economies with most improved
ease of doing business” World Bank (2018)
-
. “Egypt continues to remain the largest
bal service market in Middle East and
- Africa; significant growth expected in Egypt - /
e P byserwce dellvery afboth tradltlonal :
and dlgltal services.”Everest Group (201 8‘)’“

1

r

”Representmg one ofgthé }argest quallﬁed



https://upload.wikimedia.org/wikipedia/commons/9/94/Port_said_egypt_%286%29.JPG

EGYPIT

THE DESTINATION OF CHOICE!

Located at the heart of EMEA, Egypt is your gateway to
competitively provide high quality services and technology

innovation to the rest of the world.
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SEEK QUALITY AT COMPETITIVE COST
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cost per FTE according to IDC
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By Jyoti Lalchandani |
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Managing Director Middle East, |
Turkey & Africa, IDC

A Major
Hub of
Business a
~ Technolog

l .
Services in Digital
Transformation

DESTINATI®NS



https://www.pexels.com/photo/brown-wooden-framed-glass-door-767676/

For several years, leading organizations in devel-
oped economies have outsourced and offshored
IT and functional business skills to countries with
strong talent pools to bridge the skill gaps.

Moreover, the rapid acceleration of Digital Trans-
formation (DX) has compelled these organiza-
tions to urgently review their human resource
sourcing strategies. Driven by DX adoption, the
global offshoring IT services spending market is
projected to expand from $74 billion in 2017 to
$107 billion by 2022, translating into a CAGR of
approximately 7.5%.

IDC believes Egypt is effectively positioned to
become a major hub of business and technolo-
gy services to countries and organizations that
are undertaking DX, particularly those in regions
such as North America, Europe, Middle East, and
Africa facing resource constraints. Indeed, after
establishing itself as a preferred regional out-
sourcing services hub Egypt started expanding
its global outsourcing footprint and is now one
of the fastest-growing offshore destinations in
the world.

The country has also established a good repu-
tation for its large, high-quality offshoring ser-
vices. As a result, Egypt’s BPO and IT offshoring
industry has gradually gained share in the global
marketplace over recent years.

Strengthened by the potential of the Egyptian
ICT market, International Data Corporation (IDC)

Copyright @ All rights reserved. German Outsourcing Association
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established its regional research center in Egypt
in 2016. Leveraging the vast Egyptian talent pool
and more than doubling the operational size to
be the second largest office in the region, IDC
has been successfully offering research and con-
sulting services to clients throughout the EMEA
region.

IDC has continued to build depth and support
the Egyptian ICT industry as the premier glob-
al provider of market intelligence, advisory ser-
vices, and events for information technology,
telecommunications, and consumer technology
markets. Through our research and events, IDC
are supporting important topics including cloud
regulation best practice, market size and growth
across solutions and technologies as well as in-
novation accelerator forecast and focus and fur-
thering our partners local go to market activities.

Egypt possesses many
strengths that support its
offshoring industry

Alargeresource pool (owing tothe government’s
focus on technical education), thousands of fresh
graduates in Engineering, Computer & Informa-
tion Sciences, General Sciences and Technology
and a large skilled workforce that enhance the
country’s position as one of the largest global
sources of ITO, BPO, and knowledge process out-
sourcing (KPO) skills, and a large workforce with
English, Arabic, French, German, and other Euro-
pean language skills.

DESTINATI®NS 7



INDUSTRY INSIGHTS I

A stable political environment, including sever-
al special economic and legislative reforms that
have boosted the country’s ranking in the World
Bank’s ‘Ease of Doing Business’ report 2018,
which significantly increased the interest and
confidence of overseas investors.

Continuous investments in developing local
physical infrastructure (to provide better utilities
and telecommunications connectivity to off-
shoring companies), significant improvements
in international bandwidth, and a persistent fo-
cus on building technology parks across the en-
tire country.

A rapidly expanding offshore services market
footprint and steadily rising global experience
(as an increasing number of international com-
panies operate captive centers in the country).

The possibility of cost arbitrage due to the coun-
try’s competitive labor rates and floating of the
currency.The country’s proximity to the EMEA
region in terms of geography and time zone and
strategic location at the intersection of 15 global
submarine cable lines.

Other ecosystem drivers, including the country’s
high smartphone penetration level, the forma-
tion of a new administrative capital leveraging
Smart City concepts built around the Internet of
Things (IoT) and big data analytics, and the cre-

'8 DESTINATI®NS

ation of the Egypt Government Cloud and a da-
tacenter cluster.

Tremendous focus on skill
building and resource pool
creation

In Egypt, academic curricula are steadily being
altered to include 3rd Platform technologies. In
addition, major enterprises such as Cisco and
Microsoft are partnering with educational insti-
tutions to offer practical training programs and
internships to technology students. The focus ar-
eas are primarily mobile development, big data,
and loT.

Each year, institutions that focus on emerging
ICT technologies receive thousands of applica-
tions for training programs that are supported
by the government and international invest-
ments.

Education institutions and universities also col-
laborate with the major technology providers
operating in Egypt to update curricula, fund lab-
oratories and research programs, and provide
internships to undergraduate and graduate stu-
dents.

Al, Big data and loT are similarly hot topics and
focus areas that have been incorporated into
training programs. For example, major research

Copyright @ All rights reserved. German Outsourcing Association



I  INDUSTRY INSIGHTS

universities like Nile University have started offering diplomas in big
data and analytics to students.

Egypt is making a number of investments that are expected to boost

the skills ecosystem in this regard on emerging technologies that

drive accelerated innovation (including data science, loT, Al, cyber Education

security, etc.). The aim is to train and certify 45,000 resources before institutions and

2022. universities also
collaborate

Government Vision and Support _ .
with the major

Egypt experienced a strong economic recovery after the 2011 rev- technology
olution and its subsequent political changes. The Egyptian govern- providers
ment has been successful in maintaining a stable political environ- operating in

ment and has created special economic and legislative reforms in E ¢
the recent past (pertaining to tax rebates, reduced customs tariffs gypt.
and streamlined customs procedures, bank privatizations, and regu-

lations against money laundering and software piracy).

The new law also reduces the bureaucratic overheads in setting up
and running businesses and greatly simplifies duties, tariffs, and

many other financial and tax burdens.

Physical Infrastructure

Egypt has continuously invested in developing local physical infra-
structure to provide better utilities and telecommunications con-
nectivity to offshoring companies with current focus on completing
the fiber optics rollout and positioning Egypt as a‘Digital Canal.

Internet connectivity has significantly improved through the use of
scalable and high-quality international submarine cables, and be-

Copyright @ All rights reserved. German Outsourcing Association D EST I N AT I @N S 19



INDUSTRY INSIGHTS I

cause of its location at the heart of the worldwide cables net-
work, Egypt can provide offshore cloud services with the lowest
latencies and speeds to Europe, Africa and the Middle East.

Additionally, the government’s focus on building technology
parks across the entire country will encourage multination-
al companies to establish local operations using best-in-class
technologies and facilities.

Egypt has foreseen the transformation to 3rd Platform technol-
The ogies and is therefore taking a multifold approach to putting its
ITO, BPO, and KPO industries on the DX path.
government’s
focus on Egypt is showing progress in its plan to establish a new admin-
building istrative capital east of Cairo that is a Smart City project of huge
technology proportions. All the capital’s facilities are going to be managed
through technological solutions. The huge investments to be

parks across the

. made in Al, loT and big data analytics are expected to create a
entire country solid pool of resources in these technologies.
will encourage
multinational The administrative capital will also be home for “Knowledge
City”that will host branches of foreign universities and research,

companies . . . ,
innovation and entrepreneurship centers along with a science

park.

One of the most prominent contributors to building a solid ICT
ecosystem in Egypt is the IT Industry Development Agency (ITI-
DA); ITIDA has taken an active role in developing ICT capabilities
within the country and positioning ICT as a cornerstone of eco-
nomic development and foreign investment.

Additionally, MCIT and the Technology Innovation and En-
trepreneurship Center (TIEC) provide full-fledged support for

20 D EST l N AT I @N S Copyright @ All rights reserved. German Outsourcing Association



innovation and incubate businesses through
their many programs, in addition to providing
co-working space to techpreneurs, investors,
and tech start-ups that aims to help Egyptian
youth build successful enterprises focused on
3rd platform technologies such as Al, IoT and Big
Data.

The countries and locations that cater to the de-
mand for offshored services are undergoing sig-
nificant transformations, and Egypt possesses
many strengths in this regard. The combined IT,
BPO, and KPO export market in Egypt is forecast
to grow from $3.2 billion in 2017 to $4.7 billion
in 2020.

Egypt is one of the fastest growing offshore des-
tinations in the world. Indeed, over time, Egypt’s
IT and BPO offshore industry has gradually
gained share in the global markets. IDC believes
that, by the end of 2019, Egypt’s market share
in the global offshore BPO market will grow to
16.9%. Similarly, Egypt’s IT offshoring industry is
on track to leverage 3rd Platform technologies
to increase its value proposition in global mar-
kets.

The IT services market in Egypt totaled $1100
million in 2017 and is projected to grow to
$1,419 million by 2020. According to the EIU, the
country’s economic growth in 2016/17 was a re-
sult of higher levels of domestic investment and
a rebound in exports. This improvement in the

Copyright @ All rights reserved. German Outsourcing Association
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economy had a positive impact on both onshore
and offshore IT services spending.

Global businesses continue to show an increas-
ing appetite for BPO, driven by pressures to re-
structure their businesses, respond faster to
market conditions, and streamline operations.
IDC forecasts rapid global growth of the BPO
segment through 2020.

The customer care industry is expected to ex-
pand at a CAGR of 16.2% between 2017 and
2020. Other BPO segments are also expected
to perform well going forward. For example,
Egypt’s HR, finance, and procurement segments
are all projected to grow at a CAGR of around
10.3% through 2020.

