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Have you been forwarded this email? Sign up here
Hello there

This week:

¢ Two Canadian Giants Place Their Biggest Philippine Bets Yet
¢ Teleperformance Expands Just As Investors Exit the Parent

¢ One Country Is Pulling Away From the African Pack

Before you dive in: this week we asked which assumption about your
model is looking shakiest right now. The options were Al will reduce costs at
scale, our location mix is right, we know what our people want, and the client

sees our value.

The numbers this week made every option harder to defend. If you

haven't voted yet, the poll is still open on LinkedIn.
Let’s get moo-ving! <\
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Industry News

- Canadian BPO Firms TELUS and NQX to Expand Philippines

Operations

Two Canadian BPO operators announced plans to expand in the Philippines
during President Marcos’ official visit to Canada on July 3, in meetings with
DTl Secretary Cristina Roque and Finance Secretary Frederick Go. NQX is
evaluating a P632 million investment targeting 725 new jobs in North and
South Luzon, adding to a total investment in the Philippines of P1.43 billion
and a current workforce of 5,661. TELUS Corporation is deepening operations
in healthcare support and software engineering, building on $175.6 million
invested since 2018 and a workforce of more than 24,000 across Metro

Manila and lloilo.

- PEZA Approves P460 Million in New IT-BPM Investments

The Philippine Economic Zone Authority has approved a P160 million IT
infrastructure investment from Opscale Solutions and a P300 million
expansion from Telephilippines, Teleperformance's Philippine subsidiary,
which is adding capacity to serve clients in the US, Europe, and the
Caribbean. The two projects will generate 347 new positions, with
commercial operations beginning by September 2026. Telephilippines has
operated in the Philippines since 1996 and now runs centers across eight

cities nationally.

- South Africa Leads Africa in Outsourcing Readiness, Ranks 8th

Globally

The 2026 Global Outsourcing Al Readiness Index, published by Ataraxis, ranks
South Africa first in Africa and eighth globally with a score of 66.5, a 17-point
lead over second-ranked Egypt. South Africa is the only African country to
score above 50 for enterprise technology adoption, recording 65 against
Egypt's 42. The country also ranked fifth globally in Ataraxis's 2026 Global

Outsourcing Talent Index.

Insights

- Nearly Half of Victorian Businesses Plan to Increase Offshore Hiring

in Response to WFH Rules
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New Victorian legislation will give employees the legal right to work from
home two days a week from September 2026. Survey data from Remote, a
global payroll company, found 43% of businesses plan to increase offshore
hiring in response, with 47% planning a shift toward contractors to reduce
regulatory complexity. “If your job can be done from home, it can be done

from anywhere,” Graham Wynn of Superior People Recruitment told Nine.

Government

-~ MENA BPO Unions Push to Classify Psychosocial Risks as

Occupational Disease

BPO trade unions from North Africa and the Middle East met in Casablanca
on June 24-25 to call for psychosocial risks in BPO work to be recognized as
an occupational disease, with content moderation identified as a
particularly high-risk category. The seminar, organized by UNI Global Union
and the Friedrich-Ebert-Stiftung, brought together around 40 participants
from Tunisia and Morocco. Morocco's UMT called on its government to ratify
ILO Convention No. 193, the first binding international labor standard for the

platform economy, adopted in June 2026.

Customer Experience

- What Customer Service Loses When It Fails on Accessibility for De af
Customers

There are 11.5 million deaf and hard of hearing customers in the US
representing $175 billion in discretionary spending, but their customer service
experience has not changed significantly in decades, according to Greg
Pollock of Communication Service for the Deaf. Relay service calls, in which
a third-party interpreter handles each exchange, run 30-40% longer than
standard calls. Pollock argues the standard voice IVR model has not changed
in 30 years and that contact centers willing to add ASL-proficient agents

and video calling can reach this audience more directly.

Employee Engagement

- The Management Role Is Broken. And We Built It That Way.

New research from Ipsos Karian and Box finds only 15% of non-managers say

becoming a people manager looks appealing, with nearly two-thirds saying it
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does not. Twenty-seven percent of managers carry ten or more day-to-
day responsibilities, and fewer than one in four say they feel fully supported.
Writing for HRZone, Ipsos managing director Sarah Birtwistle argues the issue
has become a succession risk, with high performers opting out before they

reach management.

Media Field Guide

Video

Why Are Fewer People Quitting Their Jobs? - YouTube

The Great Resignation has become the great hunkering down. BBC's Tristan
Redman speaks with Anthony Klotz, who coined the term, and FT columnist
Sarah O'Connor on why the record quitting rates of 2021 have reversed, and

workers are staying put.

Why watch: The person who named the trend and a journalist who has
spent years documenting what work feels like on the frontline, five years on.
Pairs directly with this week's data on why fewer people want to become

managers.

Podcast

The Cult of the Customer - Spotify

Debi Potgieter speaks with Shep Hyken on why average service is the most
dangerous place a business can be. The conversation covers what
separates consistent, trust-building service from interactions customers
forget, why customer experience belongs in culture rather than a
department, and how recovery from service failures can strengthen rather

than damage relationships.

Why listen: The tools and processes are only as good as the culture behind
them. This episode focuses on what actually drives customers to come

back.

Book
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What's the Point? - Amazon

Tom Rath, author of StrengthsFinder 2.0 and How Full Is Your Bucket?, argues
that fulfilment does not come from finding your passion or purpose. It
comes from what you contribute to the people around you. Drawing on
three decades of research, the book makes the case that purpose is not
something you discover once; it is something you build every day, through

every interaction and every role.

Why read: For anyone delivering service on behalf of other people's brands,
the argument that meaning comes from contribution rather than self-

optimization is not abstract. It is the job description.

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:
EY Human Signals: Agentic Al - Download

EY Netherlands research on how consumers relate to automated services in
financial settings, exploring the gap between stated preference for human
interaction and actual behavior when automation is useful and bounded.
The report frames the shift from deploying automation toward designing
experiences where technology supports human-led service rather than
replaces it.

Also spotted:

* HR Monitor 2026: A Turning Point for the People Function - Download
* The State of Agent Experience 2026 - Download
* Workforce Management in the Age of Al - 2026 CX Market Report -

Download
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e PwC: 2026 Global Al Jobs Barometer - Download

* The State of Customer Experience 2026 - Download

Toro's Timetable

July

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

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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