
Market Watch:
BPO & IT Services
Industry Bulletin

17th April 2020



The View from Ireland

Enda McDonnell

Manager, BPO & IT Services

Enterprise Ireland

Ireland’s enterprise base has proved its resilience over 
successive shocks across several decades. Oil crises, geo-
terrorism, global financial crises have all resulted in challenging 
environments for Irish companies. But a global pandemic? Few 
predicted such an occurrence; fewer still can gauge the 
outcome.

However history shows that Ireland’s enterprise base – including its Internationally Traded 
Services sector – can bounce back, recovering from the unforeseen circumstances and difficult 
periods it is forced to endure. The question now is how companies get through this difficult 
period and rise to meet the challenge.

Supports are available from Enterprise Ireland and other agencies of the State 
that can help companies to survive in the immediate term, support that can help companies 
survive and help companies begin to rebuild.

Events unfolded quickly but normality will return sooner rather than later. Opportunities will 
start to emerge. The key is Internationally Traded Services companies positioning themselves 
now to grasp those opportunities where and when they do emerge.

As outlined in this bulletin, overseas opportunities are emerging and Enterprise Ireland – at 
home and overseas – is committed to working with you to ensure you are positioned to seize 
those possibilities.



Introduction
As COVID-19 impacts on global industries, Enterprise Ireland 
client companies are working closely with existing and new 
partners to help them overcome difficult market conditions. 
Throughout the BPO & IT Services sector, there are 
opportunities for Irish companies to provide critical 
outsourcing and IT services support to front line industries 
internationally.

David Corcoran

Global Lead

BPO & IT Services

Opportunities exist for BPO companies to provide their customer engagement solutions to 
front line industries including health and retail who have been inundated with an increase in 
customer and patient correspondence. Across industries, there is demand for IT Services 
specialists who can help companies transition to remote working in the short term and 
improve their digital infrastructure in the long term.

Our Market Watch for the Business Process Outsourcing and IT Services industry provides 
insights from Enterprise Ireland’s Market Advisors based across our 40 international offices 
that will help you understand and avail of opportunities available to your company.

Reporting from each region, we share information on market opportunities, challenges, 
government supports available to Enterprise Ireland clients, and research from within the 
outsourcing and IT services industry.

Contact: David Corcoran 
David.Corcoran@enterprise-ireland.com



SUMMARY
• Front line industries across the region remain under consistent pressure to engage with 

customers, particularly in retail where the IT systems of supermarkets in the UK have 
frequently crashed due to high demand, and in the health service where there is 
unprecedented pressure on patient communication services. Short term opportunities 
including provision of call centre services may exist for client companies that can provide 
support to these organisations, particularly in English speaking markets.

DEVELOPMENTS
• UK Government have released several expression of interests for various digital 

transformation services that can assist during the COVID-19 outbreak. Innovate UK, as part of 
UK Research and Innovation Department, will invest up to £20 million in innovative projects 
which tackle new or emerging industry needs due to COVID-19. Client companies with a 
registered UK business/subsidiary can apply for a grant of up to £50,000.

• In the UK, NHS Shared Business Service have moved to remote working where possible and 
implemented spilt teams across their organisation to ensure they can staff their organisation. 
Opportunity may exist for Irish companies to supplement the organisation and various NHS 
Trusts with call centre support.

• In Central and Northern Europe, demand for digital solutions and BPO service remains high in 
the marketplace with BPOs reporting increased demand for their call centre services. Almost 
60,000 employees (close to 100% of the sector) of the Hungarian Shared Services Centre 
market have been forced into a home office setting, however business service has resumed as 
normal in this remote setting and the region continues to act as a player in the international 
shared services market.

SUPPORTS
• There are various government announcements on supports and incentives for SME business 

throughout the region. Please connect with Market Advisors in the region regarding specific supports 
that may be applicable to your business.

• Financial supports available in the UK which may be relevant for Enterprise Ireland client companies 
with employees in the UK include:

• Job Retention Scheme - HMRC will reimburse 80% of furloughed UK workers wage costs, up 
to a cap of £2,500 per month.

• HRMC Deferment / Time to Pay – Deferment possible for companies with outstanding tax 
liabilities. 

• VAT Deferment – Deferment, with no application needed, for VAT Payments for 3 months 
from March to June 30th.

• Business Interruption Loan Scheme - Supports SMEs with access to working capital of up to 
£5 million for up to 6 years. 