Countries throughout MEA also provide oppor-
tunities for Egyptian BPO exports. For example,
Turkey, Saudi Arabia, the UAE, South Africa, Ni-
geria, and Kenya are all home to large and medi-
um-sized customers of outsourced BPO services
from Egypt.

Egypt’s KPO services exports are steadily grow-
ing, with IDC anticipating a CAGR of 9.2% over
the 2017-2020 period. R&D/product engineer-
ing, which is a KPO field of notable growth is ex-
pected to grow to a projected $65.6 million in
2020 (translating to a CAGR of 23% over the pe-
riod). Egypt lays particular stress on this and has
become an established global offshoring center

DESTINATI®NS 2



INDUSTRY INSIGHTS I

for this. This also ties in with Egypt’s strong focus
on building their Electronic Manufacturing Ser-
vices domain. Egypt is also focused on transla-
tion services that are used by domestic, regional,
and global customers. This particular segment

offers enormous potential for expansion into
diverse languages and specialist areas (e.g., the
translation of websites, applications, scientific
papers, and engineering documents). It is pro-
jected to grow to $285 million by 2020.

About the author: As Group Vice President and Regional
Managing Director of IDC Middle East, Turkey and Africa,
Mr. Jyoti Lalchandani is responsible for the planning,
development, implementation, and coordination of
IDC's market intelligence and advisory services, sales,
conferences and events, go-to-market services, and office
development activities in the MEA (the Middle East and
Africa) region. With more than 18 years of experience
in emerging EMEA (Europe, the Middle East, and Africa)
markets, Lalchandani has been instrumental in establishing
IDC’s presence in the region through the initial expansion
of the Dubai headquarters and then by spearheading
the development of IDC offices in Johannesburg,
Istanbul, Riyadh, Casablanca, Lagos, Nairobi and Cairo.

Starting at IDC's CEMA (Central and Eastern Europe, the
Middle East, and Africa) headquarters in 1995 in Prague,
the Czech Republic, Lalchandani served as IDC’s regional

consulting manager. In this role, he headed several country-
based project teams in advising multinational and local IT
vendors about issues related to entry strategy, competitor
analysis, ROl analysis, distribution and partner evaluation,
and market segmentation. He later took on the additional
responsibility of overseeing the CEMA software practice,
in which Lalchandani was responsible for overseeing all
related research (applications, system infrastructure, and
tools) and advisory work across emerging EMEA countries.

Beforejoining IDC, Lalchandaniserved on the national board
of international non-profit organization AIESEC, where he
managed the association’s partnership agreements with
leading Indian conglomerates. Lalchandani graduated from
Loyola College, India, where his studies focused on strategy
management and business policy. He later attended a
corporate-sponsored program at MIT’s Sloan School of
Management, Massachusetts.
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International

The business that we offer

Contact Center Services - BPO Services
ITO Services - HRO Services

CONTACT US:

Etisal International - Egypt

Cairo, Egypt

Etisal International - Saudi Arabia
Jeddah - Riyadh, Saudi Arabia

sales@etisal-int.com www.etisal-int.com
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Population 100,909,372

Official language Arabic

Capital Cairo

Currency Egyptian pound (EGP)
GDP per capita $10,550

Time zone EET (GMT+2)
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I  CASE STUDY

New technologies will transform businesses in
ways we have never seen. The way software can
be built and deployed is rapidly becoming an in-
tegral and critical advantage for all businesses.
The movement to modernize and simplify infra-
structure is giving organizations huge efficien-
cies and extraordinary, new strategic revenue
opportunities.

The ability to inspire and empower your work-
force, all while securing your most critical assets
is unprecedented. Making business transforma-
tion happen, that’s what Dell Technologies is all
about, one partner, purpose-built to help organ-
izations handle anything.

Our Story

Egypt Center of Excellence (COE) is a Dell Tech-
nologies organization that empowers its dif-
ferent business units to operate efficiently and
nimbly to deliver Quality, Innovative Solutions,
and Support Services to Dell Technologies and
its customers globally. Egypt COE is one of four
global Dell Technologies’ Centers globally locat-
ed in Egypt, Ireland, China and India.

Egypt was and continues to be an optimum
choice to host our COE, where we can find the
value in the Abundant & Multi-lingual Talent
Supply, Competitive Cost, Government Sup-
port, Agility, Innovation, Continuous Process En-
hancements, as well as the Quality and Scalable
Infrastructure.

Copyright @ All rights reserved. German Outsourcing Association

It all started when Egypt COE was inaugurated in
2009. Our operations began by hosting only two
business units as part of the pre-sales and the
professional services organizations. We contin-
ued to grow organically throughout the past 10
years to reach up to 18 different business units
that span across Services, Engineering and Sales
organizations.

In 2009, we had only 83 team members, and
throughout the past ten years, our business
grew steadily that we reached a total of more
than 1,400 team members in Cairo, 47% of which
are females.

This year is a special year for Dell Technologies
as it achieved a record full year revenue of $91.3
billion, up 14 percent from previous year. Addi-
tionally, 2019 marks a very special year for us in
Egypt, as we celebrate our 10th year anniversary
since the establishment of our Egypt Center of
Excellence.

Our Secret Ingredient is Our
People

At Dell Technologies we consider our team
members as the essential elements for our suc-
cess, and they are always encouraged not only
to drive the success of the business but also help
building our culture.

Accordingly, Dell Technologies founded the Em-

ployee Resource Groups (ERGs), where each one
of these ERGs is dedicated to support a certain

DESTINATI®NS 2



CASE STUDY I —

cause using their own knowledge, manpower and our technologies. All ERGs
were designed to encourage ownership, boost employee morale & engage-
ment, give back to our community, promote diversity & inclusion, and also
create a culture that cultivates innovation.

Every team member is encouraged to stretch beyond his/her role to join one
or more ERG where they can drive initiatives that support green environ-
ment, provide help for the differently enabled, empower women in technol-
ogy, spread awareness about our diversity and the power of being inclusive,
and organize large-scale CSR activities. Moreover, they can contribute to or-
ganizing internal and public social, fun and engaging events.

Empowered by Our Partnerships

To sustain a consistent track-record of success, and maintain our ability to
scale up our operations, we had to collaborate with top universities in Egypt.
Our COE has signed agreements with more than 50 universities and academ-
ic institutes across Egypt under the University Relations program to enable
students to be exposed to latest technology trends while develop relevant
and highly marketable knowledge and skills.

-

Dell Technologies
Egypt COE building
Image: Dell
Technologies
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Our University Relations program
enables us to extend our reach to
more than 3,000 students annually
to prepare them with the necessary
technical knowledge and soft skills,
using our academic curriculum and
several other programs such as our

Technologies Bootcamps, Intern-
ships, Hackathons, and Summer
Academy.

Additionally, the COE is keen on
keeping an eye on the future by
investing in research. We have suc-
cessfully established partnerships
with some Universities and custom-
ers to collaborate jointly on applied
research in emerging technolo-
gies such as Blockchain, Internet of

Things and Big Data.

We are very proud to collaborate
also with the Egyptian government
on several initiatives to invest in de-
veloping future talents and using
our technologies to empower the
future pioneers in the tech indus-
try. This is done through our diverse
programs of trainings where the cur-
riculum is designed by experts from
the COE team.
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Our Future Starts Now

A crucial component of our success is
our continuous focus on innovation
and investing in learning, working
with, and spreading cutting-edge
technologies such as Internet of
Things, Cloud Infrastructure, Artifi-
cial Intelligence/Machine Learning,
Security and Blockchain.

To lead the way in some of these
technologies, Egypt COE built its
engineering arm which includes
currently four different teams of
Software Engineers as well as Data
Scientists who are working on de-

veloping some of Dell Technologies
future solutions.

And while we Innovate and build
more skills on these new technol-
ogies, we recognize that we have
a role to play in our community by
share knowledge and engaging
actively through public Meetups,
Hackathons, Tech-Talks and publish-
ing Patents globally.

Looking Ahead

Egypt COE has become a platform
for quality, knowledge, and inno-
vation. Our track-record of creating

2019 marks

a very special
year for us

in Egypt, as
we celebrate
our 10th year
anniversary.
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value, providing quality services, and deliver-
ing achievements is a result of a 10 years-long
exciting journey of giving full of challenges and
learnings.

We have a very high potential for more growth
in the coming years and to write more chapters

About the Author: Magued Mahmoud is Vice
President and General Manager, Egypt Center
of Excellence (COE) at Dell Technologies, and
joined the company to establish the center since
2009, and to provide strategic and operational
leadership for the Center of Excellence in Egypt.

His responsibilities include creating a world class
services organization with Dell Technologies
culture and values, positioning the Egypt COE
within Dell Technologies and selling its services/
capabilities to enable its growth, in addition to
building, leading and managing 1,400+ FTE or-
ganizations.

2. DESTINATI®NS

in our success story. With our young dedicated
and talented professionals, we will continue to
achieve our goals, create value, and unleash the
real outstanding potential of the next genera-
tion in Egypt.

Magued has more than 30 years of experience in
the IT sector. He previously served as the head of
Oracle’s Solution Services International Consult-
ing Center, where he was responsible for the de-
livery of consulting services to global customers.
As part of his services delivery responsibility, he
was a member of steering committees for many
large and strategic IT projects in the Middle East
and Africa region.

Before his 11 year-stint at Oracle Corporation,
Magued was with IBM for ten years where he
held various IT roles catering to the Middle East
markets. Over the course of his career, Magued
has developed expertise in sales, support and
consulting services, delivering business IT solu-
tions in various verticals such as manufacturing,
telecom, energy, public sector and financial ser-
vices.

