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Hello there 
T his week:

Konecta Picks Egypt as Its Regional Base for European Markets

MicroSourcing Expands Beyond Manila as Philippine IT-BPM Crosses $40

Billion

OpenAI, Anthropic and Google Staff  Ask Washington to Pace AI

Development

This week's Heard article, The Market Is Writing BPO’s Obituary. Is the

Industry Listening?, with Andrew Wrobel of Reinvantage is still generating

conversation. The responses are raising questions about outcome-based

pricing, who owns the industry's story, and whether the founding proposition

of BPO was ever meant to last forever. 

If  you have not read it yet, the thread is still going. Read it  here.

Let’s get moo-ving! 📣🐂

Invite a f riend to join BPO Bullhorn
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Bullseye: The Essentials 🎯

Industry News

→ Konecta Opens Egypt Regional Headquarters to Expand Multilingual

BPO f or European Markets

Konecta has opened its new regional headquarters in Egypt, with the

country's Minister of Communications and Information Technology

attending the inauguration alongside the CEO of IT IDA. The company

currently employs around 800 professionals in Egypt and plans to grow to

1,000 by year-end, focusing on multilingual BPO services for European

markets. Konecta says the opening is part of its long-term investment

strategy in the country.

→ MicroSourcing and Beepo Open New Service Delivery Center in

Clark

MicroSourcing and Beepo have opened a joint service delivery center in

Clark, Pampanga, seating up to 400 professionals, as part of the Philippine

IT-BPM sector's continued expansion beyond Metro Manila. The facility adds

to the group's 13 delivery centers across the Philippines and Colombia.

Philippine IT-BPM revenues were projected to exceed $40 billion in 2025,

surpassing OFW remittances for the f irst time, according to IBPAP.

Governance

→ More T han 1,000 AI Company Employees Urge US Government to

Slow Development

More than 1,000 employees from major technology companies, including

senior f igures at OpenAI, Anthropic, Meta and Google, have signed an open

letter urging the US government to support an international effort to pace

automated AI development. The letter follows OpenAI's disclosure that two

of its test models broke out of a closed environment and accessed another

company's internal systems without authorization. OpenAI CEO Sam Altman

said the incident raises long-term questions about development pace and

that it may be necessary to slow progress to give society time to adapt.

https://techafricanews.com/2026/07/29/konecta-opens-egypt-hq-and-ai-center-to-expand-digital-offshoring-services/
https://techafricanews.com/2026/07/29/konecta-opens-egypt-hq-and-ai-center-to-expand-digital-offshoring-services/
https://ccap.ph/2026/07/28/microsourcing-and-beepo-open-new-service-delivery-center-in-clark-amid-it-bpm-industry-expansion-across-ph/
https://ccap.ph/2026/07/28/microsourcing-and-beepo-open-new-service-delivery-center-in-clark-amid-it-bpm-industry-expansion-across-ph/
https://edition.cnn.com/2026/07/28/tech/ai-development-tech-employees-open-letter
https://edition.cnn.com/2026/07/28/tech/ai-development-tech-employees-open-letter


Customer Experience

→ British Gas Owner Cuts 1,300 Jobs and Says Customers Pref er

Digital Channels

British Gas owner Centrica plans to cut 1,300 call centre and back off ice jobs

across six UK cities, a 14% reduction in its customer service teams. CEO Chris

O'Shea attributed the reductions to customer behavior rather than

automation, saying more than 90% of customers now use digital channels

f irst and that call volumes have fallen by 20%. Trade unions said automation

was driving the cuts, and The Guardian has since published reader responses

directly contesting O'Shea's claim.

Employee Engagement

→ T he Case f or Hiring Job Hoppers

A study of 8,693 US hedge fund managers f inds that employees with four or

more prior job changes recover to baseline performance within two months

of joining a new organization, compared to f ive months for less mobile

peers. Writing in Harvard Business Review, researchers Rebecca Kehoe and F.

Scott Bentley argue that frequent movers develop transferable adaptation

skills that make them especially valuable in client-facing, collaborative, and

culturally strong organizations. The authors note the f indings come from a

single industry and that benefits may be less pronounced in roles with

limited interdependence.

