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necessity for its long-term business strategy.

Telus International is another global IT solutions
provider with a desire to own call center capacity. Last
month, the company acquired controlling interest of
the 3000-person operation of Ambergris Solutions in
Philippines. The overall deal was worth $43.5M and, to
date, it was the second largest in Philippine
outsourcing. Jim Evans, who played the key local role
in coordinating the deal, says his company desired a
“strategic investment” in the outsourcing industry in
Asia.

Traveling in the opposite direction, the large call
centers are moving into the IT services business,
although in a somewhat less grandiose manner. Sykes
is a worldwide contact center organization with many
service lines including managing tech support for
clients like Microsoft and Intel. It has done such good
IT support work that it has moved into full-blown IT
outsourcing. In the Philippines, Sykes is hiring
software developers to do software programming work
for its blue-chip clients.

Convergys, another large contact center organization,
has hired ICT heavyweights to oversee the company's
Information Management Group. Its objective is to
focus on developing the company's "higher-value
service offerings" in the IT and business process
outsourcing (BPO) spheres.

Meeting in the Middle

Another area of budding togetherness for IT and
contact center services, BPO is considered the mother
lode of outsourcing because it encompasses
everything that can be imagined as being outsourced.
It is a very big field.

A quick look at the Accenture Web site makes that
company’s direction clear. It now provides 18
categories of services. Some of the new BPO
subsidiaries that have been incorporated over just the
past few years are Accenture Finance Solutions,
Accenture HR Services, Accenture Learning,

Accenture Procurement Solutions, Accenture Business

Services for Utilities, Accenture eDemocracy Services
and Navitaire -- a bewildering number of extensions to
the core Accenture brand.

IBM's approach is to keep all BPO work under a single
company umbrella, but its BPO focus in the booming
Asia-Pacific region is obvious by its hiring practices.
As one example, full-page employment
advertisements in the Philippines are being used to
hire boatloads of people required for IBM’s outsourcing
operations. The advertisements emphasize the need
for "previous experience in the areas of customer care,
human resources, employee and payroll services."
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It is very evident that both the large contact center
companies and the IT services organizations will
continue to expand their product lines into BPO and
each other's businesses. However, it’s the IT
companies and not the call centers that sign the big
outsourcing deals -- anyone who reads the business
journals knows this. Announcements for multimillion-
dollar outsourcing contracts are becoming almost a
biweekly occurrence for the IT professional services
companies.

As well, my information indicates that throughout the
fast-growing Asia-Pacific region, it is almost always the
IT companies that are looking to acquire call center
capacity (i.e., buy call center companies) and seldom
the other way around. If the past is an indicator of the
future, then a lot of people from the call center industry
might soon be calling themselves geeks.

Richard Mills, CFA, is director of executive search firm Chalre
Associates who is based in Manila. Contact him at rmills@chalre.com .
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