Magued earned a degree in engineering studies
from Ain Shams University in Cairo and a diplo-
ma in ‘Managing IT Software and Services Stra-
tegically’ from the Scandinavian International
Management Institute in Copenhagen.
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Accelerate
Digitalization:
Henkel’s Strategic
Priority

By Khaled El Mor, Head of Shared
Service Center - Cairo at Henkel

Henkel has a long and successful history in Egypt stretching back to
more than 26 years. The company began its business operations in
Cairo, Egypt in 1992 with the three business units.

Egypt is one of the strategic key countries for Henkel aiming to con-
tinuously growing the business to cater for the growing market in
Egypt and to establish Egypt as an exporting hub for the entire MEA
region. Henkel has invested 80 million EUROs in Egypt over the last
5 years to expand its production facilities.

In 2013, Egypt was chosen to accommodate its captive Shared
Service Center (SSC) in Cairo with the main objective of providing
support in various operations serving India, Middle East & Africa
region. SSC Cairo has recruited more than 100 personnel to cater
19 countries and 22 entities, through operating in all finance oper-
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ations, in addition to business related operations,
hence, offering Egyptian young talents job op-
portunities as well as regional exposure.
Accelerate Digitalization is one of the key pil-
lars in Henkel 2020+ strategic priorities, aiming
to lead digital transformation in all business ac-
tivities, mindset and technologies. In February
2017, Henkel board decided to invest 50 MEGP
to expand its operations in SSC Cairo to build a
Global IT Hub parallel to the current operation
to support the implementation of Henkel digital
strategy.

The IT hub was successfully inaugurated on the
29th of August 2018, providing global support
in 3 main areas within IT; Service Delivery Oper-
ation, IT Consultancy and governance including
Cyber security.

Henkel has along-standing commitment to Egypt
as a central hub for Middle East and Africa and
highly believes in the Egyptian young talents’ ca-
pabilities and languages skills, in addition to the
country’s potential economy growth and proven
stability. Henkel aims to reach 250 employees in
SSC Cairo by the end of 2020 in addition to other
expansions in the pipeline.

Copyright @ All rights reserved. German Outsourcing Association

About the author: Khaled El Mor has a

wide range of experience in managing

constructionprojects,differentITprograms
and projects including implementation of
SAP and business intelligence systems in
different businesses and countries. He has
been working for Henkel for over 27 years
leading different IT organizations in Egypt
and Middle East and Africa.

Currently he is the General Manager for
Henkel Captive service center in Cairo,
supporting the processes’ operations
for all Functions and Business processes
of the three business units of Henkel
(Laundry & Home Care, Beauty Care,
and Adhesive Technologies) covering
global and the regional operations for all
Henkel legal entities in India, Middle East
and Africa. Including and not limited to
Finance, Controlling, Human Resources,
Purchasing, Information Technology,
Customer Services, Supply Chain Planning,

Marketing, and Sales.
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IBM has been present in Egypt since 1954. Through 65 years of presence in
Egypt, IBM has worked side by side with the Egyptian Government in most
of the projects of national importance and through several initiatives that
help the economy and support the government’s national agenda.

IBM has always realized the attractiveness of Egypt as a competitive sourcing
destination which resulted in serving our clients across the globe through
IBM seven centers of Excellence in Egypt that employ a sustainable pool of
talented, technologically skilled, and multilingual graduates.

IBM centers in Egypt

IBM has selected Egypt as the location for its strategic centers because of
the country’s unique advantage as an innovation hub in the region with
access to highly skilled talent.

1.1BM Marketing Services Center in Cairo

Launched in 2019, the center serves the Middle East and Africa region out
of Egypt. With the key objective of planning and execution of optimized
end-to-end digital marketing campaigns in English and Arabic, with Turkish
and French planned by the end of 2019.

Hiring top Egyptian young talents, the objective of the center is to act as
the marketing engine for IBM across the region. With focus on skills devel-
opment and talent nurturing, marketers in the center are working in an en-
vironment that encourages them to share expertise, play to their strengths
and rapidly iterate.

2, Cairo Technology Development Center (TDC)
Since its inception as a scientific research center, the Cairo TDC has evolved
into a world class organization providing technical excellence leadership in

the region. The Cairo TDC supports IBM’s clients and business units around
the world offering consultancy services relating to IBM software products.
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3.IBM Client Innovation Center (CIC)

This is IBM’s first Global Delivery services Center in the region. The center
provides a full range of business consulting, cross-industry expertise, ap-
plication development and maintenance, software testing and embedded
software development services to IBM customers globally. The center aims
to increase Egyptian exports of information technology.

The center was launched in 2008, and it provides niche skills for mobile ap-
plications development testing and deployment, business analytics and
cloud services.

4.1BM Digital Center - MEA

Serving the Middle East and Africa geography, the center’s mission is to fo-
cus on new markets and new digital solutions in conjunction with emerging
decision makers like developers and startups.

The main mission focus is to spread the digital transformation and lead
more of our clients on the path to becoming Cloud and Cognitive digital
businesses. To facilitate mission execution, the center houses an end to
end team responsible to ensure that the sales & marketing funnel is effi-
ciently producing volume business across the Enterprise and Commercial
segments across Middle East & Africa with strong emphasis on commercial,
small & medium business clients.

5.Global Process Services center (GPS)

Cairo Business Process Services has been running and serving global com-
mercial clients in outsourcing Finance, Human resources and Mobility Client
Care support. The center is considered the first in Egypt to provide Finance
outsourcing services to clients not only responding to clients’inquiries but
consulting with deep understanding across several industries and support-
ing clients to Automate and transform their day to day operations.
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6.Global Competency Center (GCC) for Hard-
ware

The center’s mission is to establish a Remote Tech-
nical Support Center in EMEA (Europe Middle East
& Africa) capable of handling cases from within
EMEA and other geographic locations like US and
Canada.

7.Global Competency center (GCC) for Soft-
ware

This center is designed for Software Remote tech-
nical support.In 2011, IBM established its GCC SW
Center to provide software remote technical sup-
port.

In addition, IBM has inaugurated in 2019 the Cairo
Innovation and Industry Client Center that helps
IBM clients to address business challenges in their
industries by providing an enhanced customer ex-
perience and connecting them with technical skills
and expertise. With focus on Al, cloud, blockchain,
security, and loT, the center showcases live dem-
os for IBM solutions including customer proof of
concepts for key industries including Government,
Telco, Banking and others.
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About the author: Wael Abdoush, Gen-
eral Manager, IBM Egypt

Wael IBM Executive with 28 years of ex-
perience in the IT industry in Egypt, Cen-
tral/Eastern Europe, the Middle East and
Africa geographies. Led the IBM business
in different areas like Banking & Finance
industry, Systems Hardware, Small &
Medium Businesses, Business Partners
and Africa Geo Expansion. Currently, the
General Manager of IBM Egypt.

Wael holds a B.Sc. degree in Telecom-
munications & Electronics Engineering
from Ain Shams University, Egypt (1989),
and a Master of Business Administration
degree from the Open University, UK
(2001). Wael is a keen T0Km runner and
an ACBL Club Master Bridge player.

Contact: wael.abdoush@ibm.com
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What Does
It Mean To Be

Solution

Customer centricity is not just about offering great €3 Facebook.com/Xceed.official
customer service. It means offering great experience B twitter.com/XceedBPO
from the awareness stage, through the purchasing @ linkedin.com/company/xceed

process and finally through the post-purchase process.
It's a strategy that's based on putting your customer
first, and at the core of your business.

youtube.com/user/xceedcc
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GLOBAL
OUTSOURCING

SHARED SERVICES

> Professional Services

> Infrastructure & Hosting

> Human Resources Outsourcing

> Finance & Accounting Outsourcing

Xceed provides innovative infrastructure solution that
is efficient, scalable and secure. We provide a range of
options which are a perfect balance of being cost-effi-

€3 facebook.com/Xceed.official
€ twitter.com/XceedBPO

cient, market competitive and reliable. These involve linkedin.com/company/xceed
setup and maintenance of business office solutions, youtube.com/user/xceedcc
call center's hosting (of desired size), data centers etc. xceedcc.com

- all equipped with the latest IT solutions.
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Global trends within the Shared Services indus-
try are rapidly changing, driving Service provid-
ers racing to ensure that they have the required
innovation, updated technologies and new
processes to stay ahead of this dynamic mar-
ket. As such, Egypt has been a strong contend-
er within the changing BPO / ITO arena keep-
ing up with the driving forces that are behind
growth and expansion in the global business
process & IT outsourcing industry.

New trends that are evident in the evolving
global shared service industry are evident in
the Egyptian markets and have seen the rise
of multinational companies expanding their
shared services operations and creating new
hubs to utilize the mix of economic benefits,
government support and abundance of skilled
talent, while keeping up with the new changes.

In the past 5 years, it has become apparent that
the trends within the global BPO and outsourc-
ing industry have seen an increase of technol-
ogy utilization and a shift from classic voice-
based outsourcing, to a more dynamic shared
services business process outsourcing set up.
This includes technology outsourcing, reliance
on big data and cloud services, increased de-
mand in Intelligent Robotic Process Automa-
tion (RPA) and changes in the technology plat-
forms used.

¢ Association
.
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A growing trend glob-

ally is the utilization

of Robotic Process
Automation (RPA)
which will in due time
increase a decent 40%
in process automa-
tion taking over man-
ual and skilled labour
operations.
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Process Automation

A growing trend globally is the utilization of Robotic Pro-
cess Automation (RPA) which will in due time increase a
decent 40% in process automation taking over manual and
skilled labor operations. This involves the employment of
robotic software that will fill in for people working on small
and repetitive tasks. The use of virtual agents and chat
bots to perform routine tasks has already kicked in and will
be felt across most industries.

The use of automation models will be a must for outsourc-
ing vendors who want to deliver to the needs of their
clients combined with talent-based support for high val-
ue customer segments. Nonetheless, the reliance on top
skilled technical talent will also witness high demand in at-
tractive cost-efficient labor markets. In the past two years,
there has been increased activities pertaining to process
automation services in Egypt, along with a growing num-
ber of local companies offering large scale RPA services.

