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Global Business Services consists of various service lines KET- ]

. . . . Include
including Business Process Outsourcing
B3 Focus of this document

Global Business Services (GBS)

service lines BPO sub-sectors
Operational Investment Inf ti K led
Services Business Process opportunities niormation nowledge
Outsourcing (BPO) in Kenya Technology-Enabled Process Out-
Services (ITES) é@ sourcing (KPO)
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Overview of the global BPO Sector

BPO accounts for ~15% of the GBS market and could reach $194Bn [kexva
by end of 2025 @%@ BPO share of cBs  @PP BPO

CAGR CAGR
GBS end-user spend by service type', Bn $ 2016-23, % 2023-25, %

ESTIMATES @
‘ 17D
[

|
1,539
1,326 292 7.6 8.5
1,113 248
1,021 205 361 51 7.2

IT Consulting 148

246

Services Implementation 221 m
Business Process m m 6.6 9.0
Outsourcing (BPO)?

Project

Operational 692
Services Managed and Cloud 371 425 472 582 The focus of this pack is BPO
Infrastructure Services due to its established base, which
can be leveraged to expand to
other GBS service types as the
2016 2020 2021 2023 2025F market matures

1. Infrastructure as a Service (IaaS) not included

I X 2. This document refers to ITES as part of BPO
52 | Kenlnve N

i INVESTMENT AUTHORITY Source: Gartner IT Services Market Forecast




Overview of the global BPO sector

Africa is uniquely positioned to address challenges facing the KENYA

global BPO market...

Challenges facing the global E’
BPO market

Decline in traditional BPO models with
increased adoption of digital-driven services for
front and back-office operations

Rising operating costs driven by scarcity of
service talent in mature BPO markets leading to
a search for talent in regions with a competitive
cost base

Increasing customer demands as the digital
CX market grows leading a shift to at-distance
operating models to meet demand

| —_
£22 | Kenlnges®

Source: CustomerServ, Talenteum, McKinsey & Company

Africa’s opportunity to address

these challenges

Abundance of young, educated, digitally native
talent as over 12 million African youth enter the job
market annually

Cost competitiveness against mature markets
with labor costs in Kenya 60-70% lower than in
America, Europe and Australia

Improving digital infrastructure and growing
tech ecosystems to support the delivery of IT
enabled services
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Overview of the global BPO Sector

Leading to its growth into a global BPO hub as the market is KENYA
projected to nearly triple to $20Bn by 2030

Offshore hubs across Africa and key services examples' X CAGR  Hub: ll Main outsourcing [l Growing Nascent

BPO market size in Africa, Bn Voice and Data processes
$, CAGR? BPO and ITES services;

French market

Market growth in Africa is expected to be B CRM, ITES3 and Back-
higher than global average growth of 4% office BPO; French —— BPO (Help desk, HRO3)

market ' d ITES (ADMS, technical
@ support, testing), engineering
services, mobile app; ME and

20 Western Europe markets

—
-

== BPO for ICT and
mim SSC to support back-office 5 ' Financial services;
operations, CRM global Global markets
support; Global markets

@ P= CRM in finance (e.g., claims),

non-voice business process services,
1 1 M ITES (e.g., help desk), Legal (e.g.,
. n contract draft); Global markets

employed as of 2023

Service examples illustrate the most prominent service lines within respective markets
From Data Bridge Market Research; CAGR kept constant for values in 2023-28 ‘—\_<
Acronyms: ITES: Information Technology Enabled Services; HRO: Human Resources Outsourcing; ADM: Application Development and Maintenance; CRM: Customer relationship management :

ource: Country’s ministries, expert interviews, Everest Group, Elix IRR
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Overview of the global BPO sector

Kenya’s BPO market accounts for ~40% of its Global Business

Services (GBS) industry at $270Mn

As of 2025
Size of Kenya’s GBS and BPO'
market, 2025, $ Mn

B BPO '] Other GBS

Total GBS ~$700

1. This document refers to ITES as part of BPO | 2. Value of domestic GBS sector - $442M; value of intemational GBS sector - $267M | 3. Bottom-up calculations from Genesis Analytics |

Key service categories in
Kenya

o
ID—% Customer management

(g Administration
=

o= .
EET«‘? Operations

j: —| Finance and Accounting

4. 1.1 Million Africans are employed in BPO per Genesis Analytics

| /:%
’%‘ | I!en!s!luye:wsrlm Source: Statista, Genesis Analytics
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18.8%°