OPPORTUNITIES/CHALLENGES
• In the UK and Central Europe companies who have traditionally relied on an outsourcing model with partners 

based in markets such as India and the Philippines, will look to move to a blended model of outsourcing and 
nearshoring according to a recent COVID-19 webinar hosted by the Global Sourcing Association in the UK. Irish 
BPO providers located nearby, have a clear advantage for providing nearshoring services to organisations in the 
region seeking this blended model.

• Current circumstances have demonstrated weaknesses for companies in the UK, Central, and Northern Europe 
region, across their digital infrastructure. Further investment in IT Services is likely through better CRM systems, 
upgraded website capabilities, and enhanced accessibility systems to facilitate remote working.

Contact: Ladislav Muller, Director, Central & Eastern Europe 
Ladislav.Muller@enterprise-ireland.com 

BPO & IT Services –
UK, Central, and Northern Europe

Contact: David Corcoran, Global Lead & UK
David.Corcoran@enterprise-ireland.com



SUMMARY
• Digital transformation is leading the efforts to detect, track and source a treatment, but also in 

mitigating the effect on the wider economy within the Eurozone, with France, Germany and the 
Benelux countries at the forefront. The nature of the opportunities arising from COVID-19 are fast 
paced, competitive from local providers and support business challenges faced during this 
pandemic. High demands for IT infrastructure to support teleworking and remote working 
solutions are widespread across the Eurozone.

DEVELOPMENTS
• It is estimated that the Eurozone services industry will be impacted by -28% growth due to COVID-

19 based on current country lockdowns, reported by consultancy.org. Germany is expected to be 
impacted as a result of large disruptions to manufacturing closures.

• Governments across the Eurozone are digitally advancing, creating opportunities for in-market 
clients. Eurozone governments have made available budgets and have announced IT solution 
requirements (i.e. Dutch government want to invest in a smart IT solution for contract tracing and 
issued a public tender for request of proposal)

• Eurozone based companies that Enterprise Ireland has spoken to have expressed their desire for 
solutions to their business challenges during the pandemic to transform them to be ‘IT ready’ for 
necessity services, at urgent speed. Demand is present both within private and public sector for IT 
infrastructure, IT consulting, security and cloud services, all to support a new teleworking 
environment.

• In France, implementation of Digital Transformation activities was slow, however, the COVID-19 
crisis has made the French realise the importance of accelerating the investment in this area and 
increased demand can be seen. However, demand in Spanish and Portuguese markets is only in 
solutions that can have a direct impact on the healing of patients during COVID-19.

SUPPORTS
• Financial supports (income compensation, tax & credit extensions) available per Eurozone 

country, may be relevant for Enterprise Ireland client companies with an established market 
presence. Please contact your Eurozone Market Advisors in the region regarding specific 
supports that may be applicable to your business.

OPPORTUNITIES/CHALLENGES
• The main opportunities arising from COVID-19 in the Eurozone fall within remote working, 

retail, security and cloud space, and are opportunities that can be easily deployed remotely. 

• Challenges are widespread across the Eurozone region with budget freezes for non-essential 
investments and realignment on priorities. Eurozone buyers are investing in services for their 
critical needs to maintain business continuity.

• Buyers throughout the Eurozone region requiring urgent IT solutions and services are more 
likely to opt for local or trusted partners to implement their requirements. This is due to the 
lack of one-to-one meetings, travel restrictions with the closure of borders, and a reduced 
willingness to work with newly identified third parties — resulting in the lack of opportunities 
for new market participants. Digital engagement can overcome this challenge, with buyers’ 
attitudes evolving to the idea of virtual meetings. This is becoming the new norm across the 
Eurozone. Examples of this increased digital engagement include an Enterprise Ireland running 
a multi-sectoral virtual trade mission event in Portugal with 14 virtual meetings arranged.

BPO & IT Services – Eurozone

Contact: Emily Gallen, Market Advisor - Eurozone
Emily.Gallen@enterprise-ireland.com



Contact: Hannah Webb, Senior Market Advisor - US
Hannah.webb@enterprise-Ireland.com

BPO & IT Services – North America

SUMMARY
• Digital transformations are the primary opportunity for the 

sector as companies in the region see an urgent need for IT 
solutions and outsourcing tech to improve processes that are 
impacted by remote work and scaling back. Businesses are 
moving faster than ever to a digital first ethos, opening gaps and 
opportunities for internal and client focused solutions.

DEVELOPMENTS
• Customer experience and digital user experience have become 

areas of focus due to the impacts of COVID-19 with companies 
working remotely and communicating digitally with customers. 
Companies need to adapt their strategies to deliver on 
interaction design, compelling value in experience, and intuitive 
presentation.