Cloud investment is the next demand
in BPO

With new demand for increased data protection, ever
changing technology, and cost reduction requirements,
businesses have started to migrate to cloud technology.
Gartner has projected that about $1 trillion in IT spend-
ing will be affected by the shift to cloud by 2020 global-
ly. Cloud technology helps eliminate the need for heavy
physical Technology investment and gives companies the
ability to customize and update their technology require-
ments and their data confidentiality processes on demand.
This means that BPO & ITO service providers will need to
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provide more online data centers and equip-
ment for their customers across the globe. As
such, Egypt’s Technology sector has seen ma-
jor investments in increased cloud outsourcing
partners. This include Fujitsu, Raya, Microsoft,
Avit, Huawei, and Oracle, among other multina-
tionals who have set up their data center out-
sourcing and IT outsourcing companies in Egypt
to service the EMEA region.

Continuous efforts through Government In-
itiatives has seen the ICT sector develop the
required infrastructure to support cloud tech-
nology in Egypt. As of February 2019, Telecom
Egypt has collaborated with Microsoft to extend
its cloud services to Egypt. This entails adding a
new point of presence (PoP) in Egypt that will
enhance its cloud and technology capabilities.

Shift to Outsourcing Core Ser-
vices

Companies today are facing rapid changes with-
in the markets, including, shortening of life cy-
cles of processes, increased focus on overall
customer experience, complexity of product
offerings, turnover rate of technology develop-
ment and increased focus on client satisfaction.
In turn, this has created the need for companies
to outsource some of their core services, which
were considered typically inhouse, to allow them
the required focus on their industry core service.
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As such, BPO /ITO vendors will benefit from such
strategic partnerships in the next few years, and
with the multiple array of benefits the Egyptian
shared services market offers, the growth of in-
dustry is on a promising annual 2 digits path in
the next 5 years.

Egypt’s captive and offshore BPO and ITO mar-
kets is expected to record a CAGR of 14.2% for
the 2017-2020 period according to the Interna-
tional Data Corporation (IDC) 2018 whitepaper
on Egypt position as an offshoring hub.

It is evident that the Egyptian BPO market has
tapped into this requirement by offering out-
sourcing of a wide range of cores services such
as Contact Center, Finance & Accounting, Sup-
ply Chain, HR outsourcing, and IT outsourcing,
among others. In turn multinational companies
outsourcing to Egypt have enjoyed:

« Competitive government support programs
« Significant & subsidized scaling capabilities

« Enhancement of service quality and deploy-
ment of world class standards

« Access to multilingual and IT talent

« Access to world class facilities and telecom
infrastructure

 Diversity of locations aligned with the incep-
tion of new technology and BPO parks across
the country
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Rise of The Egyptian BPO / ITO sectors

As indicated, more and more companies are outsourcing their core services
with IT outsourcing being a major service. This ranges from basic customer
& technical support to more complex troubleshooting processes all the way
to sophisticated software development, security and network operation
services. Egypt’s growth as a BPO destination is steadily climbing with its
Government financial incentives to outsourcing businesses, national invest-
ment in updating data and telecom infrastructure along with the introduc-
tion of new technology valleys.

This is in addition to its high population of skilled labor well-versed in Eu-
ropean languages, skilled Engineers and software developers. Adding to
this point, global service providers and large scale captive centers, continue
their presence and expansions in Egypt, those companies include Concen-
trix, Sutherland, Teleperformance, Vodafone, Majorel, Valeo, Amazon, Micro-
soft, and HSBC, in addition the solid locally founded BPO players like Raya,
Xceed among many others who continue to grow in Egypt and the MEA
region.

Looking ahead

Looking at the above trends, 2019 will witness Egypt engage in an increased
flurry of outsourcing services within the BPO and ITO sectors. Changes in
the global IT and software outsourcing trends will bring more demand for
skilled IT workers and for cost control and reduction. International compa-
nies will be on the look for partners and vendors will be able to provide
them with a full spectrum of BPO services and lower costs.

As the competition goes up, Egypt will remain at its competitive edge not

only as a favorable cost outsourcing location, but also for the availability of
similar talent comparable to its Western and Eastern Europe counterparts.
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In light of the many economic reforms the gov-
ernment had undertaken since 2016, that should
allow the country to be more competitive offer-
ing a wide range of core BPO / ITO service spec-
trum, supported with an abundance of a unique
human capital well fitted for Customer Service,
Technical Support and Software development
services.

About the author: Mohamed is an Economics

Graduate from Cairo University with 17 Years
of experience in the Shared Services Industry.
He was one of the founding members of the
Regional Champion of the Outsourcing Industry
in the Middle East “Raya Contact Center”, where
he led the Commercial Function. During his
previous 15 years tenure in Raya, Mohamed has
successfully promoted the BPO industry in Egypt,
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and cemented Raya’s reputation as a competitive
evolutionary BPO organization within the EMEA
region. He helped taking Raya from a single site
service provider in Cairo, to a multilingual EMEA
guru operating in 3 countries by 2017.

After Raya going public in 2017, Mohamed
went on a new journey and founded Mavens
Consulting in March 2018, the 1st-regional
firm specialized shared services consulting and
hosting services for Captives and Outsourcing
companies, to bring togetherarange of expertise
to organizations throughout the region with the
mandate of leveraging customer experience,
strategy  implementations and  regional
deployments of Customer Engagements and

shared service centers.

Mohamed currently holds the position of
Managing Director in Mavens Consulting.
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Our Orange Business Services presence in Egypt began in
2003, when we become one of the first multi-national com-
panies in the ICT sector in Egypt to provide global network
and IT services. We chose Egypt as the first global major ser-
vice center location because it is geographically a central hub
to Europe, Middle East, Asia, and Africa. Also, in Egypt, we are
able to select highly technical professionals from a labor pool
which introduces more than 500,000 candidates each year,
with many being bi-lingual and tri-lingual.

Since 2003, we have evolved from a small support center to
a well-rounded technology competency center driving digi-
talization and automation for our global business enterprise
customers. Today in our Egypt center, Orange Business Ser-
vices has more than 2,400 engineering and IT professionals
engaged in in every aspect of our customer’s journey from
pre-sales, consulting, solutions design, engineering, project
management, implementation, and operations activities.
Our Egypt center is now one of the Orange Business Servic-
es largest concentrations of staff in a single city, and it is the
largest of our five global major service centers for Customer
Service and Operations activities.

We are supporting more than 800 global enterprise busi-
nesses, 24x7, in 12 languages across many market verticals
including banking, insurance, automotive, transportation,
and healthcare.

In the last 4 years, we have had 35% growth in our staff-
ing population. In 2018, we outgrew a new dedicated of-
fice building before even moving into it. We are investing
in a second dedicated office building to accommodate the
growth that is still occurring, particularly in our Multi Sourc-
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We are able to se-
lect highly technical
professionals from
a labor pool which
introduces more
than 500,000 can-
didates each year,
with many being
bi-lingual and
tri-lingual.
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Orange Business
Services Office

Image: Orange Busi-
ness Services

ing Service Integration (MSI), Software Defined Network (SDN), cloud, se-
curity, connectivity, unified communications, and smart city service areas.
In Egypt, our Security Operations Center (SOC) is one six global security cen-
ters which monitor and respond to events 24/7/365. We have more than
200 Cloud professionals that are part of our global Orange Business Ser-
vices community of 2,500 cloud experts and our own internal IT organiza-
tion which supports all of our Orange Business Services employees globally
is located in our Egypt facility.

What we do here in our Egypt center it is not just about networks, IT, the
technology, and solutions, we also help our customers to shape their in-
novation. Our growth and success are a direct result of the high customer
satisfaction, cost efficient services, and the dedication, commitment, and
knowledge of our people in helping our enterprise business customers
thrive. We bring this value through our people, who are experts and share
a passion for what they do. With a culture that promotes agility and con-

: : Onjour :
I b'envem
hello Ciag s
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tinuous improvement, and working very closely
with our customers day-in and day-out, our peo-
ple are knowledgeable of the business require-
ments, expectations, and constraints of the dif-
ferent markets in which we operate.

Diversity is important to us as diversity powers
innovation. Our technical professionals come
from a variety of backgrounds, ages, and in-
dustries. And 35% are female. This diversity,
combined with the passion of our people in
Egypt, helps to create an environment which is
open, innovative, and inspiring. We have hun-

dreds of employees who are actively engaged in

a’'Drive the Change’ program, where they volun-
teer their time and expertise with local schools
and community to teach technical skills and de-
velop language skills.

Our customers often visit us here at our Egypt
center. Those visiting the first time are not sure
what to expect from the country and the profes-
sional environment. They arrive with a bit of un-
certainty. But they leave with an awareness and
excitement that has been created by the high
level of engagement, energy, commitment, and
expertise of our staff.

Frances

About the author:
Woodworth is the Deputy Site

Leader for the Orange Business
Services Egypt Major Center.

She also serves on the Board of
Directors for the Egypt Center’s
legal entity and is an Orange
Business Services Compliance
Officer.
professional

She has an extensive
consulting,

general management, and
information technology
experience.

She joined Orange Business

Services in 1995, and has
served in various global
leadership roles in IT and

Service Delivery based in the
United States. During the past
10 years, she has been focused

Copyright @ All rights reserved. German Outsourcing Association

on development of activity
within Egypt. She is currently

Egypt
Major Service Center’s Multi-

establishing the

Sourcing Service Integration
(MSI) unit, a customer-centric,
which
supports, and

agile  organization
operates,
manages connectivity, unified
communications, security
compliance, and IT services in
a multi-supplier environment.
Her passion is people and
of the

developing leaders

future.
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I ARTIFICIAL INTELLIGENCE

Given the continued relevance and importance of the entire customer
journey at Raya Contact Center, Al has taken the customer experience to
a new level. The idea of artificial intelligence (Al) system that can behave,
think or act like a human has been fascinating since the first computer hit
the market.

