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OVERVIEW

This research paper explores the ‘Nearshore Central & 
Eastern European BPO Opportunity’ against a 
backdrop of immense change in the global economy 
as the world continues to tackle the impact of the 
COVID-19 pandemic.

As the global economy recovers and realigns, there are 
a multitude of opportunities for outsourcers wishing to 
look at new BPO locations further afield from their 
usual target markets – locations in Latin America and 
East Africa spring to mind.  

However, many outsourcers keen to examine a 
nearshore opportunity, are turning to Central & Eastern 
Europe’s BPO sector, which has grown rapidly over the 
past decade, and which offers outsourcers a multitude 
of different locations, languages, and capabilities.  

Central & Eastern Europe’s outsourcing industry is led 
by some of the global industry’s most visionary players 
keen to offer clients an increasingly complex range of 
services based on a young and educated talent pool, 
low labor costs and benefits for those international 
businesses willing to invest long-term.

KEY FOCUS

This research paper digs deeper into the state of the 
outsourcing industry in Central & Eastern Europe.

It focuses on the following key questions:

What is driving interest in Central & Eastern 
European BPO destinations?

What are the key functions that are being 
delivered from Central & Eastern Europe?  

What are the key functions likely to be offered 
by the region over the coming decade?

O1.

O2.

O3.
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GEORGIAN BPO

To provide further contextual background to the region’s sector, the analysis in this paper extends 
to providing a deep-dive analysis of one of the fastest-growing emerging BPO destinations – 
Georgia.

Nestled in the Caucasus mountains with Russia to the north and Turkey to the southwest, Georgia 
offers European outsourcers a nearshore opportunity with an established track record in BPO 
delivery. Georgia is located at GMT+4 facilitating ease of service in both the European and Asian 
markets. This paper aims to lift the lid on Georgia’s potential within the context of emerging Central 
& Eastern European destinations.

This paper will look at several core components related to Georgia’s BPO offer including:

By contextualising one of Europe’s emerging destinations within an analysis of the wider Central & 
Eastern European BPO sector, this paper aims to equip analysts with a fresh and up-to-date 
example of how the whole region is developing.

Skilled labor force

Language skills

Business & technology skills

Scalability potential

Use of multiple urban locations

Accessibility for the European nearshore and global demand markets

Ease of doing business

The paper will also provide analysts with crucial 
information including: 

An overview of established delivery 
locations

An overview of emerging delivery 
locations

An initial evaluation of the capabilities 
of locations in the region 

O1.

O2.

O3.
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CENTRAL & EASTERN EUROPE – AN OUTSOURCING 
OVERVIEW

The growth of Central & Eastern Europe in the domain of BPO has been strong over the past 
two-and-a-half decades and continues to gain traction.  However, to better understand the context 
of outsourcing in this region, it is crucial to understand what the key drivers have been historically 
for this type of investment.  The extent to which this dynamic will evolve in the post-pandemic 
period should not be underestimated.

To be clear, each enterprise that chooses to outsource some or all its business functions to Central 
& Eastern Europe does so for their own unique reasons.  

However, there are several broad drivers that have been at the heart of this region’s BPO expansion 
and that remain equally pertinent moving forward.  These include the following:

Key Drivers For Outsourcing Investment To Central 
& Eastern Europe

Something that cannot be underestimated 
in the growth of Central & Eastern Europe 
as a BPO delivery destination is its 
reputation for supporting some of the 
biggest brand names in key demand 
markets.  Much of this is predicated on the 
quality associated with outsourcing from 
this region, which is built around educated, 
reliable labor that can perform complex 
business or technology-related functions.  
It is notable that in the most recent Ryan 
Strategic Advisory Front Office Omnibus 
Survey, reputation of a delivery point was 
ranked as one of the most important 
factors that an offshore location can bring 
to the table for enterprise buyers in 
western markets.

Especially for front line outsourcing work, 
the opportunity to source a pool of labor 
that has strong written and oral language 
skills is among the most important factors 
that an offshore destination can bring to 
the table.  And, it is an area in which Central 
& Eastern Europe has been outstanding.  
Consider that the geographic proximity of 
this region to Western Europe has been 
vital in exposing its citizens to different 
languages.  This has been accentuated 
with European Union membership for 
many of these countries, that has 
permitted freedom of travel and work in 
Western Europe.  The by-product has been 
a culture of fluency in multiple languages 
for many in Central & Eastern Europe.  
These languages include English, German, 
Italian, French, and Spanish, which 
combined render Central & Eastern Europe 
a desirable multilingual BPO hub.

