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Abstract

Many multinational companies are moving their baffices to developing countries where costs (eggci
labour) is low. The government of Ghana has theeetaken the initiative, through the Ghana Invesime
Promotions Centre (GIPC) and the Ghana Free ZoremdB(GFZB), to develop the business process
outsourcing (BPO) business including call centidds paper assesses the readiness of Ghana aspatitive
call centre outsourcing provider on the global reérkData is largely from primary sources and thtoug
questionnaire administration. Data relating to 28 centre outsourcing provider-companies in Ghdndia,
USA and UK were analysed. Most of the factors ne¢gato Ghana were weighed against those of Ind&ntost
renowned call centre service provider-nation in wearld. Outcome of the analysis together with ecnito
indicators were then used to evaluate the strengteaknesses, opportunities and threats (SWOThef t
Ghanaian call centre industry. The results showithapite of favourable factors such as lower ajdabour,
English language proficiency, and political stapjliGhana seems less capable of offering strongpetition in
the call centre outsourcing market if its telecomination infrastructure, especially voice over inet protocol
(VolP); contracting strategies; and human skilks @ot upgraded.

Keywords: Call centre, Ghana, India, outsourcing, SWOT matrix

1. Introduction

The research focuses on finding out how ready @n@tas a global call centre outsourcing locatidms & done
by identifying and analysing the variables thatspré Ghana as potentially competitive service pl@vior
otherwise in the global call centre business. \émables are compared to those of other perforrhimgness
process outsourcing (BPO) countries especiallyantie most renowned call centre service providgien,
which Basu (2005) describes as the call centraalagfithe world. For clear sense of direction teagathis goal,
the following objectives were outlined.

» To identify the risks that Ghanaian companies iyl to face in their attempt to establish and agncall
centre businesses, which can effectively competk eompanies from the ‘BPO countries’. ldentifying
potential risk, which Lacity and Willcocks (2001gfthed as the likelihood of loss or a consequerfce o
uncertainty, is vital especially in cross-bordersipesses where many of these risks could resuth fro
differences in national cultures and cross-bordgaisational practices. Since the prime focus ostm
businesses is to grow and increase shareholderthwaevestors may be reluctant to invest where the
probability of losses outweigh positive returnssi®i are considered in the light of both providempanies
and service users.

» To determine the factors that encourage compaaiesitsource parts of their businesses, focusinthose
that strongly relate to call centre outsourcing.thdiit knowing what your customer intends to achieve
buying your product, it is difficult to produce toeet their reasons for choosing you. The motive eto
determine if Ghana has what it takes to satisfydémands of foreign businesses for their contactree
requirements.

» To identify and assess the factors necessary &establishment and effective running of call eefitms
capable of competing in the global market. Idecdifion of such favourable factors and their effexti
management, including their availability and reillityp are vital. Without the factors that creatertiie
grounds for successful establishment and effectivming of the call centre business the risk assens
and user requirement objectives are of less impoeta

2. Literature Review

Although its popularity has grown during the lagt tb 20 years (Davis, 2004), literature on the ephof
outsourcing has existed in one form or the othacesthe 1930s. Lonsdale and Cox (2000) analysegdfiwhs
adopted their chosen structure and in conclusielated this to trade-off between the costs of aingsthe
market and problem of diseconomies of scale asnsgtons grow in size. However, this was not giagy
serious consideration until the emergence of thestiction cost economics school (Lonsdale and 2260).
The theory is based on the need for firms to ecasmwn transaction costs (Williamson, 1985) whiek h that
the size of a firm is influenced by the availaWilitf transactions which can or cannot be carrigdndth a given
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level of cost within the firm.

This implies that at certain point firms have atids some of which cannot be performed in-house.tt@
1970s however, it had become increasingly obvidiz tnost of the large and diverse corporations were
underperforming the market (Lonsdale and Cox, 2008)s became even more pronounced during the bloba
recession of the early 1980s and as a result, osnseemerged that firms should focus on fewer iiesv
(Rumelt, 1974). Hendry (1995) reviewing the periafdrecession and the need for increased atterion
improving efficiency within the organisation poidteut that outsourcing became one of the key elésraithe
cost-cutting matrix. Highlighting this, Petelis afdeiridis (1999) said, “as the firm grows largee tost of
organising an extra transaction within the firm misg, thus a point may be reached where it mightoe less
costly to organise additional transactions witla firm, so these are left to be organised in thekst” (p.222).
The theory has strong implications for outsourcing.