Now, it’s alive and growing in all aspects of society, including the contact
center industry. That said, human interaction remains equally important,
it would be irrational to expect an artificial intelligence system to perform
and handle a customer interaction at 100% satisfaction levels.

What is the impact of Al on customer
experience?

Artificial intelligence is not only about self-automation and speech recog-
nition, but it is also about the process that happens behind the scenes of
operations; the analytical, non-consumer facing, result-oriented analysis
of an agent’s performance, which is based on predictive voice analysis,
and this is where we are heading. With the use of automated, real-time
monitoring of voice pitch, scripting, and keywords on email, social, SMS
or chat, we can intercept negative customer interactions and provide a
high level of service as incidents occur.

Additionally, poor agent performance can be linked to low levels of en-
thusiasm and confidence, which can be improved accordingly by estab-
lishing training sessions tailored to the individual agent’s need. Such an
approach would directly transform into increased customer satisfaction,
as ignoring customer satisfaction levels leaves you open to a loss in cus-
tomer’s loyalty and revenue. At Raya Contact Center we are exploring the
most efficient ways of integrating artificial intelligence and state of the art
technologies, to maximize end-user satisfaction and increase the overall
return on investment for our existing and new clients.

Copyright @ All rights reserved. German Outsourcing Association D EST I N AT I @N S

55



ARTIFICIAL INTELLIGENCE N

56

DESTINATI®NS

In order to keep our position as an industry leader in custom-
er experience, Raya Contact Center has introduced an Om-
ni-Channel solution to provide our customers and agents with
a consistent and easy experience. We are the first BPO service
provider in Egypt that has introduced Omni-Channel experi-
ence to serve our customers. Through our Omni-Channel plat-
form, we provide a variety of voice and digital services such
as Customer support, Technical support, Sales, Social media
support, Email services, Web-Chat services, SMS, Back office
services, Order management, and another line of Professional
services such as Finance and Accounting Services, Hosting Ser-
vices and Consultancy.

Abouttheauthor: Afterfifteenyearsofexperienceininformation
technology & financial services in the USA and managing her
own IT consulting firm, Reem Asaad returned back to Egypt
and joined Raya Holding in 2005. In a few years, she managed
to hold a number of multifaceted positions in Raya Holding as
IT Director; she was responsible for Raya IT strategy, including
IT Infrastructure and Solutions Investments. In 2007 - 2012,
she was the Corporate Communications Director heading the
Investor Relations, Marketing and Corporate Communications
departments. Asaad was elected Corporate Secretary of the
Board of Directors in 2007 to Present. Asaad was appointed the
CEO of Raya Data Center. She is a Certified Director & Corporate
Governance Consultant from the International Finance
Corporation (IFC), she’s also a member in many associations.
Asaad graduated from the University of Houston in Texas in 1993
and conducted her higher, education studies at the University
of Texas. Currently, Assad holds the position of the CEO of Raya

Contact Center.
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CASE STUDY

Vodafone:
Innovation in
Shared Services

Innovations and new business models are transforming the telco market, as
new players from across an array of businesses start marketing their own digi-
tal and telco services. Competition has never been stronger, creating challeng-
ing conditions and driving businesses to focus on how to differentiate their
products and services. Vodafone Shared Services (VSS) is wholeheartedly em-
bracing these changes in order to stay ahead of the game.

As it has grown over the years, VSS has become a truly strategic partner within
Vodafone, with a focus on value and business outcomes. Its operational frame-
work has the trust of its customers, thereby maintaining its ability to deliver its
commitment to exceptional quality of service. Throughout all its processes, it
continuously enforces transparency and strong control on risk management,
integrity and compliance.

The digital journey VSS has embarked on relies on innovative technologies
and services, and is nurtured by talented people who can see into the digi-
tal future and enhance the present experience for our customers. Vodafone
Shared Services Egypt (VSSE) was incorporated in 2004 and now it is one of the
leading employers in Egypt, operating in three different governorates: Cairo,
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Giza and Alexandria. With more than 6,700 employees - planning to reach
7,700 by Q1 2020 - with a vibrant and diverse mix of skills, VSSE is at the fore-
front of digital innovation and evolution. Vodafone Shared Services Egypt is
the center of Excellence in Application Development, Automation, Robotics
and Machine learning for all Vodafone’s Al activities globally.

We ensure that our people have a diverse range of opportunities, creating
jobs that challenge their capabilities. We encourage them to grow, so they
are able to develop professionally and add value to the organisation. The
jobs created in VSS are engaging and dynamic, so that our employees have
the necessary skills to meet any challenge that may arise.

Vodafone Shared Services is a leader in the industry’s digital transformation.
With the organisation’s progressive vision, VSS pioneers an innovative mind-
set, combined with skill development, to build a technologically savvy and
future-ready workforce capable of diving into a world of opportunities.

The Vodafone
Building

in Smart Village
in Cairo

Image:
Vodafone
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German Outsourcing Assoaatlon

Business*Support for ITC
and BSS in Germany"

The German Outsourcing Association is an
independent member organization. providing
platforms for professionals and organizations
involved or interested in sourcing or providing
IT or business process services in/for the D-A-CH
markets.

Objectives

Our primary objective is to actively support and
influence the market for co-operations with

2 DESTINATI®NS

external and internal service providers in IT,
finance, HR, procurement, manufacturing and
management. In practice this means, that we
accumulate, analyze and process information
that are relevant for our markets. We also observe
and evaluate the national and international
service provider landscape as well as single
organizations. We provide opportunities for
exchange and contact and active business
support for user and provider side.
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I  BUSINESS SUPPORT NETWORK

Interest representation

As independent association we represent the
interests of all market attendees - buyers, QUiCk facts
consultants, service providers, and public

administration. Among the relevant activities
Founded: 2010

Members: ca. 900

Subscribers: ca. 6000

Reach: ca. 50.000

Contact: Stephan Fricke, CEO
www.outsourcing-verband.org

are the improvement of the transparency of the
service provider landscape, building independent
information and contact opportunities, active
support when evaluating and communicating
with service providers, consultants and public

administration (e.g. for foreign investments). T
www.outsourcing-journal.org

Initiatives
Initiatives and
Among the initiatives are publishing neutral, connected
independent market information and best organizations
practices,forinstanceviaourOutsourcingJournal,
i i i inati i DEUTSCHER
or this series of Outsourcing Destination Guides, ‘?) ggﬁgggqrﬁ m&%&g

the maintenance and development of online
services, like ourinternal network ourinternational,

RPA JOURNAL
business directory, the organization of events, EHEAND DACH IR stizeiion Lot R

general public relations and individual business

EUBIS
and market consulting. e Browm

Working with leading organizations and government agencies from more than 20 countries:

&, W
ey Ministry of Fareign Affairs
of the Netherlands

> 2 e
accenture  BearingPoint.  Gursburane CAPITA @ Capgemini

High performance. Delivered. LOGT.OUTSOUREING

r - == ) gg;mmmnzmm " nieCTtona i
COMMERZBANK ¢ Deloitte. HOA :1=== @w 74»$ e w'dc
i -:‘"‘:"‘(\a i
Porsche Consulting  pwellh Lo, [UilPath . andmany more.
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IT Industry Development Agency (ITIDA)
Rolana Rashwan,

1

| d C] TIME International Marketing Manager
O EGYPT Email: rrashwan@itida.gov.eg
IT N Egypt Phone: +20235345732

Webpage: www.itida.gov.eg

The InformationTechnology Industry Development Agency (ITIDA) is the executive arm of the Egyptian
Ministry of Communications and Information Technology for spearheading the development of IT in
Egypt. ITIDA is Egypt’s engine for spreading technology, driving innovation, and supporting foreign
investors seeking to enhance their global offering from Egypt, the global hub for IT/ITES and technology
innovation. Established in 2004 and located at the heart of a modern business environment in Smart
Village, ITIDA supports and develops the ICT industry through five main segments:

1) Talent Development,
2) Innovation & Entrepreneurship Support,

(1)

2)

(3) Investor Attraction & Support,

(4) Egyptian Companies Development, and
(5)

5) Business Ecosystem Development.

ITIDA's work is characterized by long-term commitment and substantial ongoing investment to ensure
fundamental sustainable development. ITIDA works with entrepreneurial and collaborative spirit to
serve public and private bodies, industry players and associations, universities, and individuals to
help the Egyptian IT and services industry develop as much and as far as possible. ITIDA offers a wide
range of services that help building the capacities of the local IT companies as well as attracting and
servicing multinational companies. ITIDA also helps businesses expand by offering a unique access
to numerous markets through sponsoring and participating in the local, regional and international

tradeshows.

IT Industry Development Agency
(ITIDA) Building, Giza, Egypt
Image: ITIDA
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Contact Center
Passion. Value. Results.

Raya Contact Center

Sherihan Hussein,

Business development and Sales Manager
Email: sales@rayacc.com

Phone: +201118748777

Webpage: www.rayacc.com

Raya Contact Center, a leading BPO provider in EMEA

Raya Contact Center (RCC) is a world-class
Business Process Outsourcing (BPO) provider,
with a well-established leading position in the
EMEA region. RCC acquired strong industry
expertise and know-how since its inception
in 2001 and is well-geared for growth. It is
supportedbyahighlyexperiencedmanagement
team who aspire to lead the company to
continued successes and prosperity. RCC is
actively managing over 10 state-of-the-art
facilities under its management in Egypt, UAE,
and Poland; while serving a portfolio of over
103 clients in a wide theater spanning Europe,
Middle East, and Africa regions.