GBS growth per annum
between 2023 and 2024

3.4%

of Africa’s $8Bn BPO market

3.3%

of Africa’s labor market*

~36K

Kenya's estimated GBS
workforce (2025)

include



Overview of the global BPO sector

Kenya’s BPO market could grow to up to $1 Bn by 2030

Kenya’s BPO sector growth', 2025-2030F, $ Mn

I Base scenario | Accelerated scenario

1,004

240 270

180

2021 2023 2025 2030F

Invest
g

KE "
include

Drivers of BPO growth in Kenya

Cost-competitive BPO offerings
compared to peer countries

Robust digital infrastructure enabled
by 6 sub-sea cables and over 1.5 Mn
internet subscriptions

Friendly business climate including
strong investor protection
regulations

Fiscal and non-fiscal incentives
offered in Special Economic Zones
and Export Processing Zones

Areadily available, tech-savvy
workforce with high levels of English
proficiency

D e O B Tl

,/

|
888 | Keninges®

Source: Kenya National Bureau of Statistics, Statista, Genesis Analytics

1 Base scenario assumes growth at 18.8% p.a. in line with Kenya’s GBS market growth rate from 2023-24 per Genesis Analytics. Accelerated scenario assumes growth at 30% per annum



Kenya’s competitive advantage in the BPO sector

Kenya’s competitive advantage sets it apart for BPO services KEr

NOT EXHAUSTIVE include

B Details follow

000

[,@J 1. >2Mn young', tech-savvy and trainable workforce (642K proficient in B2 English)

@ 2. Competitive BPO labor costs across employee categories (17%-59%
lower than South Africa)

3. Access to regional markets (great connectivity to the 331Mn East

African population) and international markets (e.g., Europe, US, and Asia)
given GMT+3 time zone

@ 4. Advanced IT-enabled digital service delivery make Kenya a booming
digital hub known as the Silicon Savannah driven by reliable digital
connections via 6 undersea fiber optic cables

5. Track record of attracting BPO investment — illustrated by several success
stories from international investors featured in this section

m i Henlnu’e \t\ 1 Between 18 and 35 years old -—\_<
| Kenvaimvestaeenr aomHomn Source: Experts input, Genesis Analytics, Submarine Cable Map
J/



Kenya’s competitive advantage in the BPO sector

1. Kenya’s share of English-speaking professionals is comparable [kenva
to peers; it ranks relatively high on English language proficiency

Estimated total
and B2
English-
speaking
addressable
talent
pools'among
notable African
BPO locations,
000

@ B2 proficient as a % of total addressable market [l Total addressable talent pool [ B2 English-speaking Talent Pool

South
 Egypt  B=m Africa == Kenya L. . Ethiopia L& Ghana Rwanda

Kenya has a pool® of
642k B2-proficient
English-speaking
talent, the third

largest in Africa

This gives Kenya the
: 2,200 - 536 @ capacity to ramp-up

6433 m _mmmm ;| 17knewBPO hires

monthly without

Ranking in
English
proficiency, out
of 116
countries?

depleting the talent

pool
g2nd 11th 19th 63 41st 113t
1 Not specific to BPO sector, but addressable talent pool within the total workforce
2 EF English Proficiency Index (EF EPI) is an annual ranking that measures English language skills worldwide based on data from English tests taken online, out of 116 countries ‘—\_<
3 Represents addressable talent pool compared to ~36,000 currently employed in the GBS/BPO sector

Source: 2024 Africa GBS Benchmarking & Market Report; GBS World ‘—/—‘



Kenya'’s competitive advantage in the BPO sector

2. BPO salaries across different levels in Kenya are relatively low KENYA

1 Gap between peer leader and Kenya

Employee Average monthly salary, $
i -59%
790 750 650 615 l
=
[ﬁ South Africa India Egypt Philippines Kenya
N ] |
I '240/0 *
550 520 420 420
Supervisor
@ South Africa Philippines Egypt Kenya India
N | ]
- o,
| 17% *
300 299
250
180 110
Q South Africa Philippines Kenya India Egypt
N ] |

| /:\\
’%‘ | ﬂen!ﬂngnm Source: TRIFIC, Glassdoor ° < >



Kenya’s competitive advantage in the BPO sector

2. Operational costs in Kenya’s contact centers are also lower

NOT EXHAUSTIVE

In\_{fst
KENYA

Minimum Maximum

%T_] Kenya is ~83% and ~23% cheaper than the highest-cost countries among developed economies and

emerging markets respectively

Fully loaded (FTE) Source Market contact center monthly

costs vs. developed economies'’

Fully loaded (FTE) monthly costs of a contact center

operation ($ per seat, estimated)

FTE Competitor Market contact center monthly costs

comparison vs. emerging markets?