Reputation Linguistics 
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The reality in today’s economy is that 
executives are not as willing to travel long 
distances for the sake of accessing a BPO 
site.  The era of such 24-hour+ journeys are 
a thing of the past.  This is another factor 
that continues to make Central & Eastern 
Europe an attractive option for 
outsourcers, especially those from 
Western Europe.  Being able to access a 
delivery point within a 2-3 hour flight, with 
limited time zone differential or climate 
differences is infinitely more attractive for 
decision-makers in 2021 and beyond.

Given their proximity to Western Europe, 
Central & Eastern European outsourcing 
employees have an inherent understanding 
of many (if not all) the products and 
services that they support for consumers 
in those demand markets.  The fact that 
the agents themselves likely use these 
same products and services in their daily 
lives adds a level of familiarity in each 
end-user interaction that cannot be readily 
replicated in other delivery points.

Accessibility Empathy: Commercial 

BPO team members in Central & Eastern 
Europe are exposed to a daily dose of 
popular western culture and have a strong 
affinity for western media.  This means 
that unlike offshore destinations further 
afar, these agents have a first-hand 
understanding of western culture, which 
aids the quality of interactions in terms of 
developing a quick rapport with end-users.

As noted earlier, many (if not most) Central 
& Eastern European countries have joined 
the European Union (EU) or are intending to 
do so.  This has meant the alignment of 
commercial law with Western European 
demand markets, which renders business 
engagements more straightforward both 
with the EU and its major trading partners 
in North America.  This is a crucial selling 
point for BPO clients, especially in terms of 
information protection, according to the 
2021 Ryan Strategic Advisory Front Office 
Omnibus Survey of 628 enterprise CX 
decision-makers.

Empathy: Cultural Regulatory 
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The reality is that North America and 
Western Europe are significantly pricier 
than those in Central & Eastern Europe in 
terms of outsourcing operations.  And, 
while the prices associated with BPO 
delivery in the region vary considerably, 
investors can count on a level of 
affordability greater than in key demand 
markets. This is denoted in the monthly 
wage graphic indicated below, in which 
Georgia compares very favourably relative 
to other Central & Eastern European 
locations associated with outsourcing 
delivery.

Central & Eastern European locations have 
been making ongoing investments in 
infrastructure, which has been a key 
enabler for winning BPO investment.  This 
is notably in modern connectivity networks 
and reliable electricity grids.  This is 
essential in facilitating not only BPO 
facilities, but the expansion of 
home-working that is becoming a big part 
of outsourced delivery.  Equally, the push in 
many of these countries for modern public 
transport in major and secondary cities 
re-enforced a view that Central & Eastern 
Europe is a region where employees can 
access work reliably.

Value 

Monthly Wage - Inbound English Voice CX (USD)

Infrastructure 

Source – Ryan Strategic Advisory



7

With these considerations in mind, it is clear why Central & Eastern Europe has grown as a 
destination of choice when it comes to outsourcing delivery for enterprises and their BPO partners 
in Western Europe and North America.  However, what is also clear is that unlike many offshore 
destinations, Central & Eastern Europe has been a destination for a significant number of 
third-party services.  The region’s dexterity has been a major reason for its BPO growth.  The 
following outline the most pervasive functions being provided in Central & Eastern Europe from an 
outsourcing perspective:

However, it would be naïve to paint each country performing BPO in Central & Eastern Europe with 
the same brush.  These locations are very differently in terms of their overall level of maturity and 
the functions that are performed in each.  Therefore, both outsourcers and their clients need to 
understand the nuances of each in order to understand where specific BPO strengths lie.

Among the major Central & Eastern European countries doing BPO, there are five that are 
considered mature – Bulgaria, the Czech Republic, Hungary, Poland, and Romania.  

What denotes each of these locations as a mature location includes:

Established BPO Locations In Central & Eastern Europe

Business process outsourcing – front office:
customer care; technical support; accounts receivable management; revenue generation; social 
media content management / moderation; CX technology management; customer experience 
compliance management.

Business process outsourcing – back office:
finance & accounting; human resource management; procurement; legal process outsourcing; 
knowledge management.

IT services:

applications development; infrastructure management; security & data protection; cloud solutions 
development & management.