RCC is an Egyptian joint stock company listed
on the Egyptian Stock Exchange (EGX) under
the ticker RACC.CA and holds a diversified roster
of sophisticated institutional shareholders from
Egypt, GCC, Europe, USA, and the UK.

RCCis offering contact center, professional, back
office and inside sales channel management
services to global clients, including global
Fortune 500 companies in Europe, the Middle
East, and Africa in 25 different languages. RCC
serves a diversified clientele base of over 103
clients operating in the EMEA region, focusing
on high growth industries, namely telecom &
media, technology & consumer electronics,
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travel & hospitality, banking, automotive,
and retail industries. With over a 6,700+ seat
capacity and a 7,200+ advisor talent pool, RCC
focuses on high growth industries across many
points in the customer lifecycle.Our operations
are well supported through a robust and
continuous improvement approach using the
best practices in Lean, Innovation, 6-Sigma,
problem solving, data analytics as well as world-
class standards such as COPC, PCl, and ISO.RCC
focuses on driving value in every customer
interaction across all communication platforms
Voice, Email, Chat, Web, and social media, all
through an Omni-Channel platform.We provide
tangible value to our clients by sharing insights
and analysis with proven savings and derived
revenue.

Our standards rely on providing a distinguished
customer experience through quality, process
innovation, and  exceptional customer
satisfaction as well as reduced customer effort.
RCC leverages global industry best practice,
coupled with local expertise across its delivery

locations.

RCC is Egypt’s leading and currently largest
Business Process Outsourcing (BPO) provider
in terms of the number of FTEs (Full Time
Equivalent Employees).
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)(ceed

For more information please visit us:
https://www.xceedcc.com/

Xceed is the leading multilingual BPO and
Customer Experience Service Provider in
EMEA region with a capacity of 10000 web-
enabled multi-channels stations, serving
clients covering the US, Canada, Europe and
Middle East in eight different languages
(Arabic, English, French, German, Spanish,
Italian, Portuguese & Greek). We currently
operate from eight sites in Egypt & Morocco.
Our Clients enjoy our world class services

while maintaining highly efficient costs.

We have extensive experience in numerous
industries such as Telecoms, Fast Food,
Technology, Tourism, Automotive ,Financial
Services, FMCG and Health Care, delivering
superior quality and value to our clients.
Our services include Customer Contact through
Omni Channel & Shared Services (HRO & FAO).

We are one of Telecom Egypt companies that
were established in 2001 to act as the IT arm
for Telecom Egypt, the incumbent operator.
Xceed started its call center operation business
July 2003, with state-of-the-art Contact Center
that supports a wide array of inbound and
outbound services that are customized to the
clients’ needs. Added to the customized service
solutions, Xceed provides customer relationship
management services as well as Internet based
customer care and technical support services.
Xceed’s facilities and infrastructure were
created, as one would expect, with the express
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intentions of mitigating risk and ensuring
business continuity, a future-proof strategy
which guarantees long-term commitment
clients support.

Xceed has ensured that the customers it serves
and their information are protected from
unknown disasters with the ability to minimize
the impact of disaster scenarios through
architecture that helps mitigate risks and also
provides tools and technologies that expedite
recovery. Therefore Xceed has taken the
extra step to ensure that the datacenters and
networks follow Data Replication and Business
Continuance best practices mandate.

Xceed currently has multiple data centers and
its main centers located in The Smart Village at
KM 28 Cairo / Alex Road and Maadi Technology
Park, Building MB4, New Maadi in Egypt. Xceed’s
Maadi site has 9500 square meters surface area
spread out over five stories that has a redundant
power source, generators, redundant UPS,
redundant network backbone, redundant air
conditions, fire suppression system (gaseous
system) and highly secure physical access.

Xceed Contact Center recognizes that security is
a major concern for its clients and has therefore
consolidated with other vendors security
solutions so that it may maximize network and
data security to protect intellectual property of
its clients.
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Advansys ESC

Shady Eneim, MEA Commercial Director
Email: Shady.Eneim@advansys-esc.com
Webpage: www.advansys-esc.com

Advansys ESC

Engineering Services & Consultancy

Advansys ESC is an automation company with the
mission to free up 3 million operational hours to
our clients by 2022 by re-engineering and auto-
mating the way they work. Advansys ESC offers
both industrial and business process automation
working with some of the leading players in Avia-
tion, Banking, Healthcare, Financial Services, Retail,
and Telecoms. Advansys ESC is also working with
leading Government entities to deliver improved
efficiency in government processes as well as sig-
nificantly improving the services offered to their
citizens and residents. Advansys ESC is a solution
partner for leading technology vendors includ-
ing ABBYY, Automation Anywhere, Beckhoff, Blue
Prism, Cassioli, IBM Waston, K2, Mantis, Microsoft
Azure, and UiPath. Advansys ESC is ISO9001 Qual-

@tisal

International

With the aim to become a leading & dynamic
business partner committed to the provision of
innovative outsourced services, ETISAL Interna-
tional was founded in 2003 and became a leading
BPO provider in the Middle East Region operating
5 delivery centers in Egypt and KSA. With the per-
ception of deeply focusing on tailoring first-class
outsourcing services, ETISAL International offers
complete flexible sourcing models in the provi-
sioning of services such as Contact Center, BPO,
ITO, and HRO.

With a continuous focus on Industry best practic-
es, ETISAL International today handles an average
of 10 million transactions per month serving more

68
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ity Certified and currently undergoing 1SO27001
Security Certification.

Advansys ESC offers servicesin the following areas:
Business Analytics (Bl), Business Process Au-
tomation (BPM), Chatbot, Object Character
Recognition (OCR), PLC Design and Program-
ming, Robotic Process Automation (RPA), Ware-
house Automation Design and Implementation.
We currently have 260 specialists serving our
clients from our offices in Cairo, Dubai, Oxford,
Michigan, and Riyadh. To date, we have served in
excess of 60 clients across 12 countries. Advansys
ESC provides its clients with flexible engagement
models including project-based and staff aug-
mentation (onsite and offsite).
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Etisal International

Mohamed Eissa

Email: Mohamed.eissa@etisal-int.com
Phone: +20(11) 1111 1868

Webpage: www.etisal-int.com

than 100 clients in 20+ different industry with a
deep focus on eCommerce, Telecom, Banking &
Financial Institutions, Consumer Electronics, and
Fast Food.

With the devaluation of the EGP currency late
2016 and amid the drastic economic changes
worldwide, Egypt has ever since been rising in
ranks as a favorable outsourcing destination. As a
commitment to delivering high-quality services,
ETISAL International has taken this opportunity
to extend its services to its partners with signifi-
cant cost-reduction models, a span of diverse lan-
guage pool, and tailored business models based
on global quality standards and certifications.
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Majorel Egypt is a newly born brand with a long
heritage that goes back to 2002 serving clients,
both Egyptian as well as global, out of Egypt un-
der the name of ECCO Outsourcing. As a company
doing business in Egypt, over the years and with
a headcount of 7000+, we have closely worked
with our clients providing a broad range of BPO
services acting as an enabler to drive customer
satisfaction to aspired peaks, supporting revenue
generation while optimizing cost structures with
a main drive to dynamically and seamlessly inte-
grate with our clients’ core businesses.

Having evolved as MAJOREL in January 2019
through Bertelsmann, the parent company of Ar-
vato CRM Solutions, and Saham, ECCO Outsourc-
ing’s prime shareholder, joining forces, MAJOREL

marketing

Founded in 2007, NAOS Marketing was originally
launched as a small in-house contact center sup-
porting a marketing consulting firm. The company
has forged itself a path in the highly competitive
environment of international contact centers in
Egypt, becoming a recognized expert in Customer
Experience with a team of 1,100 agents.

NAOS Marketing's raison d'étre is to provide quality
and added-value to our clients through bespoke
and tailored solutions, guaranteeing them the best
possible Return-On-Investment.

Over the years, NAOS Marketing successfully diver-
sified its serving offering range, and is now the only
company in the Middle East capable of providing:
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Majorel EG

Yara Elrefai

Email: yara.elrefai@eg.majorel.biz
Phone: +20122 289 3299
Webpage: www.majorel.com

further enhances its market position and global
capacity to serve its customers as an organization
with revenue € 1.2 billion, and over 48 thousand
employees operating in 28 countries across the
globe. Majorel Egypt serves a wide base of private
and public sector clients offering a diverse range of
multi-lingual integrated voice and digital Business
Process Outsourcing services and CRM solutions
including inbound and outbound contact center,
technical support, social media support, Debt
Management/ Collection Campaigns, Training,
as well as Chatbots, Robotic Process Automation,
and Front and Back-office Processing Services.
Operating against international standards, COPC
certified, we are geared to cater for the needs of
offshore, near-shore and on-shore businesses.
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NAOS Marketing

Mr. Ahmed Raafat Zahran,

Business Development Director
Email: bizdev@naos-marketing.com
Phone: +20 128 188 2119

360° Marketing Services, including: Telemarketing
& customer care; CRM & contact center manage-
ment; Social media management; Digital marke-
ting & advertising; Consulting.

Outsourced HR Process Management, including:
Recruitment; Insourcing & payroll management;
Training on sales, on negotiation, and on marke-
ting

Companies Incubator Services, including:
Co-working spaces; Administrative & logistic sup-
port services.

From our 2 production sites in Barcelona and Cairo,

our main markets are North America (USA and Can-
ada), Europe, the Middle East and Africa.
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advanced computer technology

Since 1988, ACT has intended to play a pivotal
role in contributing to the development of the
ICT industry in Egypt. To achieve this, ACT devel-
oped strategic partnerships with the finest global
information technology providers specialized in
computing solutions, networking solutions and
industry-specific business solutions. In addition,
ACT always regarded its employees as its most im-
portant asset, and accordingly was always making
sure they were receiving the right learning and
development programs that ensured their quali-
fications and expertise.