Despite the strength of the transaction cost ecar®sthool, there still seem to remain significantesolved
issues such as why do firms exist and how theywrgPitelis and Pseiridis, 1999). Then emergedctivecept
of core competence (Peter and Waterman, 1982)fithret should focus on their core businesses aankl¢hose
ones they don’t have much competence in to otliexshave the expertise and resources to provida.the
more recent consideration of the concept of corapsgence and its implications on business stragegés by
Prahalad and Hamel (1990) in their articldhe core competence of the corporatidiney want further to
identify approaches to core competence and watmadtie fundamental strategic mistake will be ttsource
core competences, which are substantially uniquetgpically lead the company to new products andéw
markets (Klopack, 2000; Davis, 2004).

Outsourcing has evolved to today into an acceptesiness model (Davis, 2004) and has become paheof
fundamental maturing process that companies gougfirao create better products and services for thei
customers, while continuing to create shareholddues For instance, Lau and Hurley (1997) found tha
Chrysler’s profit margin was four times as highsrtlat of General Motors due to effective globakourcing,
and concluded that there is significant relatiopghétween global outsourcing and profitability margrhe
recent media and political attention on servicesoutcing from developed to developing countriesegithe
impression that outsourcing is exploding. The nssshow that although service outsourcing has Isézadily
increasing it is still very low (Amiti and Wei, 280 This suggests limited research and acadeneiatiire on
call centre outsourcing although “the press is ddllit, the unions are sick of it, and conferentfteraconference
debates the pros and cons of the movement” (Re20858, p. 31)

Beulen et al. (2005) in their analysis, categoriséidhore service providers into three categoriesaptive
service providers; native service providers; antkifm service providers. They explained ‘foreignvem
providers’ as companies based mainly in developountries, which call centre outsourcing in Ghabeiausly
fall under. Their research was however silent aa tlategory giving the reason that “the limited unay of
foreign offshore providers at present introducesadditional factor that compounds the analysisisisr and
strategies” (p.134). It suggests that this aspéctutsourcing is not matured to offer evidence ragjer enough
for empirical, academic research. The few piecesark on call centre outsourcing have thereforenbmainly
in the forms of account on a particular companyll@vli 2005); newspaper articles (Reed, 2005); aemniee
reports; or at best, analysis of the situation given country (Shalini, 2004).

During literature search for this article the autldid not come across any academic research orceatte
outsourcing in Ghana, not even in sub-Saharan &ffitie closest research was one relating to thergeBPO
in Ghana and another by Sohail et al. (2004) onufee of third-party logistics services in sub-Sahafrica
(SSA) with focus on Ghana, which examined the extteat organisations use the services of logistimapanies
in Ghana. The two studies however made importantlasions. For instance, Sohail et al. concluded dver
80% of the users reported a positive impart of @utsing on their operations. The literature seassteals the
limited empirical, academic research on call ceritgsourcing in particular and outsourcing in geher
especially in sub-Sahara Africa. This calls for ensesearch in the area. Sohail et al. (2004) ifiedtithis
problem during their research. Although they ackieo\ged that there had been few studies on the a@wveint
and implementation of logistics within organisaomn the African continent, no issue related tcowtcing.
Surprised, they wrote, “There is therefore the nfeedesearch in that context to provide practémwith a
clear understanding of the nature of the industig the specific developments, which call for ite,us the
benefits of ...outsourcing are to be effectively isd in SSA region” (p.46).

