
With a cost base 50 per cent lower than the
UK, it remains an ideal location for large
volume capacity in back office, inbound,
outbound and technical support expertise.
Eastern Europe has become a main outsource
region due to its close cultural fit and easy
access from the UK to places such as to
Romania and Bulgaria, which provide great
locations and hospitality.

As in India, the work is considered long term
and is sought after by diligent and professional
employees who are highly educated. The
language capability is extremely extensive and
the costs still come in around 30 per cent
lower than the UK. 

A comprehensive outsourcing strategy
should comprise multiple components that
provide an optimum solution. It could be
argued that European companies should use
Eastern Europe to meet specific language
requirements and tap India for a cost-effective
and deep talent pool, although this is only a
broad guideline and you should look for the
best fit for your business requirement and
particular needs.

We have call centres in Western and Eastern
Europe, Africa and Asia, offering 22 languages
and competitive costs.

Andrew Wheeler, director, Spectrum Outsourcing
andrew.wheeler@spectrumoutsourcing.com

2.1 million graduates. Most speak English
speakers, which gives India an advantage and
a gateway into some of the lucrative English-
speaking nations in Europe and America.

It ’s clear that cost is one of the main
reasons for offshore outsourcing to India,
although this cost advantage is typically over a
period of time in an outsourcing venture which
involves a committed relationship and
understanding between both parties involved.

The decision to offshore call centre
operations to India is about quality and value
addition at a reduced cost, but this has to be
linked with quality of service. The fact that so
many companies continue to outsource their
call centre operations to India is proof that this
philosophy works. 

Indian service providers have a strong focus
on quality, which has been fostered by their
extensive experience of delivering a wide
range of services. However, above all, Indian
call centres provide hard-working, highly
motivated employees, with an attrition rate that
is lower than many other economies around
the world. Access to a large talent pool and
higher employee satisfaction translates into
better employee performance (and cost
savings on recruitment and training), which, in
turn, leads to fewer errors.

There’s no doubt that there are a number of
reasons why India has proven so popular as
an offshoring destination in recent years – and
that it looks set to remain firmly entrenched as
the leading offshore provider for the
foreseeable future.

Sandeep Aggarwal, executive vice president,
sales, solutions and transitions, Intelenet.
sandeep_a@intelenetglobal.com

Why not
tap into
talent
around the
world?
YOU may decide that limiting yourself to one
specific region is not the best outsourcing
strategy. I believe that it is a good future-proof
move to use a company with experience in
managing and migrating outsourced projects
both nearshore and farshore.

You then have the option not only to follow
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the sun and provide out of hours and overflow
services, but also intelligent segmentation by
using call centre management technology and
call routing.

Multi continent outsourcing provides, via the
outsourcer, access to a comprehensive
sourcing platform that can utilise talent from all
over the world.

India is certainly one of the more mature
outsourcing regions and remains a key area,
offering a particularly vast talent pool of highly
skilled agents. Call centre work is perceived as
a long term career and therefore agents are
flexible and have a strong work ethic.

“Indian service providers have
a strong focus on quality”

One of two Spectrum call centre buildings in
Bangalore, each of five floors

In action: each floor in Bangalore houses 100 staff