Each of these countries offers a variety 
of diversified outsourced services to 

clients in different countries.

Nature Of Outsourced Services 

In each of these locations there is a mix 
of local and global outsourcing operators 

providing services to foreign clients.

Nature Of BPO Industry 

These countries are well-known in key 
sourcing markets as ones of quality and 

stable operating environments.

Reputation

Each of these destinations has been 
performing outsourcing for foreign 

clients for at least a decade.

Legacy
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In addition to those countries that are considered as established BPO delivery points in Central & 
Eastern Europe, there are a number of destinations that are growing their outsourcing sectors and 
can be considered emerging.  The characteristics that denote these emerging locations in the 
region include:

At a broad level, these emerging outsourcing countries in Central & Eastern Europe include Albania, 
Slovenia, Croatia, and Serbia.  However, it is Georgia that of late has been garnering a tremendous 
amount of interest from both outsourcers and their clients as a destination in which value and 
quality can be sourced in an accessible manner.

Emerging BPO Locations In Central & Eastern Europe

In these emerging BPO markets, there are 
limited numbers of outsourced services 

being provided.  Rather, the emphasis 
among providers is to focus on a small 
number of functions, usually associated 

with the contact center space.

Service Concentration 

Emerging outsourcing locations in Central 
& Eastern Europe are known to have 

many local competitors operating, with 
far fewer global or regional players 

present.

Localized Competition 

These locations are still establishing a 
reputation in key demand markets for 

outsourced delivery into foreign 
locations.

Developing Awareness 

In the case of each of these locations, 
the BPO sector focused on servicing 

foreign clients has been in existence for 
less than ten years.

Limited Tenure 

GEORGIA IN THE EUROPEAN 
NEARSHORE BPO SPOTLIGHT

With so many countries presenting themselves as 
legitimate outsourcing destinations across Central & 
Eastern Europe, it would be understandable for both new 
BPO entrants and enterprise clients to be confused over 
which is the best option for their business needs.  

It is in this spirit that in recent times, Georgia has come onto 
the outsourcing scene with a tight, targeted business 
services offering that is attracting the attention of 
executives across western demand markets.
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While Georgia may not be as well known a BPO delivery point as others in Central & Eastern Europe, 
this does not mean that it does not have an active outsourcing industry.  

In fact, over the past five years, this country has managed to develop a growing and competitive 
services ecosystem.  There are several reasons for this, which include:

Collectively, these factors have already led to significant BPO investment in Georgia.  To date, 
several third-party operators that service foreign clients have planted their flag in Georgia to 
perform a variety of business and technology-related functions. These include global providers 
such as Concentrix, Majorel, and EPAM, through to local upstarts such as the Georgian Service 
Group (GSG).

Regardless of the service or size of the outsourcer there are many industry-specific benefits that 
these outsourcers can leverage in their Georgian operations.

An Emerging Outsourcing Destination

Georgia’s successive governments have instilled an operating environment that has led to a 
stable economy in which BPOs can operate.  In fact, the IMF indicates that while GDP growth 
has been strong to the start of 2020, inflation has been relatively consistent through this 
same period. The country is expecting a strong rebound year from the challenges of Covid 
in terms of the economy; current estimations forecast double-digit percentage growth.  

A Strong Economy 

Georgia’s government has put into place taxation policy that is inherently favorable to 
investors.  The most important provisions to encourage BPO investment include no taxes on 
retained profits, low personal income taxes – currently 20% – and a flat corporate income 
tax capped at 15%. According to the World Bank, Georgia is the third least tax burdened 
country in the world.  

A Competitive Taxation Regime 

From a regulatory standpoint, Georgia is among the easiest for new investors to navigate.  
This was quantified in the most recent edition of The World Bank’s Ease of Doing Business 
study, which indicated that Georgia was the 7th most competitive economy globally.  This 
was especially notable in the straightforward nature of registering a business, acquiring 
property, getting electricity set up and obtaining construction permits.  This was also 
validated in the OECD FDI Regulatory Restrictiveness Index published in 2019, in which 
Georgia was ranked 8th.

Low Levels Of Red Tape 

Ensuring that outsourcers can enter free of many financial burdens as they get up and 
running is crucial for a BPO destination.  Broadly speaking, Georgia has instituted several 
measures that help alleviate different cost buckets, including grants of up to $230,000 USD 
for new BPO projects.  The state also offers a tax reduction scheme for IT outsourcers 
alongside benefits for their employees’ including reducing personal income taxes to 5%.  

