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Discussion Topics

A Background

A Trends in BPO Industry

A Impact of Current Economy Downturn

A TheEmerging KPGector

A Future BPO Megdrends

A How Can the Philippines Remain Competitive?
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C) StarTek Overview

Founded in 1987 Customer Care & BPO

w Sales & Sales Support

w Consumek Business Care
20 Delivery Centers in the U.S., Canada, w Receivables Management

Headquarters in Denver, CO, USA

Philippines, and Costa Rica w Technical & Field Support
U w Order Management &
Employees: 9,000 Provisioning

Publicly Traded since 1997 (NYSE: SRT) ® Account Management
2008 Revenue: $273 Million

11% Revenue Growth in 2008 and 2009 Industry Focus:

Communications
Denver, Colorado & Technology
Hleadguarters w Telco & Wireless
w Cable/Broadband/Satellite
w Content Provider Services
w Consumer Electronics
w Software, Systems & Inter
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The Evolution of Outsourcing

Outsourcing Enablers

Mainframe Low Cost Telco Software Offshore Labor
Computers PBX Switch  Platforms  Global Connectivity

Logistics Computin Call IT gf?ck Kr;owled
Fulfillment /" Services /~ Centers Services (BFI>C(§) (Iglg%sis
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Sector Comparisons

Onshore Call Offshore Offshore Offshore Offshore
Center CallCenter BPO IT KPO

Voiceand

Functions Voice Voice Non-Voice Non-Voice Non-Voice
Key Philippines India India India
Locat Canada LatinAm. Philippines Philippines
ocations India EastEurope
wages (sus) JIEEEE
Attrition 80-120% 50-60% 25-35% 15-20% 15-25%
_ Computer Accent Intuitive Technical
Skills Conversational Grammar Process Analytical
Required Tech orCare Conversational Engineering

Tech or Care Programmer
Education High School College College College/MBA MBA

Source: Company Reports, Bair@o.
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BPO Trends - Client Perspective

In light of the economic downturn, we are observing:

Less transaction volume (sector specific)

Increasing % of outsourcing (for cost savings)
Accelerating migration to offshore (for cost savings)
Increased focus on revenue generation (selling skills)
Eliminating nomperforming vendors

Slower decision cycles (risk averse)

Deploying technology to offset labor costs
Heightened concern about risk (disaster recovery)
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BPO Trends - Vendor Perspective

1. Chasing new labor markets
I Less Canada and Europe; More use of at home agents in L
I Accelerating use of traditional offshore
I Larger vendors expanding into emerging markets

2. Focused on profitability
I Client retention
I Selective price increases
I Operating efficiencies
I Use of Shared Services to reduce SG&A costs
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BPO Trends - Vendor Perspective

3. Focus on growing verticals sectors
I Healthcare is new hot sector
I Communications continues to grow
I Financial Services needs cost savings

4. Moving up the value stack (improved margins)
I Less labor and facilities focus
I Better use of technology (client driven)
I More process (BPO)
I More intellectual (KPO)
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What is KPO?

The KPO term was coined By@ | f dzS GheNIpesabriy
Officer, AshishGupta, in September 2003, in an effort to
RATFSNBYUAIGS 0S06SSYy Kraa 7F.
established BPO firms

BPA/P defines KPO as: artension of BPOnvolving greater
business complexityand focusing orknowledgeintensive
business processes that require significaddmain expertise
Knowledge workers delivering these servicage_highly
educatedand trained, andirusted to make important
decisionson behalf of theirclients.
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KPO vs. BPO

KPO has more:

A Complex processes that provide guidelines but not rules
A Agent judgment rather than rule driven

A Higher agent level skills (MBA vs. BA)

A Higher agent wages ($15 vs. $4)

A High interactivity with other corporate teams and
processes
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KPO Functions

Equity and Financial
Research and Analytic

Business and
Marketing Research
and Analytics

Engineering and Desig
Services

Pharmaceutical
Research Outsourcing

wlnvestment research; financial modeling
wCompany and industry reports

wCredit risk analysis

wValuation of companies

wEquity and Capital Market analysis

wMarket research and analysis
wData mining and report preparation
wCustomer analytics

wVLSI and chip design
wSimulations

wProduct design support
wPrototype development

wOffshore drug discovery
wClinical research

SourceTPI
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KPO Services Segments

Projectet’20 0 KP Osklsage fay iSegment

Animation &
Data Research,

Simulation Other _
Services 9% Integration &
8% Management
29%

R&D
12%

Remote

Education & _
Publishing _ _ Biotech &
12% Engineering and Pharma
Design 18%
12%
SourceNASSCOM.
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KPO Growth and Delivery

The KPO market is growing at 34% CAGR
India dominates the KPO Sector and will do so for the near future
Other markets are rapidly expanding into KPO

Global KPO Industry Global KPO Industry
Total Sales $4.4 Billion Total Sales $16.7 Billion
200607 201011
SourceM/v ] [+ WK EW KE]P]JvU pEE& vS "$§ S U v &USUE JE& S]}ve_

by AlokAggarwal ChairmanEvalueservé2008)
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