Today, ACT is amongst the major System Integra-
tors, not only in Egypt but recognized in the EMEA
region. Through its optimized operations and syn-
ergetic market tactics, ACT always enables its cus-

IBDO

BDO ESNAD

BDO Esnad is an Egypt-based share-holding
outsourcing company. The company was estab-
lished since 2008 to provide organizations with
business process outsourcing (BPO) services that
aim to drive long-term cost reductions while
keeping a focus on continuous performance im-
provement. BDO Esnad is a member of the BDO
International network, which is one of the world'’s
largest professional service firms with a network
of over 1,400 offices in 162 countries, and some
74,000 personnel worldwide. BDO is the world’s
fifth largest accounting and consulting organiza-
tion.

BDO Esnad provides its outsourcing services in
the following areas: Contact Center Outsourcing
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ACT

Ali Tawfik,

Head of Corporate Strategy & Marketing
Email : ali.tawik@act.eg
Phone:01001702416

Webpage: www.act.eg

tomers to achieve their business goals in the most
efficient way possible through the optimum back-
end environment. ACT’s products and services
portfolio range from Structure Cabling Systems,
Infrastructure Systems, Converged Computing
and Networking Solutions, Low Voltage / Light
Current Systems, Security Systems, IT Software,
and Business Applications, in addition to Cloud
and loT Solutions.

With more than 1,500 customers in Egypt and
more than 700 professional services projects im-
plemented out of Egypt through the breadth of
experienced employees and finest technology
providers, ACT exists to unleash the possibilities
for organizations by truly being their first-choice
technology partner.
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BDO ESNAD

Passant Hassan, Business Dev. Manager
Email: passant.hassan@bdoesnad.com
Phone: +201000457591

Webpage: www.bdoesnad.com

(CCO), Payroll Outsourcing services (POS ), Hu-
man Resources Services (HRS), Finance and Ac-
counting Outsourcing (FAO), Information Tech-
nology Outsourcing (ITO).

Outsourcing with BDO Esnad gives access to a
dedicated executive team with high experience
in outsourcing management, a variety of pro-
fessional outsourcing services, and a state of art
technology infrastructure that is designed to
meet any business delivery needs. BDO Esnad
is also certified with I1SO 27001 for data security
and COPC certified for contact center operations,
ISO 9000-2001 for quality, and follows the SOC 1
compliance for back-office service delivery.
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\\—f GLOBAL SOLUTIONS

Centro Global Solutions is a boutique outsourcing
provider of customer contact solutions and busi-
ness process management. Founded in 2009, the
company'’s call center facilities are based in the
United States, Egypt, and the Philippines. Centro
attends to a vast array of clients and industries
in North America and the MENA region, serving
healthcare providers as well as payers, e-com-
merce, logistics, FMCG, travel, and IT organiza-
tions.

Centro is characterized by its customer centricity
and consultative approach of serving its Clients.
Centro’s greatest value is beyond reliable infra-
structure and qualified talents, but rather tailored

CONCENTRIX

Concentrix is a technology-enabled global busi-
ness services company specializing in customer en-
gagement and improving business performance
for some of the world’s best brands. Every day, our
team of 225,000+ highly-skilled staff, in over 40
countries, deliver personalized experiences, intel-
ligent interactions, and create emotional connec-
tions with customers that build unbreakable brand
loyalty.

We create better business outcomes and differen-
tiate our clients through technology, design, data,
process, and people. Concentrix provides servic-
es to clients across many sectors, including auto-
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Centro Global Solutions

Mina Habib, Marcom Director
Email: mina.habib@centrogs.com
Phone: +2 (012) 832 00080
Webpage: www.centrogs.com

solutions offered by a team of industry veterans.
Our services are tailored to the Client’s specific
needs in consideration of their own challenges,
relying on best practice and the latest technolo-
gies. We carry a proud track record of enhanced
business process management for a number of
services offered to maximize sales conversions
and optimize return on investment for our Clients.

Centro’s corporate culture is built on 3 pillars:
Respect, Servant Leadership, and Continuous
Growth, which define the fundamental values and
business methods all our people apply in every
aspect of their day-to-day work, at every level of
the company, worldwide.
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For more information please visit:
www.concentrix.com

motive; banking and financial services; insurance;
healthcare; technology; consumer electronics; me-
dia and communications; retail and e-commerce;
travel and transportation; energy and public sector.

We are Different by Design. Today’s business chal-
lenges require a different kind of partner. At Con-
centrix, we think differently to the competition, we
understand the unique challenges our clients face
and - most importantly - we solve problems.
Concentrix offers a range of smart shoring German
language solutions across a mix of in-country, near-
shore and offshore delivery capabilities. We didn’t
invent outsourcing - we made it better.
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Business Process Outsource

st 1

SOLUTIONS

Anindependent BPO services firm, that was estab-
lished in 2009, with primary focus on Knowledge
Process Outsource based in Cairo, CORE B.PO
handhold our clients in their technology adoption
journey, at a pace that suits them, starting from
technology evaluation, solution implementation
to operational changes, ensuring a concrete posi-
tive business impact with fair budget.

CORE B.PO engagement in the ERP Integrated
System Development is ought to have a direct
impact on the return on investment for clients
management. It will ensure effective return on in-
novative ideas to optimize processes & operations

Workers

crossing all borders

Cross

CrossWorkers is a professional Danish IT Offshore/
Nearshore company with Offshore organization
in Cairo, Egypt and established sales in several Eu-
ropean countries - based from the Danish HQ.

Our European customers work directly with their
own tailor-made, dedicated IT staff without ex-
pensive or difficult intermediaries. CrossWorkers
provides facilities and helps ensure that employ-
ees are motivated and understand the Europe-
an culture, so that they can perform a good and
effective job in close collaboration with you and
your own IT organization.
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Core BPO

Mostafa Helmy Ismail , Managing Director
Email: mostafa.helmy@core-bpo.com
Phone: +20 (2) 270 200 97

management in order to align client’s ICT Technol-
ogy investments and its Business Objectives.

Simply CORE B.P.O helps its clients, through an in-
tegrated team in Technology, Management, and
Planning fields to accomplish their business and
financial goals towards growth, efficiency, and
profitability. CORE B.P.O had achieved CMMI-DEV.
Our offices are distributed in Dubai, Riyadh, Cai-
ro, Casablanca, Paris, and Montreal. Our product
and service categories: ERP Implementation &
Consultancy, Mobile Applications & Solutions, GIS
Services. Systems Integration, and IT Cloud & On
Premises Infrastructure Consulting.
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CrossWorkers ApS

Hans Henrik Groth, CEO & Founder
Email: HHG@CrossWorkers.com
Phone: +45 4086 7378

Webpage: www.CrossWorkers.com

We have a solid ballast within HR, both in terms of
recruitment and human resource management,
and many years of experience with IT outsourcing
from several destinations. At the same time, we
know the challenges facing European business-
es in their struggle to make their IT development
function well, and create a scalable business. Our
longstanding international HR experience, inter-
cultural insight and our deep knowledge of the
Egyptian IT labor pool and culture — enable us to
find the right candidates for any European com-
pany. Simultaneously, we can ensure your compa-
ny a close and well-functioning collaboration with
your Team.
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DAL Technologies

Dell Technologies is a unique family of busi-
nesses that helps organizations and individuals
build their digital future and transform how they
work and live. The company provides customers
with the industry’s broadest and most innova-
tive technology and services portfolio spanning
from edge to core to cloud. The Dell Technolo-
gies family includes Dell, Dell EMC, Pivotal, RSA,
SecureWorks, Virtustream and VMware. Our vi-
sion is to provide greater access to technology
for people around the world. Dell Technologies
is instrumental in changing the digital landscape
the world over, fueled by the desire to drive hu-
man progress through technology.

Henkel operates globally with a well-balanced and
diversified portfolio. The company holds leading
positions with its three business units in both in-
dustrial and consumer businesses thanks to strong
brands, innovations, and technologies.

Henkel Adhesive Technologies is the global leader
in the adhesives market - across all industry seg-
ments worldwide. In its Laundry & Home Care and
Beauty Care businesses, Henkel holds leading po-
sitions in many markets and categories around the
world.
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Dell Technologies

Ashraf Mansour, Strategic Programs Manager
Email: ashraf.mansour@dell.com

Phone: +202 2614 1748

Webpage: http://www.delltechnologies.com

Our story began with two technology compa-
nies and one shared vision: to provide greater ac-
cess to technology for people around the world.
Dell Technologies is instrumental in changing
the digital landscape the world over, fueled by
the desire to drive human progress through
technology.Now, more than any point in history,
organizations need to be prepared for anything.
You need a technology partner that can help you
meet the future-head on and propel your organ-
ization forward. Making business transforma-
tion happen, that’s what Dell Technologies is all
about, one partner, purpose-built to help organ-
izations handle anything.
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Henkel Shared Services Center in Cairo
Khaled el Mor, Head of Shared Service Center
Email: khaled.elmor@henkel.com

Phone: +20 2 23226656

Webpage www.henkel.com

Founded in 1876, Henkel looks back on more than
140 years of success.

Henkel employs more than 53,000 people global-
ly — a passionate and highly diverse team, united
by strong company culture, a common purpose to
create sustainable value, and shared values.

As a recognized leader in sustainability, Henkel
holds top positions in many international indices
and rankings. Henkel's preferred shares are listed in
the German stock index, DAX.
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Through more than 60 years in Egypt, IBM has
worked side by side with the Egyptian Govern-
ment in most of the projects of national impor-
tance and through several initiatives that help the
economy and support the government’s national
agenda.

Since 1954, IBM has invested in creating a large
network of local business partners to broaden
the scope of services that IBM can provide to the
Egyptian market.

