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Definiciones



Outsourcing: ITO/BPO/KPO
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Knowledge Process Outsourcing
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Fuente: CGGC — Duke University
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Vertical Activities 2

Industry specific P
f Banking, Financial \
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Services and
Insurance (BFSI)

Ex. Investment research,
private equity research,
and risk management
analysis
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Manufacturing
Ex. Industrial Engineering

and sourcing and vendor
management
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Telecommunications
Ex. IP transformation,
Interoperability testing and
DSP and multimedia
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Energy h

Ex. Energy Trading and Risk
Management , and Digital
oil field solutions
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Ex. R&D, clinical trials,
medical transcript
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Retail
eComerce and Planning,
merchandising and demand
intelligence

v

Others

S

=




IDC's Worldwide Services Taxonomy

IT & Business Services & Outsourcing Markets
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Project Based IT Services

+ IT Consulting

+ Consulting & System
Integration

+ Custom Applications
Development

+ Support

J

IT Outsourcing

* Application Management
Network Management
Desktop Management

+ Hosting

-
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Business Process Outsourcing

Cross Function Industry Services
= Human Resource = Payment
* Finance & Accounting v Cards services
v Customer Sevice * Repons
* Purchasing & «  [Data Management
Sourcing + Loans and
v Zales & Marketing Payment
* Training v Others
+ Researd &
Development

d {

(Onshore)

(Near-shore)

(Offshore)

Qutseurcing projects that are completed
Onshaore

» Senices are outsourced 10 a locally based
provider. Examples in America would he 1BV »
EDS etz

* They can also be foreign companies which
have a same country operation as their client.
For example Wipro, Infosys, etc, in USA

Qutsourcing projects that are completed
Near shore

+ Mear-shore wolld refer to projects that ars
outsourced to a senice provider hased ina
nearky geagraphy, usually within similar tme
Zones

+ Benefits are cultural similarity and ease of
management

+ Examples are US4 outsourcing to Mexica s
Japan cuisourcing to Dalian, China, Singapore
autsourcing to Malavsia

Qutseurcing projects that are completed
Offshore

» Offshore DUtsIUrcing refers to projects that are
outsourced to providers that are hased
overseas usualy in India or China

* These can also be fareign companies locating
theirintemal operations centerin a different
geoagraphy (e.o. IBM's Finance Departrment is
in Malaysia and Puerto Rico)

Source: IDC, 2009




Offshoring

Onshore Offshore

Captive

Outsource




Functions by offshoring model
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Fuente: ORN — Duke Univesrity, 2013



El mercado



Global BPO and IT Services Market 2013 (Sb)

2013 Total Market Size:

Industry $952 Billion
HR BPO . $42. Specific . 185, IT Services: $648 bn
4% ’ BPO: $304 bn
CRM BPO , $52,
5% T
IT Infrastructure
Mgmt, $143,
FRABPO , $25, 15%
3%
. ‘ ADM, $70, 7%

Services, $126,
13%

————— _IT Prof Services,
3309, 33%
Source: HfS Research, 2013

En general se estima que el
20% del mercado de outsourcing
es offshoring



Otra forma de estimar el mercado es en base a |la pérdida de empleos en Estados Unidos y Europa
?Fin del offshoring? ... Ventana de oportunidad

FIG.5 Productivity, growth and offshorable business-services jobs (in millions), 2002-2017
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Source: IMFWorld Economic Qutlook, April 2013, and Hackett proprietary benchmark and study data



Future Plans for Implementing a Global
Business Services Organization

Most companies have
no such plans

*n=114
Fuente: ORN — Duke Univesrity, 2013



Ameérica Latina



B No majr acivity (065 canles)
'!Ei'h!' W Mascani kocakans (5-15 camas)
LE; - Erruggm{ﬁ-au ::EHE}

B Mare kocalans (~50 canars)
B Sourca gaogmEphias

Fuente: Everest Group, 2011

Oferta y Demanda
Principales Actores

India:

Filipinas: Call Center Voz
(superd a India)
Malasia: BPO



Tholons Top 100 Qutsourcing Destinations 2012.

Movement from last

Country City 2012 Rank year
Brazil Sao Paulo 13 12
Argentina Buenos Aires 15 12
Chile Santiago 22 12
Costa Rica San José 18 7
Brazil Curitiba 23 14
Brazil Rio de Janeiro 30 -
Mexico Mexico City 39 13
Mexico Monterrey 41 1
Brazil Brasilia 42 12
Uruguay Montevideo 43 Tr
Mexico Guadalajara 47 1
Colombia Bogota 55 19
Colombia Medellin 60 18
Peru Lima 64 12
Argentina Cordoba 72 L1
Brazil Recife 75 -
Chile Valparaiso 82 7
Colombia Bucaramanga 85 13
Paraguay Asuncion 88 15
Brazil Campinas a0 16
Colombia Cali 98 -