Outsourcing bandwagon is set to move forward. This spite of the fact that many managers areesging
concern about how their organisations are usingotiteourcing practice. Outsourcers need to havensite
understanding of the risks of supplier dependensiiich has been identified as the main source of
dissatisfaction with IT outsourcing (KPMG, 1997however, a few organisations have a robust metloggol
that sensitises them to the main outsourcing riskéch Lacity and Willcocks (2001) defined as theslihood
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of loss or a consequence of uncertainty. Some @fnthjor risk factors Include: poor management prest
delivery and process risks; length of contract; seglisite human skills.
Like any profit-making business, call centre sesvizoviders must have the expectations of theitooners in
mind, if they are to be successful. It is therefionportant to know what call centre outsourcers twarachieve
when they substitute outside providers for in-hopisavision. As pointed out by Davis (2004), the leaccess
criteria in any outsourcing project are to meetrikeds of outsourcer while minimising the operagrgenses
of the portfolio. What therefore drive businesse®uttsource? It is by knowing these that provid=s tailor
their operations to meet these needs, though sdthese motives may not be of much interest topttowvider.
Some of these issues that influence service uske@sions to outsource part of their operationguite the
following.

+ Cost reduction

 Quality improvement

* Increased exposure to worldwide technology

 Delivery and reliability improvements

» Use of resources and materials that are not availaternally

 Establish a presence in a foreign market

» Maintain sufficient flexibility to respond to markeonditions

» Reduced overall amount of specialized skill andwdedge needed
Businesses intending to outsource parts of thegraifmns use some success criteria to evaluatehehétiey
will get good value from the outsourcing projectayis, 2004). Outsourcers would therefore like towrhow
potential the provider is in delivering value. Thgmoint to factors that need to be present forpitmiding
organisation to perform and deliver good value ises: These factors, the user-organisation wibh alsnsider
during their background study on the provider. Bha@wclude labour arbitrage; information and languag
infrastructure; political stability; and time zones

3. Methods

Data collected and analysed were mainly from prymsource. Main source includes outsourcing compganie
(through their managers and chief executives) f@mna, India, USA and UK. This source was choseause

of its promising first hand and more current infation that could meet the research objectives. iSgek
answer how ready Ghana is as a call centre oufsgulacation required up to date information digdtom
outsourcers. Another primary source was unpublisedinar reports and presentations. The authandetea
2-day Ghana Government sponsored BPO seminar helasbridon prior to the data collection. The seminar
brought together over 25 Ghanaian BPO provider-@nigs (including call centre providers), as welkasrice
users and outsourcing experts from the UK. Data atgluded some company reports and government
publications from the Ghana Free Zones Board (GFaiR) the Ghana Investments Promotion Centre (GIPC),
the two Government of Ghana departments conceritednade and investments.

The author had initial discussions about the resesopic with the participating companies and tesource
persons. They were interested in the research apcwere therefore willing to provide informatiaren it
came to data collection. This was chosen becausadtexpected to provide data that was detailedadsal
authoritative since it came directly from outsoogccompanies and experts. As there had not beeh mork
done on call centre outsourcing in Ghana, the autbald not rely on already collected and analyseth. The
primary sources were complemented with secondanyceoas the author gathered economic figures om&ha
particularly, and on India for analysis and comgpams. Though most were obtained from GFZB and GIPC
official publications, there were also some ecoroidicators from the World Bank reports. Predongéha
primary sources helped collect up-to-date and bilelinformation as the sources offered more autdtre and
detailed data which was topic-specific.

The research methodology was basically survey, whias chosen because of the amount of data recfuined

as many call centre outsourcing companies as gedsithelp meet the research objectives. The sustrayegy
was combined with questionnaire technique to cblibe primary data. The questionnaires, which wsaié-
administered, were sent through e-mail althoughatiothat were answered were sent back througtrséme
medium. However, about 87% were competed onlinerandned by e-mail. The remaining 13% were printed
completed and returned by post. The choice of gprestire technique and e-mail as means transmisgioked
well and facilitated easy return of responses withimal cost to both the respondents and the authee of
some personal e-mail addresses might have madenampis attach personal interest and also incretd@sed
author’s confidence that the right person had effehe response. The return rate however only 48&8pite
several e-mail and telephone follow-ups.
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4.Data Presentation and Discussion

In presenting the data, individual respondents wereidered as representing their organizationsauin their
individual capacities. The various sub-headingseutiis section represent questions that respos@esivered.
These however do not represent the number of qusstippeared on the questionnaire as some reladstians
have been combined for ease of presentation andsti®n.