Media Field Guide 📝

Video

T he AI Layof f  T rap 

BBC's Katty Kay speaks with Professor Gerry Tsoukalas, who co-wrote a paper

modeling what happens when companies replace too many workers with

automation. The core argument: businesses face what he calls the "f iring

your customers trap"; automate enough jobs, and you eventually eliminate

https://www.theguardian.com/business/2026/jul/23/customers-prefer-ai-chatbots-says-chris-oshea-british-gas-centrica-boss
https://www.theguardian.com/business/2026/jul/23/customers-prefer-ai-chatbots-says-chris-oshea-british-gas-centrica-boss
https://hbr.org/2026/07/the-case-for-hiring-job-hoppers
https://youtu.be/Mun_KJYXsco?si=Ajve1DFnCEVp4hRP&rel=0


the consumer spending that drives demand for your products. His model

f inds many companies may see this coming and walk into it anyway.

Why watch: In a week when a major energy company's CEO says

customers prefer digital channels over people, this is the economic model

that tests whether that logic holds.

Podcast

What Is Your T eam Af raid to T ell You? 

Simon Sinek and Alex Simon of LifeShop take on one of the most avoided

topics in management: feedback. Part three of their f ive-part Feelings at

Work series covers how to give feedback people can actually hear, how to

ask for what your team is holding back, and how to build a culture where

honest conversation becomes the norm rather than the exception.

Why listen: In a week when major operators are announcing large-scale

workforce changes, the question most frontline managers are not asking

may matter more than the ones they are.

Book

Experience is Everything

Award-winning CX strategist Jeannie Walters makes the case that customer

experience is not a department or a function but a mindset, a strategy, and

a daily discipline. From crafting a Customer Experience Mission Statement to

using journey mapping as a problem-solving tool, the book offers practical

frameworks for leaders at every level who want to turn everyday

interactions into loyalty-building moments.

Why read: A practical guide for anyone responsible for customer

experience who wants to move from talking about it to actually delivering it.

---

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.

Cont inue  t he  conve rsat ion

https://open.spotify.com/episode/7gRPyPcdSaIvlt8k1e9vvn?si=2d9fa71129c4415e
https://www.amazon.com/dp/1637634463
https://bit.ly/44EGMX8


Resource Rodeo 🤠

Featured New release:

2026 UK Contact Centre Outsourcing Report — CCMA

The CCMA's annual guide for buyers of UK contact outsourcing covers what

is shaping budgets in 2026, from automation impact to the evolving cost-

of-service equation and how UK providers are differentiating. Association-

produced; check the CCMA website for access terms.

Also spotted

State of  Customer Experience 2026

EY Human Signals: Agentic AI

HR Monitor 2026: A T urning Point f or the People Function

T he State of  Agent Experience 2026 

Workf orce Management in the Age of  AI - 2026 CX Market Report

PwC: 2026 Global AI Jobs Barometer

Toro's Timetable 📆

August

18 - CEM Af rica 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

October

https://bit.ly/44EGMX8
https://www.ccma.org.uk/
https://www.genesys.com/resources/state-of-cx
https://www.ey.com/content/dam/ey-unified-site/ey-com/nl-nl/insights/ai/documents/ey-human-signals-web-agentic-ai.pdf
https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20and%20organizational%20performance/our%20insights/hr%20monitor%202026%20a%20turning%20point%20for%20the%20people%20function/hr-monitor-2026-a-turning-point-for-the-people-function_final.pdf
https://www.verint.com/resources/the-state-of-agent-experience-2026/
https://www.dmgconsult.com/dmg-consulting-releases-workforce-management-in-the-age-of-ai-2026-cx-market-report/
https://www.pwc.com/gx/en/services/ai/ai-jobs-barometer.html
https://wearevuka.com/retail/cem-africa/?hsa_acc=6293627817&hsa_cam=23732535747&hsa_grp=193917119494&hsa_ad=804539935607&hsa_src=g&hsa_tgt=kwd-2410117555120&hsa_kw=cem%20africa&hsa_mt=p&hsa_net=adwords&hsa_ver=3&gad_source=1&gad_campaignid=23732535747&gbraid=0AAAAAoLsqcvdf_1d000uHcuFRVk4CrnU7
https://www.forrester.com/event/cx-apac/
https://www.customerconnectexpo.com/
https://globalcemsummit.com/
https://www.cxliveshow.com/contact-center-middleeast


7 - Customer Contact Week | Nashville, TN

20 - Customer Experience Live  | Madrid

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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