Incentives That Work For The Outsourcer
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While Georgia may not be as well known a BPO 
delivery point as others in Central & Eastern 
Europe, this does not mean that it does not have 
an active outsourcing industry.  

In fact, over the past five years, this country has 
managed to develop a growing and competitive 
services ecosystem.  There are several reasons 
for this, which include:

One of the reasons that so many operators are 
looking at the opportunities to deliver services in 
Georgia relate to the country’s linguistics.  In 
fact, with nearly 600,000 foreign language 
speakers in the country’s major cities, 
outsourcers are finding that Georgia can 
provide the basis for a niche multilingual hub.  

According to Invest in Georgia, among those 
students who have taken foreign language tests 
in the country’s national examinations over a 
decade-long period, there is scalability in:

      English

      Russian

      German

It is notable that there are specialized schools 
that instruct in these languages throughout 
Georgia, thereby adding to the fluency of 
students.  And, while numbers of speakers are 
lower, there is also the potential for recruiting 
talent that speaks Italian, French and Turkish.

A Skilled, Services-focused 
Labor Force

01. Languages

Outsourcers that are investing in Georgia find that the capabilities among the growing number of 
graduates are a significant advantage in getting up and running efficiently.  In fact, the country’s skill 
sets are very diversified, with a good mix of those leaving university coming out with degrees in 
technology / engineering (23%), social science / commerce and law (43%) and health-related 
disciplines (17%).  

02. Business Skills
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Admittedly, Georgia is not the largest destination in 
Central & Eastern Europe for BPOs and their 
clients.  However, the advantage that it brings to 
the table is that its skilled, multilingual labor pool is 
not concentrated in one single location, which has 
been the case in many offshore outsourcing 
destinations in various parts of the world.  Rather, 
in the case of Georgia, there are several cities in 
which an outsourcer can choose from that offer 
accessibility and scalability of which the largest are 
listed below. 

The key in this discussion is that Georgia can 
provide an outsourcer with a sizable number of 
urban areas in which to operate.  This means that 
human resources and commercial property are not 
under the same pressure that it would be if 
centralized in one location.  This ensures a more 
stable BPO delivery operating environment.

03. Scalability

As noted earlier in this report, there is much less of a desire among executives to travel excessive 
distances to visit a BPO delivery center.  For Georgia, this is a major advantage especially for those 
visiting from Western Europe. Citizens of 98 countries can travel visa-free to Georgia and can also 
live and work for up to one year. The graphic below outlines how close Georgia’s main gateway of 
Tbilisi is for business travellers coming in from Western Europe, relative to other offshore 
outsourcing destinations further afield.

04. Accessibility 

City

Tbilisi

Source – Department of Statistics of Georgia

Batumi

Kutaisi

Rustavi

2020 Population

1,184,282

204,156

147,635

125,103

City

London Heathrow

Frankfurt

Paris Charles De Gaulle

Tbilisi 

4h39

3h53

4h24

Johannesburg

11h11

10h43

10h46

Mumbai

9h00

8h13

8h44

Manila

13h14

12h39

13h11

Amsterdam 4h13 11h07 8h34 12h48

Source - https://flighttime-calculator.com/
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CONCLUSION 

Central & Eastern Europe’s attractiveness as a provider of nearshore BPO services is dependent on 
the region’s ability to develop and deliver on its established key drivers of reputation, linguistics, 
accessibility, empathy, value, regulatory set-up, and infrastructure.

On each of these drivers, the region scores highly.  Everything suggests that this trajectory will 
continue.  Moreover, the region’s BPO sector has dealt well with conditions imposed by the 
COVID-19 pandemic as delivery centers have largely delivered seamless business continuity.    

The region also offers diversity – no two country locations are the same.  Each offers a different 
profile, cost structure and set-up.  The Georgian case study is instructive.  It provides further 
evidence of the opportunities of the region in terms of an attractive global location to do business 
buttressed with niche linguistic capability and potential scalability across different locations.  

The fact that Georgia’s BPO sector has developed within the past decade offers further evidence of 
the region’s vibrancy and capacity to reinvent itself against global competition.

With outsourcers keen to minimise risk in a post-pandemic world, Central & Eastern Europe offers 
an attractive region for those companies keen to balance opportunity and value.

For more information please visit www.ryanadvisory.com.


