" BPO BULLHORN

N

Straight talk. Smart insight. No bull.

Thursday, July 30,2026

Have you been forwarded this email? Sign up here

Hello there

This week:

¢ Konecta Picks Egypt as Its Regional Base for European Markets

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

* OpenAl, Anthropic and Google Staff Ask Washington to Pace Al

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 friend to join BPO Bullhorn
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Bullseye: The Essentials

Industry News

- Konecta Opens Egypt Regional Headquarters to Expand Multilingual

BPO for 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 ITIDA. 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 first time, according to IBPAP.

Governance

-~ More Than 1,000 AlCompany Employees Urge US Government to

SlowDevelopment

More than 1,000 employees from major technology companies, including
senior figures at OpenAl, Anthropic, Meta and Google, have signed an open
letter urging the US government to support an international effort to pace
automated Al development. The letter follows OpenAl's disclosure that two
of its test models broke out of a closed environment and accessed another
company's internal systems without authorization. OpenAl 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.
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Customer Experience

- British Gas Owner Cuts 1,300 Jobs and Says Customers Prefer

Digital Channels

British Gas owner Centrica plans to cut 1,300 call centre and back office 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
first 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'Shead’s claim.

Employee Engagement

- The Case for Hiring Job Hoppers

A study of 8,693 US hedge fund managers finds that employees with four or
more prior job changes recover to baseline performance within two months
of joining a new organization, compared to five 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 findings come from a
single industry and that benefits may be less pronounced in roles with

limited interdependence.

Media Field Guide

Video

The AlLayoff Trap

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 "firing

your customers trap’; automate enough jobs, and you eventually eliminate
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the consumer spending that drives demand for your products. His model

finds 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 Team Afraid to Tell You?

Simon Sinek and Alex Simon of LifeShop take on one of the most avoided
topics in management: feedback. Part three of their five-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.

Continue the conversation
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Resource Rodeo

Featured Newrelease:

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

e State of Customer Experience 2026

* 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

August

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

October
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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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