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Hello there

This week:

¢ EY Plants a Regional Flag in Cairo
¢ Japan Outsources More as Companies Struggle to Hire

* Guatemala’'s BPO Sector Has a Ceiling. It's Called English.
We want to hear: where is your model shakiest right now? Vote here

PLUS, one platform started competing with its own partners. Forty
developers became six advisers and eighteen agents. One million pounds
became the new threshold for a government BPO reality check. One

quarter.

Bullhorn 10 is back, and nothing held steady. What it means for how you

deliver next quarter is in the breakdown.
Let’'s get moo-ving! 4\

Invite a friend to join BPO Bullhorn
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Bullseye: The Essentials

Industry News

- Egypt and EY MENA Sign MoU to Establish Regional Consulting and IT

Outsourcing Hub

Egypt’'s Ministry of Communications and Information Technology and EY
Middle East and North Africa have signed an agreement to establish a
regional consulting and IT outsourcing center in Egypt, with more than 1,000
specialized jobs expected over three years. The center, established through
ITIDA, will serve clients across the Middle East and North Africa, delivering

business consulting, risk advisory, and technology services.

- Deloitte Tohmatsu: Japan's Field Service BPO Market to Reach 212

Billion Yen by 2029

Japan's field service BPO market reached 184.3 billion yen in fiscal 2025, up
6.3% year-on-year, and is forecast to grow at 3.6% annually through fiscal
2029, reaching 212.3 billion yen, according to Deloitte Tohmatsu MIC
Research Institute. The report covers outsourcing of on-site operations
including sales support, repair and maintenance, and counter and reception

work, and attributes growth to labor shortages and rising training burdens.

Insights

- Guatemala’s Biggest BPO Problem Isn’t Talent. It's English

Guatemala’'s BPO sector employs 170,000 people and generates $882 million
in export revenue. The bottleneck isn't talent availability: it's English. The
country ranks 58th on the EF English Proficiency Index, the education system
has no legal requirement to close the gap, and signing bonuses are already
hitting $2,000 as operators compete for a limited pool of qualified

candidates.

- Philippine BPO Revenues Overtake OFW Remittances as Largest

Foreign Exchange Earner
Philippine IT-BPM revenues reached approximately $40 billion in 2025,
surpassing OFW cash remittances of approximately $39 billion to become

the country's largest foreign-exchange-earning sector, according to Lobien
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Realty Group CEO Sheila Lobien, citing IBPAP figures. The sector is targeting
$48 billion within two years and expects to hire 70,000 additional employees

this year.

Governance

- Outsourced Workers in Italy and Spain Strike for Job Protections

Against Automation

ltalian BPO unions SLC CGIL, FISTel CISL and UILFPC UIL launched a 15-day
strike from July 13 demanding a permanent negotiating table on
automation’s impact on employment, mandatory union consultation before
role changes, and retraining plans for affected workers. In Spain, workers at
Concentrix's A Corufa center struck on July 13 against a redundancy plan
covering 160 of 380 employees handling Microsoft account work, with unions
accusing the company of acting without good faith in negotiations.
"Workers must have a role in deciding how and where technology is used,”

said UNI Global Union General Secretary Christy Hoffman.

Skills Investment

Industry leaders at the 2026 Outsourcing Expo organized by the Association
of Outsourcing Professionals of Nigeria identified the absence of a
regulatory framework as the sector's most pressing challenge. "No clear
structure or framework is guiding how we approach outsourcing. There is a
lot of ambiguity around it," said Emilomo Arorote, Group Head of Human
Resources at Sahara Group. Speakers pointed to Nigeria's large youthful
workforce as a competitive asset while flagging that weak standards and

compliance gaps could limit its appeal to international clients.

Media Field Guide

Video

How AlBecame More Expensive Than The Workers It Replaced

Since ChatGPT's launch in 2022, Al swept through industries on the promise

of cheap, efficient labor replacement. But token-based pricing,
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"tokenmaxxing,” and data center supply constraints have more than
doubled costs since 2025. Enterprises are now asking whether the ROI still

holds.

Why watch: A reality check on the cost-versus-labor math. Worth a look for

BPO leaders whose value proposition has always been built on arbitrage.

Podcast

HowlLeaders Create the Conditions for Innovative Thinking.

Harvard Business School professor Linda Hill has spent years studying what
actually drives innovation inside the world's best companies. She argues the
old leadership model (decision-maker, producer, problem-solver) is the
wrong frame entirely. Drawing on examples from Mastercard and Pixar, she
introduces three new leadership roles: Architect, Bridger, and Catalyst, each
focused on creating conditions for others to innovate rather than innovating

themselves.

Why listen: A useful reframe on what leadership looks like inside innovative
organizations. The shift from "genius with a thousand helpers” to "genius at

scale” is worth the time.

Book

Your Business Sucks: Build a Business That Works Without Destroying

Your Life

After 50,000+ hours inside businesses across five continents, Peter Boolkah
keeps seeing the same trap: founders who built companies for freedom but
ended up owned by them. Through four business owner stories, the book
diagnoses why hard work alone keeps entrepreneurs stuck and lays out the

systems needed to build something that runs without you.

Why read: Less motivational fluff, more structural fix. For anyone wondering
why the business still needs them in every room, this one gets specific about

why and what to do about it.
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What media would you like to see more of? Hit reply and let us know. We'll

give you a shoutout if we include it.

Continue the conversation

Resource Rodeo

Featuring NEW releases:

State of Customer Experience 2026

A survey of 5,811 consumers and 1,560 CX and business leaders finds 91% of
CX leaders expect human agents to remain central to service delivery over
the next three years, with 90% expecting those interactions to become
more complex. Only 31% of CX infrastructure is fully in the cloud, and nearly
half of consumers say they would switch brands after just two to three bad
service interactions. Vendor-commissioned by Genesys and behind a form

gate.

Also spotted:

* EYHuman Signals: Agentic Al

* HRMonitor 2026: A Turning Point for the People Function

* The State of Agent Experience 2026

* Workforce Management in the Age of Al-2026 CX Market Report

e PwC:2026 Global AlJobs Barometer

Toro's Timetable

July

28 - Contact Center Show Asia | Kuala Lumpur

August
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18 - CEM Africa Summit | Cape Town

25 - CX Summit APAC | Sydney

September

9 - Customer Connect Expo | Atlanta, GA

23 - Customer Experience Management Summit | Vienna

30 - Customer Experience Live | Dubai

The Tail End

New here? Subscribe or browse past editions.

Thanks for reading. See you next Thursday.

Enjoying our newsletter? Follow us on social for more
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