I -83%
1)
Q
&)
>
< ~
%R 6,890
g 2
o 20 5,290
8 8 4,780
Be
Q ~
> 4,920 v
E 3,950 3,770 3,410 1,160
870
us Australia UK Europe Kenya
_= = =i
— 2 1N

1. Countries selected for high BPO demand

| —\\ 2. Countries selected based on high BPO supply
52 | Renlnves®
| Kenvaimvestaeenr aomHomn Source: 2024 Africa GBS Benchmarking and Market report, GBS World

Fully loaded (FTE) monthly costs of a contact center

operation ($ per seat, estimated)

k%)
0O
o
>
< ~
c®
[N )
-23% g ®
| v | 3%
690 gl
Uik 1,190 1,080 940 l 1,160 S N
1,140 880 870 -
South Africa Phillippines Egypt India Kenya =
L
= A - ==
N I I

)
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Kenya'’s competitive advantage in the BPO sector

3. Kenya offers easy access to global and regional markets

Seamless access to Europe and 24/7 support for the US

Strategic
Time Zone

Nearshore
access to
Europe and UK

Aligns with Asian
working hours

Supports 24/7
US operations

International
Access

7

~9 hours

Direct flights to
Europe

~8 hours

Access from Asia

<15 hours

Direct flights to
the US Eastern
Seaboard

@ Regional
<V~ Access

288 Kentnges®

Gateway to East
African markets,
and other

markets through
the AfCFTA"

1.  African Continental Free Trade Area

331Mn+

East African
population

NYA INVESTMENT AUTHORITY Source: 2024 Africa GBS Benchmarking and Market report, GBS World

Cross-border
logistics hub

In\_{gst
KENYA

Ny
Cultural compatibility ﬂ‘é

Shared business etiquette
Alignment with western values
Fluent English communication

Global business appeal @

Preferred hub for global
outsourcing

Trusted by international brands

Diverse portfolio of services




Kenya’s competitive advantage in the BPO sector

4. Popularly referred to as Silicon Savannah, Kenya is a prime
destination with digitally-enabled service delivery

In\_{gst
KENYA

Mobile innovation Q

138.5%"! mobile penetration in
2024

2.5B+ mobile money
transactions in 2024, with

$65B+ transacted

~79% mobile money penetration

rate with 40M+ mobile money
subscribers

Sample players
M-PESA ¥ airtel

1. 70 million active SIM subscriptions

|
358 Kentnges®

7N
/~

Internet connectivity "~

(e]

1.5M+ internet subscriptions
6 undersea cables

20,000KM of fiber optic cable

installed and over 100,000KM
planned

Investment and e

=7

29% of Africa’s start-up funding
and 90% of East Africa’s total in

2024 ($648M)

funding

Sample players

Your Trusted Business Partner

NYA INVESTMENT AUTHORITY Source: Communications Authority of Kenya, Central Bank of Kenya

Sample players

M-K@PA () suncuwe



Investment opportunities along the value chain

Investment potential exists across 3 BPO sub-sectors in Kenya KET ]

include

NOT EXHAUSTIVE

ITES' and Knowledge

. ffice Al-data services

Process Outsourcing (KPO) ACEE
Current Kenya is a regional leader in IT Established outsourcing Regional leadership as an Al
activity in helpdesk, application development destination, especially for solutions delivery leader with
Kenya and cloud services, with emerging customer service and lead opportunities for further growth

market research and data analysis generation

capabilities

o ol
Example 1ISON sfechnosram TELESKY R factor
operators Hpeniences K ENY A & y

t QNAa * P Teleperformance Samea

Opportunity Leverage the 'Silicon Savannah’ Expand and strengthen existing Develop talent and
going ecosystem to enhance digital service offering to establish infrastructure to strengthen Al
forward services while positioning as a Kenya as a leader services capabilities

research hub through competitive

offerings? and a growing pool of

skilled graduates

- 1 IT-Enabled Services includes product offerings such as IT helpdesk and remote troubleshooting that are conducted using a variety of IT-based tools ‘—\_<
m‘ I HE“I“U’ e D\ 2 E.g., engineering, legal, and healthcare | 3. Including call centers, helpdesks, technical support, lead generation
| Kewvuvesrmmer somHomimy Source: Expert input



Investment opportunities along the value chain

1. IT, data, and software services are attractive in Kenya’s BPO

market

NOT EXHAUSTIVE

High-potential service lines

In\_{fst
KENYA

ITES and KPO monthly salaries in Kenya, $

ITES

|
S22 | Henl

ENT AUTHORITY

KPO

ITES and KPO g

M IT Application
—— Development and Maintenance

— Er(% IT Help desk and Technical Support

.

