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BPO Data

Offshoring encompasses 4 segments, all present in Tunisia

▪ Accounting
▪ HR
▪ Finance
▪ Procurement
▪ etc

▪ Infrastructures (e.g. production)
▪ Applications (e.g. development, maintenance, 

integration)
▪ Software integration
▪ IT consulting

▪ Product design
▪ Embedded systems
▪ Engineering services
▪ Product R&D
▪ Knowledge

Tunisian examples

▪ 300 jobs in Tunisia

▪ 90 jobs in Tunisia

▪ 200+ jobs in Tunisia

▪ 1750 jobs in Tunisia

▪ 250 technology and engineering 
jobs in Tunisia

▪ 800 jobs in Tunisia

Description

▪ Inbound calls 
▪ Outbound calls

▪ 5 000 jobs in Tunisia

▪ 700 jobs in Tunisia

BPO Voice

ITO

R&D / Knowledge
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Tunisia is surfing on a global mega-trend shaping CEO’s agendas

SOURCE: Factiva, press clippings

1 – 2009

“ … We need to realize that many 
of these jobs are being offshored
not only because they're cheaper 
abroad, but it's easier to find the 
capabilities we need abroad. ”

– H. McKinnell, former CEO, Pfizer

“ Your back room is somebody 
else’s front room. Back room by 
definition will be never be able to 
attract your best. We converted 
ours to some one else’s front 
room insisted on getting their 
best. This is all outsourcing 
about. ”

– Jack Welch, former CEO, 
General Electric

The global Offshoring addressable market 
opportunity for providers will triple by 2020

Total addressable market, USD billion
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More than the global 
pharmaceutical 

market1

More than 10% of the 
European Union 

GDP1
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Who are improving scientifically their profitability and their value to 
customer

SOURCE: Nasscom

EXAMPLES

1 Estimates based on specific representative companies
2 Non-interest expenses

Revenue 
enhancement for 
existing services

Revenue 
enhancement 
for new 
servicesProcess 

productivity

Labor arbitrage

▪ Skills arbitrage
▪ Automation
▪ Centralization
▪ Reengineering

▪ Service 
improvement

▪ Data mining
▪ Price 

elasticity

▪ New products 
for existing 
markets made 
economically 
viable after 
offshoring

▪ New markets

Factor cost

Overall cost saving, %
Impact of offshoring business processes1

Airlines 0.8-1.8

Automotive 1.0-2.0

Telecom 1.5-2.5

Pharma-
ceuticals 5.0-6.5

Banking 8.0-12.0(2)

Insurance 10.0-15.0

The benefits of offshoring goes far beyond labor 
arbitrage
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Sector maturity: Tunisia is today one of Europe's top nearshore 
destinations and a leading destination in certain segments
(%), thousands of offshoring jobs, latest available figures

Targeted geographies

▪ English-speaking countries/functions in 
English or not language-sensitive

▪ Germany, UK

▪ Germany, UK

▪ France, Spain 

Offshoring 
giants

Eastern 
Europe

North Africa

India

Philippines

Czech 
Republic

Romania

Poland

Morocco

Tunisia

44

22

20

Voice   Data ITO R&D/K

55

10

40

26

30

13

8

25

9

6

18

14

26

4

2050 25 0

3853 39 0

2479 4

2322 22

3816 44

2410 32

42364 20

1 73416 20

▪ France and Italy

▪ France,  non-language sensitive

Egypt

▪ English-speaking countries/functions in 
English

▪ Arabic-speaking market

Distinctiveness 
of Tunisia

▪ # 1 call centers 
French

▪ # 1 ex aequo in ITO 
French

▪ # 2 in data French
▪ # 2 in R&D French

SOURCE: LRI team

http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
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We benchmarked Tunisia along the Location Readiness Index on criteria 
very specific to Offshoring 

1 Location Readiness Index used by the world's 13 leading offshoring countries

48 Quantitative 
criteria 
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Offshore readiness

Total operating cost

Infrastructure

Sector maturity

Environment

Risk profile

Availability of talent

Numerous interviews with 
key players

India Morocco

France

Philippines

Egypt

Bulgaria China

Tunisia

Mauritius

Benchmark of 15 countries

Poland

Czech
Republic

Romania

Kenya

USA

Italy

http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://www.theodora.com/flags/
http://www.google.co.in/imgres?imgurl=http://www.33ff.com/flags/XL_flags_embossed/Italy_flag.gif&imgrefurl=http://www.33ff.com/flags/worldflags/Italy_flag.html&usg=__5rkdyKZUr6J9H_8F46_L1_J06Iw=&h=240&w=360&sz=7&hl=en&start=3&um=1&itbs=1&tbnid=GyWwUOJEWzYTBM:&tbnh=81&tbnw=121&prev=/images%3Fq%3Ditaly%2Bflag%26um%3D1%26hl%3Den%26sa%3DN%26rlz%3D1T5GGLL_enCN282IN282%26tbs%3Disch:1
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Total 
operating 
cost

Infrastructure

Sector 
maturity

Environment

Risk profile

Despite its small size, Tunisia exhibits an offshoring ready talent pool 
whith distinctive French skills