4.1 Number of questionnaires distributed and nettate

A total of 47 questionnaires were sent to call eutsourcing companies in Ghana, India, UK amdUSA
out of which 23 were returned, giving a return @tabout 49%. The breakdown is as shown in Table
Table 1. Number of Questionnaires Distributed Return Rate

Questionnaires Questionnaires Returned  Return Rate (% of Total
Country Sent Out Returned)
Ghana 22 12 25.5
India 20 8 17.0
USA 3 2 4.3
UK 2 1 2.1
TOTAL 47 23 48.9

4.2 Business locations of respondents and bussexders of customers

Respondents from Ghana, who constituted about 52P#éspondents, were all located in Accra, theitahp
city. Indian companies however had varied locatio®sly two (16.7%) of Ghanaian companies were
subsidiaries with the parent companies in the USHile one USA company had a subsidiary in Ghandiam
respondents were either subsidiaries or parent ani@g, yet none had operations outside India.

4.3 Number of years companies had been in outsaurc

Respondents were asked to indicate how long traimpanies had been in call centre outsourcing bssine
Number of years that respondent companies had ibeeuatsourcing business ranged from 3 to 6 yeassata
2005), with majority in the 4 to 5 years brackebolt only 9% of the companies had been in call reent
business for more than 6 years. Clients of respusdeere from wide range of business sectors, sostl
telecommunication and banking sectors.

4.4 Risks to be managed to ensure acceptablecsedelivery standards

The question was designed to explore the risk fadioat need to be managed to ensure acceptaliergel
standards. The findings revealed the two greaisks ras lack of infrastructure (73%), and problenith
recruitment and retention of qualified staff (73%jth Indian respondents indicating the latter [z greatest
risk. Delivery and process risks, and poor manageimectices were the next highest set of riskending 60%
and 53% respectively (Table 2).

Table 2: Risk Factors in Call Centre Outsourciadrated by Respondents

No. of Respondents (%) Risk Factors

73 Lack of infrastructure

73 Problem of recruitment and retention wdldied staff
60 Poor management practices

53 Delivery and process risks

53 Lack of requisite human skills

40 Relatively short length of contract

26 Sickness hours and public holidays

13 Meeting full service cover at unsocialite

*Fear of emerging provider nations
*Managing competition vigrowing changes

*Added by respondents

Relatively short length of contract and lack ofuisite human risks though rated as risk factorsewst much
strong, suggesting that the problem with humanuesowas not lack of skilled labour but recruitmemnid
retention in the call centre outsourcing busin®éish about 87% of respondents from Ghana and Iriia,can

be said to be the human resource situation in ttveseountries with regard to call centres. Meefiulg service
cover at unsocial hours and public holidays weresiered the least of the risk factors. No Ghanaian
respondent indicated the former as a risk factabably because of the closer proximity to the fiores of their
target clients than India. Some respondents suggiesther risk factors that were not included in the
questionnaire. These include fear of emerging piEvinations; and managing competition with growing
changes (last two factors in Table 2).

4.5 What factors may influence service users’'siegito withdraw their contracts from providers?

This question was designed to draw responses #s@adhe second research objective — what userg&deons
when choosing and maintaining call centre serviceviders. Respondents were asked to rank the fa¢toe
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first four) in order of strength (1 being the swest; 4 the weakest). The last three were giverebgondents
and are not ranked (Table 3) since not all respatsddentified them. The total for each factor @& necessarily
100% since not all factors were ranked.

Table 3: Factors that Influence Service Users’iflens as Ranked by Respondents

Factors Rankings (%)

1st 2nd 3rd ™
Low quality standard 66 27 - -
Unmet delivery schedule 40 33 13 13
Lack of attention to regulatory and business refu@nts 20 27 3320
Incompatible business and/or organisation culture - 20 20 33

*Higher per seat/per hour cost for outsourced sewvi
*Better cost alternatives
*Arbitrary increase in contract prices

* Added by respondents

Sixty-six per cent of all respondents ranked lowaliy standard as the strongest while respondeats Wwighly
fragmented on the other three factors. However, aindelivery schedule came out clearly as the second
strongest factor ranked mostly by Indian resporsieniggesting the level of service delivery amondjam
companies. Thus, they probably have more jobs liwedtethan Ghanaian companies. Other factors wareng
by respondents (last three factors in Table 3) hilsough stated differently, all related to cdgtis strongly
supports ‘cost reduction’ that emerged in the ditere review as the prime consideration when compatecide
to outsource parts of their operations.

