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Extended Impact of IT/BPO growth 

ÁTransparency in government and non-

government transactions

ÁReduction of the Urban-rural divide

ÁEase of access to basic services for elderly/ 

physically challenged

Community & Social Benefits 

ÁBuilding of ICT skills in students which have 

application across a range of industries

ÁWorkforce diversity –multiracial, multinational

ÁIncreased participation of women in the workforce

Workforce Benefits 

ÁGrowth of other sectors such consumer finance, 

entertainment, consumer durables etc. 

ÁIndirect employment: Growth of cluster industries

ÁFuelling of VC activities

ÁGrowth engine for entrepreneurship

ÁBrand building

Indirect Economic Benefits 

ÁGrowth in National GDP

ÁIncrease in employment –hence rise in 

government income through taxation etc

ÁForeign Exchange

Direct Economic Benefits  
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Key Advantages for West Africa from a BPO industry perspective

• In the same Time Zone as many 

European nations

• Knowledge of English and other 

European Languages

• Political and Economic Stability 

• Offshore locations are Offshoring 

further

• But, most importantly, West 

Africa has a huge demographic 

advantage!
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The Demographic Advantage ïWest Africa v/s Europe 

• Ageing Population in Europe

• Number of Workers required to 

support every retired person will 

increase

• European countries likely to 

import talent to make up deficit

• West Africa well poised to 

leverage its human capital
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Is West Africa Ready?

• BPO industry still in infancy: 

Clients are still largely domestic 

–cost advantage negated

• Regional Competition: North 

Africa rapidly becoming an BPO 

hub

• Lack of knowledge of the 

industry at a student / academia 

level

• External world unaware of the 

infrastructure / talent capability 

available in the region

The Demographic Advantage can rapidly devolve into a Demographic 

Burden unless steps are taken NOW!
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Creating the Virtuous Cycle of the Triple E linkage

Right match between Demand 

and Supply of skilled talent 

drives economic growth

Appropriate Industry focused 

educational initiatives raise the 

employability of talent 

Planned reinvestment of 

economic gains, through 

appropriate funding of 

educational initiatives drives 

sustainability

Employability

Economy

Education

In order to grow, West African Nations need to take a holistic view 

towards developing the BPO industry
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óEducationô related Initiatives

• Undertake ‘human capital 

planning’ in addition to fiscal 

planning

• Understand key skills of talent 

present in country and critical 

gaps vis-à-vis industry needs

• Update curriculum and 

courseware to make it industry 

relevant 

• Give emphasis to vocational 

education

Employability

Economy

Education
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óEmployabilityô related Initiatives

• Facilitate closer alignment 

between industry and academia

• Set regional benchmarks for 

judging talent capability such as 

a regional BPO test

• Create a National / Regional 

Skills registry

• Create Accreditation 

Mechanisms for Training 

Institutes

• Continuously monitor and 

evaluate to measure impact of 

training 

Employability

Economy

Education Employability

Economy

Education
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óEconomyô related Initiatives

• Create, roll out and monitor BPO 

investment policy 

• Benchmark Location against 

competition to leverage key 

strengths

• Support local entrepreneurship 

through Incubation

• Promote SME growth through 

capacity / capability building 

initiatives

Employability

Economy

Education
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Governance Framework for Implementation 

ÁDevelop a robust pipeline of employable talent 

that meets the skills requirement of the BPO 

industry and can be directly deployed onto a job 

without the requirement of any further training

Educational Institutions

Educational Institutions

Nodal 

Agency

ÁAlign activities of all the key ministries involved 

in human capital development

ÁCreate the right business eco-system that 

attracts FDI as well as fosters the growth of 

local entrepreneurs and small businesses 

Government

ÁConduct a reality check in terms of the initiatives 

being undertaken

ÁCan be a source of funding for the macro 

initiatives being undertaken 

Industry & Associations

ÁCarry the overall mandate of implementation of 

an BPO strategy

ÁConduct Monitoring and Evaluation activities 

and suggest continuous improvement

Nodal Agencies
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To Summarize

• West Africa has a huge 

demographic advantage that 

must be properly channeled 

• In order for sustained growth of 

the BPO industry, it is critical to 

take a holistic view towards 

development

• The underlying framework for 

this is building a Triple E linkage 

between education –

employability –economy

• All stakeholders –Government, 

Industry and Academia have an  

integral part to play
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67 Yearsô Experience: Expertise that Spans the Globe

ÁApproximately 

2,300 Consulting 

Clients

ÁConsulting partner 

to 70 of the 

Fortune 100

ÁA one-firm-firm

HR Consulting Services

Talent, Leadership & 
Engagement

Corporate Transactions & 
Transformation

Health Management

HR Effectiveness

Communications

Compensation

Retirement & Financial 
Management

HR Outsourcing Services

Health & Welfare

Defined Contribution

Defined Benefit

HR Business Process 
Outsourcing

ÁOur Mission: Making the world a better place to work

ÁRecognized as one of America’s Most Admired Companies, Fortune

ÁDedicated Industry / Capacity Development Practice works with Government & Industry 

in building Country Attractiveness towards identified sectors
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For any questions/queries do reach out to:

Neil Shastri

Email: neil.shastri@hewitt.com

Mobile: +91 98711 32923

Thank You!
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