Fuente: Tholons - 2012

Ameérica Latina
esta en el mapa
de Servicios Globales



2012 2013 Movement Country City 2012 2013 Movement  Country City
18 13 +5 Costa Rica San Jose 13 18 -9 Brazil Sao Paulo
28 19 +9 Malaysia Kuala Lumpur 15 24 -9 Argentina Buenos Aires
43 a7 +65 Uruguay Montevideo 30 38 -8 Brazil Rio de Janeiro
55 49 +6 Colombia Bogota 46 H6 -10 Russia Moscow
60 53 +7 Colombia Medellin 49 58 -9 Egypt Cairo
85 a0 +5 Colombia Bucaramanga

94 Philippines Bacolod City
95 MNicaragua Managua
96 Guatemala Guatemala City
a9 Philippines Baguio City

Fuente: Tholons - 2013




Number of Number of | Revenues

Company Countries Year Activities Segment employees | employses | Total (USD
Region Total Million)
Argentina 2008
Brazl 2003 . L .
ThilE e Sfrategic consulting in IT, sendces and
Tata Consuling TombE =IoE saolufions IT that includes SAF and in- ITO-BFO-KED 7000 143761 $5.402

Sendces (TCS) house developed products, and

Empresas indias en América Latina cuador 2007 | vt urcing end-4o-end soluions inT.

Mesico 2003
Uruguay 2002

IT 3endces, finance & accounting
sendces, UMman resgurces sendces,

. . e .« 7 . 7 o . -

- Diversificacion de riesgo geografico Wipro - |Breal 2006 | < tomer sarvces and order TO-8ROKRC e I
. management processes.

- Huso horarlo Business consulting, infrastructure

Infosys Mexico 2008 [management and packaged solutions | ITC-BFO-KFPC &7 103,005 M7

- Acompanar a clientes mplemeniaton.

. _ |Customer relafionship management,
- Mercado hISpa nO (lOcal y EE-UU-) Breail 1928 consuliing, application int=gration, 1500
nfrastructure planning, and systems
Gefronics Caolombia deployment cutsourced businass T GG 23754 2427
management and fechnaology serices
and distibutes third-party computer

Mesico and networking producis. 1000
Application sendces, contentand
process management digital
. infrastruct WicEs,
Satyam Sraz ogpy |07 VEMEENES. INFASHUCIINE SEmcss mo 51843 | 32,170

product and application i2s58ng, supply
relationship. management, supply
chain management.

Engineering and R&D senices,
hardware enginesring, embedded
engineering, mechanical enginesring,
saoftware product engineering,
enterprise transformation senices,
business fransformation, technology
transformation, business process
HCL Technologies |Brazl outsourzing, custom application ITC-BPO-KPO 54,028 1,870
sendces, application dewelopment,
application re-engineering &
ntegrafion, application support &
maintenance, enterprise application
senices, SAP, Oracle, Morosoft
Dynamics, IT infrastruciure
managemsant.

Source: CGGC, based on mformation from diverse sources: online databases such as OneSource, Hoovers and Datalonitor; company anmual

Fuente: BID, 2009 repors: telephone interviews; media information; newspapers; and press releases.
’ Wote: Bevenues Total meludes tumever comune from 2l companies activities. not onlv for outsourcing services.



Sin embargo, América Latina tiene una participacion menor.

Global BPO and IT Services Market 2013 (Sb)

by Region
Latin
$101, 10% $44, 5%
APexJ,
$88. 9% 2013 Total Market Size:

$952 Billion

Source: HfS Research, 2013



Pero las proyecciones de crecimiento son interesantes.

Global BPO Services Market 2012 — 2017 (Sb) by

Region
Japan
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EMEA 6.3%
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Japan 4.4%

Source: HfS Research, 2013



Global IT Services Market 2012 — 2017 (Sb) by Region

HEMEA
B [ atin America
¥ North America

CAGR
North
America 5.3%
Latin America 8.7%
EMEA 3.3%
2012 2013 2014 2015 2016 2017 APex] 7.0%

M Source: HfS Research, 2013 Japan 2.9%



El negocio de la atraccion de inversiones

(v de la promocidn de exportaciones)
(y del desarrollo de la industria local)



ATRACCION
DE
INVERSIONES

<

Empresas que
buscan
localizaciones

Empresas
Proveedoras de
Servicios

A

Inversion

\ 4

Centros Cautivos

Fuente: Elaboracidn propia

Evaluacion localizacion

/\

Empresas Demanda PROMOCION
Demandantes DE
EXPORTACIONES

(Outsourcing)

ﬁk

Evaluacion Proveedores
Contrato Outsourcing

y

Servicios

Proveedores de

Extranjeros

Proveedores de
Servicios
Locales

(o

ferta



No quedarse en los promedios

Entender las diferencias



A.T.Kearney
Global Services Location Index 2011

1 India

2 China

3 Malaysia
4 Egypt

5 Indonesia
6 Mexico

7 Thailand
8 Vietnam
9 Philippines
10 Chile

11 Estonia
12 Brazil

13 Latvia

14 Lithuania
15 United Ara
16 United Kin,
17 Bulgaria
18 United Sta
19 Costa Rica
20 Russia

21 SriLanka
22 Jordan

23 Tunisia

24 Poland

25 Romania

26 Germany
27 Ghana

28 Pakistan
29 Senegal
30 Argentina
31 Hungary
32 Singapore
33 Jamaica
34 Panama
35 Czech Rep
36 Mauritius
37 Morocco
38 Ukraine
39 Canada
40 Slovakia
41 Uruguay
42 Spain