4.6 Favourable factors for the establishment amahing of call centre business

To help answer this question, which is another primintent of the research, the seven factors @ dblwere
identified after the literature review. Respondemtse asked to rank them from 1 (most important] fteast
important). Only the first two highest rankings fach factor are presented to avoid overcrowditg. 3rd to
7th received smaller percentages, which could awgémuch impact on the analysis.

Table 4: Factors that influence service usersisigts

Rankings (%)
Factors 1 2 3 4 5 6 7
Infrastructure 53 - 27
Employee qualification and skills 47 20
Low labour cost - 40 - 20
Language (e.g. accent) 20 - - 27
Information (e.g. data protection) - 27 - 27
Political stability - - - - 40
Time zones - - - - - 40 133

The results indicate that infrastructure, and eryg@oqualification and skill are the first two higheanked
factors. This revealed similar results with thekriactors analysed earlier that identified lackirdfastructure,
and problems with recruitment and retention of tjeal staff as the two top risk factors, which odde with
some research findings. For instance, Mitchell 8)0tbted that outsourcing facilities, regardles&oétion, are
dependent on their ability to recruit, retain, drain qualified staff. Considering the Indian stioa, Mitchell
(2005) pointed out that most Indian call centrenfbers and top managers have software engineeriogher
technical background, which gives them a diffeagiroach to human resource management.

Responses to this question showed very interestattern. Those who ranked ‘employee qualificationl a
skills’ high gave low ranking to ‘language’; sugtieg that language is part of employee qualificatiod skills
required for the call centre job. Many of those whoked ‘employee qualification and skills’ averlygalso
ranked ‘language’ averagely, an indication thatenohthem is considered highest if ranked separaldiese
confirm the first pattern that language is pareofployee qualification and skills. In another depshent, most
Indian respondents ranked ‘political stability’ e least important while almost all Ghanaian resiemts
ranked time zone as the least important. This fdoigtills how less worried they are about the fextoecause
while India has enjoyed very stable governmentoieer 50 years (Shalini, 2004), Ghana is well pos#d in
relation to UK and USA in terms of difference im# zone.

4.7 Call centre features and benefits companiesige for clients/users.

This question was intended to further explore theoad research objective — what service users flmoknd
whether providers are capable of offering for sast@ contract relationship. These are most of tdkaentre
services provided which are critical in potentigkers’ evaluation of choice of providers. Surveytipgrants
were asked to tick all the features that applieth&r organisations. Out of the eighteen featlisted, Indian
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companies ticked an average of 14 while Ghanaianpamnies indicated an average of 10. The answers hav
revealed that India provides more of these featilv@s Ghana, probably due to the stronger IT baseda and

the fact that many of the call centres are runaasqf the general BPO, therefore taking advantddke general
information and communication technology. A list lofdian call centres show that almost all of theun r
alongside other BPO services.

5.Ghana Call Centre Industry — the SWOT Matrix

Based on the findings from the questionnaire aiglgsd the economic data collected, the authorsaedethe
strengths, weaknesses, opportunities and thre®#©{3 to help in the conclusions on whether Ghanadly
ready as a global call centre provider (see Tabldrbthe W2S (weakness to strength) box are stgdes
measures that can be taken to alter weaknessdeetmths; while T20 (threat to opportunity) box tans
suggestions to drive the threats to opportunities.

5.1 Strengths

. Ghana has very high literacy rate. According to2883 World Bank Development Data, Ghana’s adult
(above 15) literacy rate was 73.8% compared t&thte Saharan Africa (SSA) average of 63.3%. Theadsis a
large pool of unemployed skilled labour with Englisroficiency that call centre businesses can takantage
of. Ghana turns out about 10,000 university grashiat year (GIPC, 2005) as well as others from thierda
awarding institutions and secretarial colleges wktiowledge in telephony, customer service and Hrenc
language.

. Apart from the large pool of unemployed skilleddab, Ghana also has low labour cost advantage over
other call centre players especially India, whosstg are now rising (Basu, 2005). The minimum wesge
UD$1.20 per day (2004 figure) or 15 cents per Homo. days wages of someone paid the minimum wageein
UK will be enough to pay one month wages of somgaaid the minimum wage in Ghana.