— ||= 9 Software testing and quality assurance

— Ezﬂg Data analytics and big data processing

[ ] .
Market research and business
intelligence

— @ Specialized knowledge processes'
= > 2

1 e.g., legal, engineering, healthcare, and financial services

- —?\\ 2 South Africa

Source: 2023 Global Voice of the Buyer Survey; Genesis GBS | GBS World; Expert input

316

Help desk support,
16% lower than
peer average

187

Data analyst,
8% lower than peer
average

1,136

Software developer,
42% lower than
market leader?

Key competitive advantages in ITES and KPO

E Digital skills  Kenya produces 10K+ ICT
pipeline graduates per year, with many
trained in data annotation and IT
support
~./ Rising Universities and bootcamps
analytics producing data scientists and
talent analysts, e.g., Moringa School
gr%% Regional Nairobi hosts Microsoft and Google
[[=7 innovation innovation centers, and an |IBM
hub research lab

3 B Microsoft T =55



Investment opportunities along the value chain

2. First-rate multichannel delivery capabilities make Kenya KENYA
a dynamic market for customer service and support

+— XXX —e Competitive advantage

L 4

*
L 4

Cost-efficient

Customer Engagement .

. oo, $252-336 monthly 70% o 90% vo ) Additional
Cost advantage > agent salary, ~11% omnigh(;n?\rel solutions rev:Ie\;ocﬁe SRR competitive
lower than peers P advantages

* Workforce
specialization

L 4

Operational Excellence

e Skilled CX
% High customer 222 15-20% Low . SQi\i/ﬁaéancggf 1SO- agents, e.g.,
satisfaction ratings [[=>7 attrition rates : neutral
providers
accents
. * Expertise in
. Technology adoption ¢ social media
and email
e Sp.e_ech anal'ytics 45% social media Cloud-based CRM Al adoption for support
—== gaining traction integration systems Q chatbots and analytics

Key verticals . - % Z 0 _
served ‘ Retail and Airlines Q 5 ‘ Telecom and Healthcare L Q:\ Banking and Insurance ||: @

388 hennge TR
| Kenvaimvestaeenr aomHomn Source: 2023 Global Voice of the Buyer Survey; Genesis GBS | GBS World



Investment opportunities along the value chain

3. Local Al data service providers offer a range of services KENYA

Key service lines

Competitive advantages
&3 Computer vision * Leadership in data

Labelling or tagging raw data to be usable for  Enabling computers to interpret and annOtat'o_n and Al
Al systems understand visual data, such as images and outsourcing — Kenyan
videos — with specific usage in agricultural teams have supported Al

technology in Kenya development for
companies like Google
and Microsoft

O Data annotation

Machine learning model

Data collection development

Regional leadership in
African language

Gathering structured and unstructured data Testing machine learning models through datasets and

from diverse sources, creating a rich dataset iterative feedback, error minimization, and localization —

for Al projects consistency checks involvement in Mozilla
Common Voice — Kiswahili
Dataset

E¥ample QP PRECISION Al 0 @2

clients a NVIDIA

| A~
w I Henls!luqusma Source: Company websites, DC Byte, Open University of Kenya




Investment enablers

Supportive investment incentives across Kenya’s BPO market Lr

include

@ Detailed next

C D)

Government

B

Economic zones

Comprehensive

investor and providing : Public and private
. . commitment
data protection laws, infrastructure support sector efforts towards
. to growth )
and cyber-security for BPO skill development
. . of the sector
policies companies @
=2
Kenya’s Data Protection Special Economic Zones The government plans to Various initiatives and
Act, is anchored on like Tatu City, Two Rivers create at least 400K jobs programs to develop digital
international regulations such International Finance and in the digital and BPO skills have been
as the EU’'s GDPR, Innovation Centre, and sectors within 5 years undertaken by the public
ensuring global compliance Konza City are attracting supported by ward-level and private sector
while investors are protected players like CCl Global and digital hubs and nationwide
through various investor Teleperformance, while centers of excellence
protection laws Export Processing Zones

also host BPOs

International

Finance & Ministry of Information, OO
i Communications

Innovation &

Centre Tha Digitad Ecomonny ajiradigital.go. ke

%‘ i I{enlnue?\ 1. The General Data Protection Regulation ‘—¥
I Kevwn invesTaienT ey Source: Expert interviews ‘



Partner with Kenlnvest — Your Gateway to Investing in Kenya KEr

#1 Source of
Investment Data

Begin your
journey with Kenya’s

Business
— one-stop center

Climate support

Investment
Deal-room

EPZ and SEZ
set up

.............

include

Company
Registration

Access to Land
and Power

Work Permits

Applicable
Licenses

Kenya Investment Authority
15th floor, Old Mutual Tower, Upper Hill Road
P.O. Box 55704-00200, Nairobi

Telephone: +254 (0) 730 104 200
Email: info@investkenya.go.%a
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