63

60

330

89

193

231

500

Morocco

Tunisia

Egypt

Czech Republic

Poland 

Romania

Philippines

India 1.292

Number of graduates per year, 2008
‘000 graduates

Offshoring 
giants
Offshoring 
giants

Eastern 
Europe
Eastern 
Europe

North 
Africa
North 
Africa

Availability 
of talent

Offshore 
readiness

Groups Countries

0.4

8.0

0.0

0.8

0.1

1.6

26.0

13.5

~ 24 000 are 
available every 
year 

High percentage 
of university 
graduates 
compared to the 
population size

SOURCE: INS, Ministry of High Education

Fluency in French
% of the population

http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
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ITO

Tunisia has a very competitive cost position among all Euromed countries

BPO data

Tax and 
incentives
▪ Corporation 

tax
▪ Other 

incentives

BPO voiceSt
ru

ct
ur

al
 fa
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s

Availability of talent

Offshore readiness

Total operating cost

D
riv

er
s

Infrastructure

Sector maturity

Environment

Risk profile

Worst Best

USD thousand per head ; total cost (Labor + Real estate + Telecom/IT + SG&A)

R&D / 
Knowledge

(107-125)

Euromed destinations

SOURCE: LRI team, Interviews with more than twenty Tunisian offshoring companies and 8 offshoring companies per country in the comparison

(27)

(14)

(21)

(40)

(116-139) (48) (32)

(16)(22)

(33)

(35)

(63) (47)
(22)

(54)(72)

(23)

(120-169)

(120-154)

http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm


| 8

Tunisia has a competitive infrastructure but the availability of real estate is 
a serious challenge that needs to be addressed

Quality of power 
supply 

Transport 
quality and 
density 

Availability of 
international 
standard real 
estate 

St
ru

ct
ur

al
 fa

ct
or

s

Availability of 
talent

Offshore 
readiness

Total operating 
cost

D
riv

er
s

Infrastructure

Sector maturity

Environment

Risk profile

Telecoms 
quality

2.32.73.03.3 2.0

1.63.2 1.82.65.0

3.0

4.5 4.0 3.03.5 2.0

4.0
3.0

1.0

1.0

Worst Best
LRI scoring: 1 (Best) to 5 (Worst)

SOURCE: LRI team, Interviews with more than twenty Tunisian offshoring companies and 8 offshoring companies per country in the comparison

Need to further 
reduce costs

http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
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Tunisia has one of the best business and life environments and the best 
outside Europe
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Availability of 
talent

Offshore 
readiness

Total operating 
cost

D
riv

er
s

Infrastructure

Sector maturity

Environment

Risk profile

(Non-monetary) government 
support
▪ Policy of supporting inward 

foreign investment
▪ Labor law (DB)
▪ Bureaucracy (DB)
▪ Regulatory flexibility
▪ Corruption

Business environment
▪ General business 

environment
▪ Employment practice
▪ Compatible business 

ethic/culture

Quality of life
▪ General attractiveness of 

the local living environment

International accessibility¹
▪ Total (direct) flight time
▪ Frequency
▪ Time difference

2.32.8 1.52.5 2.0

2.02.54.0 3.5 3.0

2.32.5 1.5

1.8

4.25 1.31.72.3

1.7

Worst BestLRI scoring: 1 (Best) to 5 (Worst)

SOURCE: LRI team, Interviews with more than twenty Tunisian offshoring companies and 8 offshoring companies per country in the comparison

1 In this case, France is the benchmark

http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
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Tunisia has a good overall risk profile but it must improve its data 
protection issues
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Availability of 
talent

Offshore 
readiness

Total operating 
cost

D
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Infrastructure

Sector maturity

Environment

Risk profile

Regulatory risk
▪ Stability of 

legislation/regulations
▪ Transparency and 

fairness of the legal 
system

▪ Bureaucracy

Country investment risk
▪ Macroeconomic stability 

index
▪ Currency fluctuation 

index
▪ Free movement of capital

Data protection
▪ Intellectual property 

protection

2.43.7 3.3 1.7

3.0 2.3

2.7

2.73.7

4.0 3.03.7

Worst BestLRI scoring: 1 (Best) to 5 (Worst)

SOURCE: LRI team, Interviews with more than twenty Tunisian offshoring companies and 8 offshoring companies per country in the comparison

http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
http://flags.net/RMNA.htm
http://flags.net/EGYP.htm
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Key takeaways for companies looking for an Offshoring destination…

Offshoring single operations of multiple 
thousands of jobs

Especially if requiring accent-free 
English-speaking and Anglo-Saxon 
culture knowledge

Offshoring jobs with no language 
sensibility

Cost as the predominant reason to 
offshore

Today, Tunisia is not so well positioned to 
receive  companies considering …

Willing to offshore up to a few thousand 
jobs

Looking for very competitive cost while 
keeping quality

Offshoring BPO voice accent free French or 
Italian and / or valuing interactions in French 
/ Italian with local managers and operators

Valuing European like talents diplomas 
(engineers / sciences graduates / 
technicians)

Valuing cultural and geographic proximity

Valuing highly stable environment

Diversifying their offshoring geographic 
foot print

... but Tunisia is one of the most competitive
destinations for companies  …
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