. The Government of Ghana has taken initiative inBR® business. This is in view of its commitment
to private sector development as a means of fogt@tonomic growth. BPO is one of the few areastitied in

the President’s Special Initiative. In this regamdp government agencies — the Ghana Investmemhd®ion
Centre (GIPC) and the Ghana Free Zones Board (GRa#) been established to encourage and oversesepri
investments in the country.

. In terms of time zone, Ghana is strategically pdisicerelation to US and UK, from where Ghana hopes
to attract bulk of her call centre contracts. Dioeof Adamfopa BPO of USA commenting on Ghanarsrggths
during the questionnaire administration said, “.e best part of this is, Ghana is only 4 or 5 hdtos USA,
Canada or Europe; India is 9 or 10 hours. So acutixe who wants to talk to somebody in an outsedrc
location at 11 am or 12 noon stands a better chahogaking contact with a live person in Ghana thadia”.
The position also makes per minute call to the W88aper. The 2001 World Bank Development Data tedea
the cost of call to USA (per 3 minutes) as $1.26hana as against $3.20 in India.
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e Table 5: SWOT Matrix of Ghana Call Centre Industry

Strengths Opportunities
« Skilled labour and Englishe Sleeping giants of West African
proficiency countries
« Labour cost advantage » Depreciation of the local currency
« Government initiative and e+ Established resource centres
established agencies » Unethical behaviour of Indian
 Strategic location to target service employees
users » Withdrawal of users from India

* Incentives for establishment 0% Generic nature  of Indian
BPO companies including call outsourcing firms

centres
« Political stability
Weaknesses W2Ss
* Weak telecommunicatione Legislation and VolP availability
infrastructure * Rethink GIPC, GFSB provisions
» Overreliance on promotion afe BPO tailored courses
investment than benefits « Links  with  foreign legal

» Less emphasis on high level outsourcing firms, initially
education in internationdle Training in accent and cultural
business e.g. call centre practices
management

e Lack of outsourcing legal
professionals

« Cultural differences

Threats T20

« Emerging outsourcing nations * Many mitigating factors: English,
like China time zone, etc

 Brain drain » Good service conditions

« Traditional ideology of cal » Education on outsourcing concept
centre business e Language courses and back up

 Less schools offering modeifn from West Africa nations
foreign language « Discourage unionization

 Labour union activities

. Ghana also offers attractive incentives to investsién selected business areas including call esntr

These incentives are boosting BPO business startruBhana. For instance, between 2000 and 20@&h<$48-
based firms invested hundreds of millions of dallewr BPO and call centres in Ghana (Ghana Cybeug;roc.

of New York, 2003).

. Ghana has enjoyed an undisturbed multi-party deaticcrule, having experienced smooth six
successive elections (of four-year term each) sIi®@2. This, coupled with its Anglo-Saxon legalteys create
conducive atmosphere for investment in call cebtreiness. This has attracted world recognition iar2D00-
2003 Ghana was rated among the first six counirieffrica in terms of attractiveness for foreigrredit
investment by UNCTAD/ICC (GIPC, 2005).

5.2 Opportunities

. Ghana stands a better chance of shooting aheall icenitre business in the West African sub-region.
Neighbouring Nigeria with greater potentials catydre described as a ‘dormant giant’. With simiiane zone,
cheap labour cost, English as national languageeatichated 60,000 university graduates per yeagamst
10,000 in Ghana, Nigeria would have been a thfestie had made concerted effort in call centrecurtsng.
Most of the rest of countries in the sub-region larench speaking while English speaking Liberia Sietra
Leone have been war-torn for some years and therstid uncertainties about investing there.

. Continuous fall in value of the local currency (tBedi) as against the dollar makes local spending
cheaper and improves profit margins. Continuouselgation of the Cedi is good opportunity for doliadexed
business contracts including call centre outsogrclinis has been one of the problems facing Indd&gording

to Basu (2005) the inflationary affects on compénsareal estate and other costs used to be retighy the
depreciation of the rupee (official Indian currencut with the rupee appreciating or staying stabt
definitely creates a pressure on profits.
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. Ghana'’s proposed US$10 million technology park tdbst call centre business. This upscale business

and technology complex with state of the art calitee (to be leased to BPO firms) will have VolkRilfey,
corporate wireless ISP and 200 PC cyber café todsged near the Kwame Nkrumah University of Saéeand
Technology in Kumasi. There are also well furnished equipped office accommodations especially ldpeel

for ITES businesses. These properties have bded find equipped with telecommunication, power atiner
infrastructure to enable ITES businesses plug thstart operations. Notable among these are thier8ysSilver
Star building and the BusylInternet 100 PC cybeé eaid offices for rent (both in Accra).

