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Hello there

The map of where BPO capital goes is being redrawn. Investors are repricing
the sector's biggest names before the damage shows in earnings. Workers

in Cebu are pushing back on wages and the systems used to manage their
performance. And the question of who actually holds accountability

when things go wrong is getting harder to ignore.

Before you dive in: we want to hear from the herd. Which of these hits first in

H2? Drop your prediction on LinkedlIn, the boldest calls feature in next

week's issue.

¢ A Canadian BPO Plants Its Flag in Trinidad
* Fiji Bets on Specialization Over Scale

* BPO's Biggest Names Face a Reckoning
Let’s get moo-ving! 4\
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Industry News

- BillGosling Outsourcing Opens Trincity Hub as Caribbean BPO

Investment Continues

Canadian-headquartered Bill Gosling Outsourcing has opened a purpose-
built facility in Trincity, Trinidad and Tobago, with 200 jobs at launch and
further expansion planned. The company entered the market in 2022 and
has now moved into its own dedicated space. Port-of -Spain ranked fifth
among the top ten BPO destinations in Latin America and the Caribbean in

the 2024 Nearshore Value Index.

- FijiTargets High-Value Outsourcing as Sector Eyes 15,000 Jobs by
2030

Fiji's outsourcing sector is moving into Knowledge Process Outsourcing in
accounting, architecture, clinical services, and cybersecurity, targeting
demand from Australio and New Zealand. Outsource Fiji executive director
Josefa Wivou said the approach is not about competing on volume but
building a niche in high-yielding specialized work. The sector employs 9,500
Fijians today and is targeting 15,000 by 2030.

Insights

- CallCenter Giants Are Being Repriced Before Disruption Finishes the
Job

Teleperformance short interest has climbed from 3.8% to more than 12% as
of May 2026, against a 2.4% peer average, according to Bloomberg.
Concentrix posted a $1.28 billion net loss for 2025, and ISG puts BPO annual
contract value down 14%, the lowest since 2020. PolyAl raised $86 million at a
$750 million valuation, and Cresta raised $125 million backed by Accenture,

Andreessen Horowitz, and Sequoia.

- European Language Talent Becomes Egypt's BPO Competitive Edge

ITIDA data shows German accounts for 23% of BPO job openings in Egypt,
second only to English, with French at 14% and Italian at 13%. Egypt graduates
only around 3,000 German-language majors annually, keeping upward
pressure on compensation well above local market averages. Dutch-

speaking roles reached 63,000 EGP per month in the 2025-2026 recruitment
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data, with German roles at 48,500 EGP, and performance bonuses adding a

further 20-40%.

Government

- Cebu's BPO Industry at a Crossroads

The BPO Industry Employees’ Network in Cebu filed a petition on June 17
seeking a P1,200 daily minimum wage, citing 10.8% inflation in Central Visayas
in May 2026, the highest of any Philippine region for the tenth straight
month. Employers argue the increase risks the city's competitiveness
against India, Vietnam, and Latin America. Two further issues have surfaced:
the use of a 1974 floating status provision to bench workers without pay
when client accounts are lost, and a proposed bill requiring companies to
disclose how performance monitoring systems influence promotions,

discipline, and terminations.

- Why the Future of Governance Depends on Human Judgment, Not

Better Models

IMD Business School faculty member Michael Netzley, writing for the World
Economic Forum, argues that governing automated systems is a human
judgment problem, not a technology one. Research cited finds that wrong
machine outputs raise incorrect human decisions by approximately 25%.
The EU Al Act, Singapore’'s MAS guidelines, South Korea's Al Basic Act, and
Vietham's Al Law are all placing personal accountability on named individuals

responsible for overseeing and overriding those systems.

Media Field Guide

Video

Why Birth Rates Are Falling Everywhere Allat Once - YouTube

FT chief data reporter John Burn-Murdoch presents his latest findings on
global birth rate decline, including the role of smartphones and the digital
media environment in reshaping the demographic conditions most nations

now face.
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Why watch: The BPO industry runs on labor arbitrage, large, young talent
pools in markets with lower wages than the clients they serve. This video
explains why that foundation is getting smaller everywhere at once, and

what is driving it.
Podcast

Why Your Next Job Doesn’t Need to Be Perfect- Spotify

Ray Biggs, CEO of Ventrica, traces a career that started as a contact center
agent in 1996 and ran through senior roles at Argos, Sainsbury's, and John
Lewis before reaching the C-suite. The conversation covers what that path
actually looked like, what he learned from leading both onshore and offshore
operations, and why the pressure to find the perfect next role can work

against long-term career growth.

Why listen: Most leadership content in BPO is written for people already at
the top. This one starts on the floor and works its way up, which is where

most of the industry actually lives.

Book

The Motive - Amazon

Patrick Lencioni argues that the reason so many capable leaders
underperform is not a lack of skill but the wrong motive. Told as a fable
between two rival CEOs, the book makes the case that leaders who lead for
status and rewards avoid the hard work of coaching, difficult conversations,

and developing their people.

Why read: Previous Gallup engagement data found managers nearly as
disengaged as the teams they lead. Lencioni's case is that it starts with why

they wanted to lead in the first place.

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
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Resource Rodeo

Featuring NEW releases:

HR Monitor 2026: ATurning Point for the People Function — Download

A survey of 1,300 HR professionals and 5500 employees across ten countries
benchmarks workforce planning, talent acquisition, learning and
development, and employee experience. The report compares what HR
leaders believe they are delivering with what employees say they actually
experience. It tracks year-over-year changes across European markets, with
the 2026 edition adding US and China data for the first time.

Also spotted:

* The State of Agent Experience 2026 — Download

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

* PwC: 2026 Global Al Jobs Barometer - Download

* The State of Customer Experience 2026 - Download

Toro's Timetable

July

7 - CX Live Show UK 2026 | Manchester

13 - Customer Contact Mind Xchange | Orlando, FL

28 - Contact Center Show Asia | Kuala Lumpur

August

18 - CEM Africa Summit | Cape Town

25 - CX Summit APAC | Sydney

September
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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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