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Our research offerings for global services

» Market Vista™

Global services tracking across functions, sourcing models, locations, and service providers — industry tracking reports also available
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Catalyst™
» Cloud & Infrastructure

» Customer Experience Management Services

v

Contingent Workforce Management

» Data & Analytics
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Digital Services
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Engineering Services

Membership information

e This report is included in the following research program(s)

— Locations Insider™

e If you want to learn whether your organization has a membership agreement or request information on pricing and membership options,

please contact us at info@everestgrp.com
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Enterprise Platform Services
Finance & Accounting

Human Resources

ITS | Banking & Financial Services
ITS | Healthcare

ITS | Insurance

ITS | Life Sciences

IT Services Executive Insights™
Locations Insider™

Procurement

Recruitment Process Outsourcing

Service Optimization Technologies

More about membership

In addition to a suite of published research,
a membership may include

e Accelerators™

e Analyst access

e Data cuts

e Pinnacle Model® reports
e PriceBook

e Virtual Roundtables

e Workshops

Custom research capabilities
e Benchmarking | Pricing, delivery model, skill portfolio
e Peer analysis | Scope, sourcing models, locations

e Locations | Cost, skills, sustainability, portfolio — plus
a tracking tool

e Tracking services | Service providers, locations, risk

e Other | Market intelligence, service provider
capabilities, technologies, contract assessment



Research methodology

ontents |
e Overview

o Market activity

e Talent and cost overview

e Global services delivery overview

e Risk profile

e Research calendar

For more information on this and other research
published by Everest Group, please contact us:

Ranjith Reddy, Senior Analyst
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This report provides perspectives on key aspects of the global sourcing market in Cali,

Colombia

An emerging location for contact center delivery for bilingual skills (English and
Spanish), offering moderate cost arbitrage over other leading Colombian cities (Bogota
and Medellin)

18,000-23,000
annual tertiary
graduates

= Annual operating cost per FTE
10-15% savings over Bogota
5-10% savings over Medellin

h

Cali | risk profile (page 1 of 2)

« An emerging location for delivery of contact center services.
Primarily leveraged by specialist service providers for contact
center services

 Offers a sizable pool of graduates every year, with basic
knowledge and soft skills required for the contact center
industry

o Relatively smaller employed talent market may pose
scalability challenge for large setups

o Concerns related to quality of talent, both in terms of
language skills and in supporting services such as IT
non-voice BP services, as compared to Bogota

o Limited instances of the location being leveraged for delivery !

o Attractive cost proposition as compared to other Colombian
of non-voice Business Process (BP) and IT services | ivi

cities, with high quality of ir ire and good cor y
with other key locations

Parameter

. P— P . Everest Group rating
 High availability of talent pool skilled in Spanish; more than

30% of the entry-level talent pool is proficient either in B1 or

|  The city is highly prone to natural calamities and ther
higher levels of English

concerns with respect to high levels of corruption and

o Favorable location for domestic services delivery, especially

in terms of government initiatives to improve the business rate o
environment Geopolitical &
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Macroeconomic
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Good infrastructure facilities; however, some concerns around economic stability due to COVID-19

@8 Highly favorable Favorable, some concerns @ Least favorable

Comments

Colombia ranks 46th among 167 countries in the Democracy Index 2020, compiled by the Economist
Intelligence Unit (EIU)

No major concerns; the newly elected President has a majority in the Congress, ensuring smooth
governability

Colombia ranks higher than other countries in the region on overall fragility to external risks and
interventions. However, ranks low on concerns related to bribery, prosecution of corruption cases, etc.

The macroeconomic policy (since 2000) of Colombia is anchored on controlling inflation, flexible exchange

rate, and a prudent fiscal policy. This resulted in a strong growth in the economy, despite some concerns

related to low productivity and heavy dependency on oil prices

— Economic contraction expected across all Latin American locations due to impact of COVID-19 and a
recessionary mindset across countries. However, the Colombian government announced a sizable fiscal
package for 2020, totaling over COP 31 trillion and COP 72 trillion, as special lines of credit and loan
guarantees for firms that are deeply affected, and is taking measures to increase liquidity in the market to
boost economy

Colombia is ranked 81st out of 141 countries in the 2019 Global Competitiveness Index for its infrastructure

quality

Public transport is extensively leveraged in Cali and the city is well-connected with Bogota, with more than

40 flights per day, and operates daily flights to US cities such as Florida

The Zonamerica Free Trade Zone (one of the six functional Trade Zones), dedicated for services industry, is

in Cali



Research calendar
Locations Insider™

Il Published Planned [ Current release
Location Spotlight — Wuxi, China August 2020
Location Spotlight — Taiwan September 2020
Location Spotlight — San Antonio, Texas, The United States October 2020
Location Spotlight — Birmingham, The United Kingdom December 2020
Location Spotlight — Nigeria December 2020
Location Spotlight — Raleigh, The United States December 2020
Location Spotlight — Coimbatore, India January 2021
Location Spotlight — Lithuania March 2021
Location Spotlight — Cali, Colombia March 2021
Location Spotlight — Hungary Q1 2021
Global Locations State of the Market 2021 | Risk Watch Q1 2021
Africa: Emerging IT-BP Delivery Force July 2020
Leading European Locations for Global Delivery of Engineering Services October 2020
Data & Analytics Handbook — Delivery Location Strategy to Steer Through Digital Disruption November 2020
Leading LATAM Locations for Global Services Delivery Q1 2021

Note: For a list of all of our published Locations Insider™ reports, please refer to our website page
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Everest Group®

With you on the journey

Everest Group is a consulting and research firm focused on strategic IT, business services, engineering services, and sourcing.
Our clients include leading global enterprises, service providers, and investors. Through our research-informed insights and
deep experience, we guide clients in their journeys to achieve heightened operational and financial performance, accelerated
value delivery, and high-impact business outcomes. Details and in-depth content are available at everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

3 @EverestGroup Bangalore New York
india@everestgrp.com info@everestgrp.com

() @Everest Group +91-80-61463500 +1-646-805-4000

€) @Everest Group

© @Everest Group Delhi Toronto
india@everestgrp.com canada@everestgrp.com

Blog +91-124-496-1000 +1-647-557-3475

everestgrp.com/blog

Podcast
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.