. Various studies show that India is gradually losiug on its position as the call centre capitathef
world (Basu, 2005) due to many challenges suclisasim costs, high attrition rate, time differeneesl lost of
confidence by clients. For instance, employeesaoevprocesses are demanding arbitrary pay incsedhse to
the odd hours (to cater for the time differencehvite USA and Western Europe) and associated dteess
caused an attrition rate of 40-45% among voice ewymw@s. This increases recruitment and trainingscost
(Xicom, 2004), which is estimated at Rs 45,000-80, train an agent who could leave within thredite
months, increasing the overall cost of operatiolsoAunethical business practices are forcing soser-
companies to withdraw from Indidhe Sumewspaper of June 23, 2005 reported that a compypert in an
Indian call centre sold 1,000 UK bank account detai unauthorised third parties. This informat@muld have
helped criminals tap into accounts, clone creditisand buy goods using the details. This castadasv over
the entire India call centre industry. This is whgtustry analysts are warning that India cannat eests laurels
for long (Basu, 2005), and Ghana can take advarmthtiese unfavourable factors.

. Industry experts have observed that Indian outsoegifirms are too generic and would need to have to
evolve to move to greater tailoring of servicestit the needs of particular customers (Shaling430Ghana
can quickly adopt customised services to take adgenof this Indian weakness.

. Some service users have realised that Indian caoegpaannot deliver what they have signed up to
deliver so they subcontract to other countries whast is lower such as Sudan, Iran and BulgariegH
2004). The service users are therefore trying tecauice directly to these countries, not only tiwér costs but
also to reduce data security risk. Ghana can dieleyes of these service users as their contaaetbeing
withdrawn from India.

5.3 Weaknesses

. Ghana has weak telecommunication infrastructurevels and unreliable electricity delivery. Apart
from the inadequacy, local telephone cost is algh bs compared to India. An executive of a USA cahtre
with subsidiary in Ghana commented that there arerfactors favouring Ghana but the biggest probtelack

of land phone or broadband, lifeblood of the businend Ghana is very lacking in both and “untilibess can
readily get land phones, Ghana cannot compete h. th likes of India and Philippines”. The mostrsfigant

is VolP, which offers even bigger cost savingstaslows calls to be placed to long distance lan&iusing the
Internet at a local call rate. The problem will dethe involvement of the government as some seminar
participants (unofficially) hinted that governmésteluctant to allow VolP with the fear that itutd cripple the
Ghana Telecom Company. As highlighted by the ppalcbf the Ghana Telecom Training Centre during a
training workshop in August 2005, “VolP had ovee tfears been viewed as an illegal activity butddnd used

to the benefit of the State when proper adjustraadtregulatory systems are put in place”.

. In its bid to promote investment in the priorityce®s including BPO, there is over protection of
foreign investment with less emphasis on benefitshe country. For example, the 100% exemption from
income tax for some number of years and other ingen create the impression that what matters & th
government is to see the business operating inctlumtry but not what benefits it brings to the doun
Government needs to rethink the provisions if Ghatmbenefit from the outsourcing business.

. There is lack of higher level education in intefmaal business including BPO. The Bachelor in
Secretaryship run by the University of Cape Coatt wontent similar to call centre functions hastehanged

to bachelor of management studies with custometicgerFrench, word processing and other relevamehts
dropped. It may be necessary to package a degwed deurse in international business with call oent
management modules if the requisite personnelodbe taised, especially managers.