• In Canada, the COVID-19 crisis has demonstrated 
to several industries that their operations and back office 
environments are not up to standard and how necessary digital 
transformation is. Despite this, the short-term impact of COVID-
19 could see significant cuts to technology budgets in 2020 and 
2021.

• A survey conducted by Toronto-based FinTech organisation 
Lending Loop has found that Canadian small businesses have 
seen an average revenue decline of more than 63% amid the 
COVID-19 pandemic. Larger organisations in the Canadian 
market including LinkedIn, Indeed and Glassdoor have all rolled 
back on spending on their platforms.

SUPPORTS
• There are several federal, statewide and privately funded relief 

programs for the United States and Canada. These grants vary in 
criteria, but invariably you will need to have previously set up a US 
or Canadian subsidiary in order to avail of, or apply for, these 
programs. Many of these programs will have a large number of
applicants and they are often first come first serve basis, so we 
advise that you apply promptly. For more details you can request a 
guide from your local Market Advisor.

OPPORTUNITIES/
CHALLENGES

• Across industries, IT leaders are transforming their operating models to 
improve digital offerings and operations as these are predicted to drive 
80 percent of revenue growth by 2022. These transformations rely on 
key partnerships with technology driven providers to achieve successful 
integration and implementation, providing an opportunity for Irish 
companies.

• Due to high volume of client/customer engagement the focus for 
financial institutions is on maintaining rather than acquiring new 
customers – Royal Bank of Canada have 75%+ of existing clients engaging 
with them at present, compared to 10% normally. This provides a 
potential opportunity for Client Satisfaction Monitoring / Client 
Experience (CX) technologies.

• While companies need more customer support services, they are 
ramping up with current, trusted partners which means there might be 
less opportunity for clients new to the market.



Contact: Abdull Ali, Senior Market Advisor - MEAI
Abdull.Ali@enterprise-ireland.com

BPO & IT Services –
Middle East, Africa, and India

SUMMARY
• During COVID-19 restrictions, opportunities exist in the Middle East, Africa and 

India for BPO and IT client companies offering IT solutions and services which 
can be easily and quickly deployed for healthcare, emergency communications, 
e-commerce online retail, customer care, security, remote working solutions and cloud 
computing.

DEVELOPMENTS
• A number of governments in the Middle East , Africa and India are working on digital 

transformation projects which are slowing down during COVID-19 outbreak.

• IT spending in the Middle East, Turkey and Africa is expected to grow by 2.3% to $212bn. 
Digital transformation initiatives are responsible for driving much of this growth in the 
Middle East region, with government spending in this space forecast to increase by 17 
percent over the 2019-23 period.

• UAE and Dubai smart government is aiming to move 90% of key government services to e-
government by 2022. This creates major opportunities for IT services companies.

• Saudi Arabia is aiming to join the top 20 most innovative countries with their Vision 2030 and 
aiming to attract foreign investment, innovative technologies and IT services.

• Qatar Digital Government plans, and ongoing World Cup 2022 projects offer major 
opportunities in IT infrastructure and BPO companies.

• Bahrain, Jordan, Oman, Kuwait and Egypt also have similarly ambitious digital transformation 
projects and opportunities for Irish companies.

SUPPORTS
• There are various government announcements on supports and incentives for SME business 

throughout the region. Please connect with Market Advisors in the region regarding specific 
supports that may be applicable to your business.

OPPORTUNITIES/
CHALLENGES
• During COVID-19 restrictions and business slow down in the Middle East, Africa and India, 

Irish companies need to maintain and improve their relationships with their existing clients. 
They can also up-sell and cross-sell to their existing customers by offering additional 
solutions which are relevant to their needs and do not need to go through lengthy sales 
process.

• It will also be helpful for Irish companies to work with local partners, distributors and 
business development consultants who can help them access in-market opportunities in 
Middle East, Africa and India.

• Due to travel restrictions during the COVID-19 outbreak it will be a challenge for 
international companies to work remotely on opportunities in markets in the MEAI region. 
Vendors with people on the ground in the region will have advantages, information and 
access to business opportunities easier as they are closer to buyers, projects and 
information.



SUMMARY

• As the area where COVID-19 first developed and accelerated, many Asian countries are 
at a more mature stage of management. China, Hong Kong SAR, Taiwan, Korea, Japan 
have responded to bring infection rates under variable states of control, utilising 
previous infectious pandemic experiences, strong healthcare systems and deployment 
of IT strategies to track and manage outbreaks. The initial scramble from the private 
sector to enable remote working and boost IT capability is now past, and the sector is 
now increasingly focused on the experience and security of their remote workforce, as 
well as possibly accelerating digital transformation projects.