With an in-depth insight on the latest in the tech
industry; IBM is continually on the leading-edge,

|

[IDC

ANALYZE THE FUTURE

I

IDC is the leading global providers of ICT in-
telligence, industry analysis, market data, and
strategic and tactical guidance. We forecast ICT
market trends and analyze business strategies,
technologies, and vendors, using a combination
of rigorous primary research and in-depth com-
petitive analysis. IDC fields more than 1,100 ana-
lysts in 50+ countries worldwide.

IDC’s customers comprise the world’s leading IT
suppliers, government bodies, ICT associations,
telecom operators, e-business companies, and
the financial community. IDC was founded in
1964 in Boston, Massachusetts, U.S.A. and has
its headquarters in Framingham, Massachusetts,

~
o
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IBM Egypt
Rasha Adel,

Egypt and North Africa External Relations Leader

Email: rasha.adel@ibm.com
Webpage: https://www.ibm.com/eg-en/

considering unconventional and innovative ways
to meet the demands of the savvy consumer; with
Cloud, Cybersecurity, Blockchain and Artificial In-
telligence making their way to the forefront of
technologies driving waves of digital disruption
across almost all industries.

Today, IBM is helping businesses, governments
and startups transform the way they operate
through cloud, Al, blockchain and quantum com-
puting. We are helping them integrate these tech-
nologies into day-to-day life and citizen services,
in an effort to help raise the quality of life and en-
hance daily experiences.

IDC Egypt

Nagia El Emary, Country Manager
Email: nelemary@idc.com

Phone: +20 100 5009540
Webpage: www.idc.com

US.A. IDC is a wholly owned subsidiary of IT
publishing, research, and events company IDG.
After several years advising ITIDA and Egyptian
companies, IDC itself opened a regional office
in Cairo’s Smart Village in 2016. The Cairo office
is IDC’s eighth office in the META territory, and
a key regional presence for IDC, supporting re-
search and consulting projects within Egypt and
across the region as a whole.

IDC’s team across the Middle East, Turkey, and
Africa include 130 analysts (and more than 1,100
globally) who provide market intelligence ser-
vices that are unparalleled in depth, consistency,
scope, and accuracy.
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B'AVENS

CONSULTING

Mavens Consulting S.A.E (Mavens) is a Business Pro-
cess Consulting firm founded by a team of industry
experts who guided over 100 organizations from
Europe, Middle East & Africa, in transforming their
contact centers, centers of excellence and back-of-
fice operations in multiple locations. Mavens Con-
sulting’s well-rounded perspective on customer
experience management brings a truly unique
value proposition to the BPO and contact center
marketplace in the Middle East. This experience
allows us to extend our expertise directly to our
clients to help mitigate risk when it comes to stra-
tegic sourcing decisions (captive or outsourced),
hence, enabling our clients to streamline and op-
timize their operations and expand efficiently dur-
ing critical transformations. Mavens offers multiple

Business
Services

orange”

Orange is one of the world’s leading telecommu-
nications operators, providing mobile communi-
cation services, Internet and fixed line services.
Orange, through its Orange Business Services
brand, focuses exclusively on serving enterpris-
es around the world. Both a network operator
and a digital services integrator, Orange Business
Services leverages expertise in the areas of loT,
Cloud, Data, Al, application development and
cybersecurity. Convinced that innovation is es-
sential for businesses, Orange Business Servic-
es places its customers at the heart of an open
collaborative ecosystem, built around its 25,000
employees, the expert capabilities and teams of
the Orange Group, its technology and business
partners and a pool of carefully selected start-
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Mavens Consulting

Dina Soliman, Business Development Manager
E-mail: d.soliman@mavens-consulting.com
Phone: +2 01000210907

Webpage: www.mavens-consulting.com

consulting services ranging from site selection and
readiness, systems and technology review, organi-
zation structure strategy, business process design,
capacity planning, talent acquisition and retention,
knowledge transfer and training, and performance
management and quality assurance consulting
services.

Additional to its core consulting services, Mavens
also offers competitive smart sourcing solutions
including delivery layers like Hosting Services, Hu-
man Resources Management, Training Manage-
ment & Quality , and WFM Qutsourcing as well as
Operational Assistance. Mavens cater to clients
across the Middle East and Europe out of its head-
quarters based in Cairo, Egypt.
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Orange Business Services

Ahmad Naguib,

Egypt Major Service Center, Site Leader
Email: ahmad.naguib@orange.com
Webpage: www.orange-business.com

ups. More than 3,000 multinational enterprises
trust Orange Business Services.

The Orange Business Services Major Service
Center in Cairo, Egypt, was the first of five glob-
al technical competency centers established to
support multinational enterprises. Established
in 2003, the center now has more than 2,400 IT
and technical professionals helping to orches-
trate, operate, and optimize global customers’
communications solutions. This includes con-
sulting, pre-sales, sales, engineering, implemen-
tation, and operations support for multiservice
solutions across cloud, security, unified commu-
nications, and connectivity domains.
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SUTHERLAND

As a process transformation company, Suther-
land rethinks and rebuilds processes for the dig-
ital age by combining the speed and insight of
design thinking with the scale and accuracy of
data analytics. We have been helping customers,
across industries from financial services to health
care, achieve greater agility through transformed
and automated customer experiences for over
30 years. The key differentiators that made Egypt
attractive to begin are the labor cost and avail-
ability of the talent pool. Egypt has a very large
and highly educated population, which provides
a unique opportunity for larger operations with
about 500,000 annual graduates from over 35
universities and 100 institutes.

SYKES

SYKES is a digital marketing and customer service
global outsourcer, providing customer-engage-
ment services to Global 2000 companies. SYKES
EGYPT was launched in 2009 to support our glob-
al footprint and EMEA presence.

EGYPT, The pearl of the Middle East and Africa was
carefully selected to be the launch country in the
region, as Egypt offers a unique culture and bilin-
gual environment that is valuable to our global
partners. We provide our services in various lan-
guages: English, French, German, Italian, Spanish,
Dutch, Turkish, Russian, Korean and Persian.

SYKES Egypt provides premier contact solutions
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Sutherland Global
Email: careers.egypt@sutherlandglobal.com
Webpage: www.sutherlandglobal.com

The Delivery team in Egypt is the strongest de-
livery operations across the EMEA. We have re-
ported in the last two years the highest rates
in both customer and employee satisfaction. In
Egypt Site, engaging both people and commu-
nity comes at our top priorities.

For people engagement, a Site Council has been
initiated, holding many team building activities
and fun events. As for community engagement,
an agreement was signed with Alexandria Uni-
versity, conducting training sessions on different
topics. Headquartered in Rochester, N.Y., Suther-
land employs thousands of professionals in 20
countries around the world.

SYKES Egypt

Ahmed Bahgat, Site Director
Email: ahmed.bahgat@sykes.com
Phone: +201000066668
Webpage: www.sykes.com

and services to companies throughout Egypt,
operated by highly-qualified, selectively sourced
team members.

We help people, one caring interaction at a time is
our culture statement, and for more than 40 years,
SYKES has provided great value to our Partners by
connecting them with real people for their sup-
port needs.

Partnering with SYKES is an opportunity to deep-
en your relationship with customers, driving ad-
ditional value and revenue potential. We believe
that talent matters and our people have helped us
build a reputation that we are truly proud of.
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VSS is a multi-functional organisation with al-
most 20,000 professionals in Egypt, Europe and
India supporting Vodafone’s Group functions
and 25 local markets. It offers a variety of sup-
port services, including customer care, finance,
business intelligence, and HR.

The organisation always maintains its focus on
its main objective: creating and delivering value
for customers while enabling them to grow, ex-
cel and achieve their own objectives. Vodafone

ZAD

‘>

ZAD Solutions are specialized in digital transfor-
mation, Bl and Big Data since 2003

ZAD Solutions enables organizations to achieve
commercial and operational excellence through

consulting and application of open-source tech-
nologies

The main products we use are ERP applications
(Odoo), Bl applications (Tableau & Power BI) and
Predictive analysis tools (Kanime).

Our service profile includes ERP consulting and
implementation, enterprise mobile Apps devel-
opment, and custom business applications de-
velopment.All our applications are cloud hosted.
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Vodafone Shared Services Egypt (VSSE)
Heba Kamel,

Local Markets Senior Account Partner
Email: Heba.M-Kamel@vodafone.com

Shared Services Egypt (VSSE) was incorporated
in 2004 and now it is one of the leading employ-
ers in Egypt, operating in three different gover-
norates: Cairo, Giza, and Alexandria.

With more than 6,700 employees — planning to
reach 7,700 by Q1 2020 - with a vibrant and di-
verse mix of skills, VSSE is at the forefront of dig-
ital innovation and evolution. Vodafone Shared
Services Egypt is the centre of Excellence in Ap-
plication Development, Automation, Robotics
and Machine learning for all Vodafone’s Al activ-
ities globally.

ZAD Solutions

Eng. Ahmed El Moualled- CEO

Email: amoualled@zadsolutions.com
Phone: +20 01001006967

Webpage: www.zadsolutions.com

On-premise hosting is optional. SAAS licenses are
also offered.

ZAD Solutions has more than 200 customers in
more than 20 industries. At ZAD Solutions we use
the agile project management approach to en-
sure better control and faster results.

The team consists of 30 members. 40% techni-
cal and 60% functional consultants and analysts.

Our clients’ portfolio includes the 3 Egyptian Mo-
bile Operators, Multinational FMCG manufactur-
ers (Coca Cola and Nestle), the leading Real-estate
brokers and developers and trading companies.
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I PARTNERS, SPONSORS, EDITOR’S MESSAGE

Editor's note

We'd like to thank our partrners, local IT industry organizations and partner media for their contribu-
tions to this independent, non-profit publication. Please visit the websites of our partners (click logo)
for more information and direct contacts for IT projects evaluation, investment and local business
support. Sponsors have no influence on the production, selection or revision of content.
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