. Ghana lacks outsourcing laws and legal professsoriadreign legal advice is needed to address the
broad range of legal issues and risks involvediingernational outsourcing (Neelakantan, 2003juidiag data
protection, contracting, and dispute resolution.&stale of 1 to 7, the World Bank Development [pata?2002
ranking of India as 4.3 on laws relating to ICT uggle Ghana’s ranking was described as nil. Congsacould
depend on foreign legal outsourcing firms till thiga is developed, which needs to be done withdspe

5.4 Threats

. Great threat is being posed by emerging outsouraiaigons. According to Basu (2005), a study
conducted by Indian’'s Associated Chamber of Comenened Industry in April 2005 revealed that Indian
outsourcers are beginning to lose ground to caemtsuch as China, the Philippines, Malaysia, Mexind
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Canada. In his own analysis, Basu admitted thanttis such as Ghana, South Africa, Mauritius,, Fiji
Malaysia, Australia, New Zealand and China havéebettrategies to attract and retain call centra@rnasses,
while Shalini (2004) revealed China, Russia, Canbtixico, Philippine and Ireland as threats to éndi

. Brain drain is also a threat to Ghana’s call cerdtgsourcing business. In 2003, the Pro-Vice
Chancellor of the University of Ghana quoting thBl'€J Economic Commission for Africa and Internatibna
Organisation for Migration (IOM) said 70,000 hightkilled Africans leave their home countries anhual
(Noah, 2003). Unless efforts are made to retaiff, gp@ople trained (including call centre trainedf§ will
leave for developed countries in search of grepastures.

. Another threat is the perception of call centreifiess in Ghana. Ghana has a history of call centres
popularly know as communication centres, which waiestly set up by individuals to provide mainly e®i
service to the localities. These were mostly fanhilisinesses and usually operated by family memivars
could not make it to higher level education or wieiss capable of taking up English-language denmanjgibs
because working language was mainly vernaculars Jtigma is likely to discourage people from warkiin
call centres or accept jobs only as last resortreiuce this threat, the government and BPO expess to
carry out brisk education.

. Less modern foreign language schools/courses #@mdahana’s ability to offer multilingual services,
which this study has identified as a weakness dfaim call centre firms. Modern foreign languagdlslaffer
great advantage of diversifying from English-spagkdestinations to other language markets. With BPO
courses as already suggested, French and Spaiiisheskecially could be developed. With regard-tench
however, Ghana can take advantage of the neighigpaduntries (Cote d’lvoire, Burkina Faso, and T)otat
have even lower labour costs and no immigratiotrioti®ns.

. Another threat is the labour union, which is ndidits strong and persistent agitations for pag and
improvement in other conditions. This would notyldad to disrupted and unmet delivery schedulasalso
increase in operational costs, one vital factorsfarcessful call centre outsourcing.

6. Summary of Findings

The following findings are drawn from the evaluatiof the evidence.

. Ghana has various factors that make it strong odetein the call centre industry such as time zone,
availability and lower cost of labour, English lasagye proficiency and political stability.

. Ghana has the potential to be the dominant forchénWest African sub-region as other countries
sharing similar resources and opportunities aragltass to develop the call centre business

. For the past few years government has taken a nuofitieitiatives to develop the BPO, including call
centres in the country. These steps, however, mphasise the investment with little consideratiorhttiman
and economic benefits.

. Private individuals and organisations are makingesdo develop the call centre business but stéldn

a push from the government especially in the aféelecommunication and education.

. Despite the government’s move to develop BPO, ésdiittle to develop the IT base of the country,
especially with regard to investment.

. Ghana has weak telecommunication infrastructuraé paspecially in VolP, which has been described
as the lifeblood of call centre outsourcing busindhe government is not doing much in this diecti

. Although there is problem with human resource,ntagor challenge is not lack of skilled labour g t
problem with recruitment and retention in the calhtre business.

. Ghana does not look too promising to handle laaygracts that can be executed to standard as many
Indian companies are capable of doing.

. Ghana does not have adequate capabilities forlmglial call centre services

. There are other emerging call centre outsourcingici@s that threatens Ghana’s quest of becoming a

force in the global call centre outsourcing bussnes

From the findings of the analysis it has becomalenvi that Ghana possesses vital success factonsasuc
English language skills, low labour cost, narromdidifferences that still make it a strong conteratea global
call centre provider. However, the country seernss leapable of offering strong competition in th# cantre
outsourcing market if its telecommunication infrasture; contracting strategies; and resourcesidaty labour
are not reconsidered and upgraded.
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