43 Colombia
44 France
45 South Afric
46 Australia
47 lIsrael

48 Turkey
49 Ireland
50 Portugal

Financial: 40% People: 30% Business Environment: 30%

Fuente: A.T.Kearney, 2011

How Peru Won a New Captive IT Operation
and Why Other Countries Missed Out

What made Cignium Technologies — a software-centric marketing information firm based in

New Jersey - choose Peru over bigger and better known Latin America nations for its new

delivery center? And why did it go the captive route rather than with traditional third party providers?
- including analysis and eventual dismissal of Brazil, Chile, Costa Rica and Argentina.

Inside Bridgestone’s Decision to Locate
New Shared Services Ops in Costa Rica

Bridgestone announced the opening of its new Financial Shared Services Center for Latin
America in San José, Costa Rica, on October 1st. This $2.5 million, state-of-the-art center will
handle financial and accounting operations for all seven Latin American countries that make up
Bridgestone Americas Tire Operations Latin America (BATO LA).

Xerox the Big Winner in Royal Caribbean’s
Move to Guatemala

Royal Caribbean is moving its British call center to Guatemala as part of a restructuring
program. The multi-lingual call center is expected to generate about hundred jobs in the Central
American country.

The news follows the British company’s announcement last month its plans to reduce the number of call
centers it runs from eleven to three. The other two call centers will be based in Romania and the
Netherlands. As part of the restructuring program, Royal Caribbean has wrapped up a partnership deal
withXerox, which will run all three call centers.

Fuente: NearshoreAmericas



Las empresas son distintas.
Los sectores son distintos.
Los factores de evaluacion son distintos.

ATRACCION Em;t))ruesscaaanue Empresas Empresas Pemanda PROMOCION
DE ocalizac Proveedoras de Demandantes DE
INVERSIONES ocalizaclones Servicios (Outsourcing) EXPORTACIONES
Evaluacidn localizacion Evaluacién Proveedores
Inversion Contrato Outsourcing

. Proveedores de Proveedores de
Centros Cautivos .. ..
Servicios Servicios
Extranjeros Locales

Oferta

Fuente: Elaboracidn propia



Recursos humanos
Recursos humanos
Recursos humanos

calidad — cantidad - precio



Porcentaje de empresas que presentan
dificultad para llenar vacantes por
escasez de talento
(Paises seleccionados, 2013)

68%

Japon (mayor

Porcentaje de empresas que
presentan dificultad para
llenar vacantes Argentina 41% Cinco principales dificultades para llenar
por escasez de talento, segun Costa Rica 40% vacantes ofrecidas en las Américas,
zona geografica (2013) Estados Unidos 39% porcentaje de empresas (2013)

Panama 38% Falta de competencias técnicas
35%

38%

39% Falta de candidatos disponibles/ No hubo candidatos 31%
H 0,
Asia Pacifico 51%
Canada 34%
26% Falta de competencias laborales (habilidades blandas) 16%
Busca mayor paga a la ofrecida 11%
Colombia 30% Américas: Argentina, Brasil, Canada, Colombia, Costa Rica,
Guatemala, México, Panama, Peru, Estados Unidos.
26% Fuente: (ManpowerGroup,2013)

Irlanda (menor) 3%

Fuente: (ManpowerGroup,2013)



Especificidad

de la informacion

Average Monthly Gross for F&A positions*

Positions with English skills

(intermediate and high e i s Average 5-8 yrs
yrs yrs
level)

Accountant Auditor 1,684 2,105 2,631
Controller 4,170 5,546
HR Ana|yst 1,608 2,011 2,513
Financial Analyst 1,285 1,606 2,007
Accounting Chief 2,518 3,270
Fm_ance and Administration 2,518 3,270
Chief

HR Chief 1,799 2,571
Finance and Administration 5,128 7,326
Manager

HR Manager 3,355 5,411

Position W|th_Span|sh only Average 0-2 Average 3-5 Average 5-8 yrs
skills yrs yrs

Accountant Auditor 1,347 1,684 2,105
Controller | 3,336 4,437
HR Analyst 1,287 1,608 2,011
Financial Analyst 1,028 1,285 1,606
Accounting Chief | 2,014 2,616
Finance and Administration Chief |  _________ 2,014 2,616
HR Chief | e 1,440 2,056
Finance and Administration

Manager | ===emme-e- 4,103 5,861
HR Manager | oo 2,684 4,329




Opciones / Resumen



Conjuncion de

- Las caracteristicas del pais

- Requerimiento de las empresas

- Los objetivos y acciones de las politicas publicas

Politica
Publica

Caracteristicas Requerimiento
Pais Empresa

- _ Inversion
Fuente: Elaboracién propia
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