DEVELOPMENTS

• Government led IT solutions for pandemic management have been launched 
in various applications. Singapore’s Trace Together proximity app is regarded as 
pioneering and is released on open-source for other governments. Hong Kong has 
developed geo-fencing technology for enforcing quarantine orders called 
StayHomeSafe. This state led approach to technology deployment for Covid-19 
management through agencies such as GovTech Singapore mean that Irish companies 
should not discount the public sector as a potential customer. 

• The Philippines, long regarded as the regional powerhouse in BPO services, 
has struggled to stay online during the COVID crisis. With a strict lockdown imposed 
suddenly nationwide, efforts to distribute hardware to the enormous BPO workforce 
have been curtailed, although a reprieve was granted for some critical workers. Poor 
home internet connectivity is a common complaint, as well as data security fears from 
clients. This is an opportunity for Irish BPO companies who have demonstratable higher 
quality advantages, or with technology offerings enabling BPO’s to transition to home 
working cheaply and securely. 

SUPPORTS

• Government supports are diverse and mainly targeted as wage subsidies to locally 
incorporated companies with local headcount. Please contact the relevant Market 
Advisor for advice on eligibility.

OPPORTUNITIES/
CHALLENGES

• Home or remote working has traditionally not been the norm in most Asian 
markets. This is cultural but also driven by factors such as strong transport 
infrastructure and small average home sizes. However the evidence suggests this 
has changed rapidly in the past 3 months as companies deploy home working and 
upgrade infrastructure on software and hardware. This is a live opportunity for 
Irish clients with an IT services related offering that accelerates this transition 
securely, and with a positive customer experience. 

• A reported key challenge is supply chain as IT consumables are mostly 
manufactured in China, Malaysia & Vietnam. Factories outside China remain 
mostly shut and backlogs at ports are widespread. 

• Network and video-conferencing security is an increasing concern as older 
technologies struggle to adapt to high traffic loads. National broadband networks 
and corporate networks are reported as struggling in some countries, so Irish 
client companies with network and bandwidth management solutions are well-
advised to capitalize on the opportunity. 

Contact: Tiarnan McCaughan, Senior Market Adviser – Asia Pacific
Tiarnan.McCaughan@enterprise-ireland.com

BPO & IT Services – Asia Pacific



Industry Insights

The following industry reports and webinars from Frost & Sullivan and Gartner may be of interest:

• Facts, Not Fear: BPO’s Refuse to Let the Coronavirus Wreak Havoc on Employees and CX (see 
report here)

• 5 Actions to Manage Outsourced Service Impacts Due to Coronavirus and 
COVID-19 (see report here)

• Coronavirus Impact on Service Delivery Continuity, Employees and Customers (see report 
here)

• COVID-19: The Rules for Rapid Cost Reduction (see webinar here)

Please contact the Enterprise Ireland Market Research Centre (market.research@enterprise-
ireland.com) for additional information and industry reports.

http://ww2.frost.com/frost-perspectives/facts-not-fear-bpos-refuse-to-let-the-coronavirus-wreak-havoc-on-employees-and-cx
https://www.gartner.com/en/documents/3982249
https://www.gartner.com/en/documents/3982025
https://docs.google.com/forms/d/e/1FAIpQLScwbgM4J2sIcGvcTd92u50u3LZwTGccA9Tx4MfVbOPhkUEPwg/viewfor
mailto:market.research@enterprise-ireland.com


Thank You.
During this unprecedented period Enterprise Ireland is on 
hand to support your organisation across our network of 40 
overseas offices. Our international team will help you 
secure and sustain existing business relationships and 
research emerging opportunities.

Please connect with our experienced Market Advisors to 
discuss further:

Global Lead
David.Corcoran@enterprise-Ireland.com 

UK, Northern & Eastern Europe
Ladislav.Muller@enterprise-ireland.com 

Eurozone
Emily.Gallen@enterprise-ireland.com

North America
Hannah.Webb@enterprise-Ireland.com

Asia Pacific
Tiarnan.McCaughan@enterprise-ireland.com

Middle East, Africa, and India
Abdull.Ali@enterprise-ireland.com



Enterprise Ireland
Helping You Respond to 
the Covid-19 Crisis
Visit www.enterprise-ireland.com/businessresponse
for Business Supports

Part of Enterprise Ireland's Covid-19 client communications response strategy. 


