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EXECUTIVE SUMMARY

The purpose of this document is to introduce and promote Lebanon as a business process
outsourcing platform of choice in the Middle East serving customers in Europe and North America
This presentation aims to outline some of the key reasons why investors in customer care may
choose to look at Lebanon for such services, relative to other delivery location options
The following list of countries have been selected as a comparative benchmark against Lebanon in
the business process outsourcing sector: Canada, Egypt, Tunisia, Morocco, Philippines, India, Costa
Rica.
The key issues to be examined in this presentation include
o

Economic Snapshot

o

Human Resources
!
!
!
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Education & Language
Labor Landscape
Salary Information

o

Infrastructure (Information and Communications Technology)

o

Risk (Geopolitical and Operational)

GENERAL FACTS & FIGURES
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o

Area: 10,452 km2 (0.1% size of Canada)

o

Capital: Beirut

o

Currency: Lebanese Pound LBP (USD used as major Foreign Exchange
currency 1 US$ = 1500 LBP)

o

Climate: Mediterranean

o

Population: 4,017,095 (2009 est.)

o

Religions: Muslim 59%, Christian 39%, other 2%

o

Official Languages: Arabic (Official), French, English

o

Government Type: Republic (Democratic system)

REGIONS & POPULATION DENSITY

o Area: 10,452 km2 (0.1% size of Canada)
o Capital: Beirut
About half of Lebanonʼs population resides in Beirut and
Mount-Lebanon.
Beirut is the most densely populated area, with a Land Population
Density (LPD) per sq. Km of 18,251, followed by:

Source: LPD figures provided by the
Lebanese Central Administration for
Statistics
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Region

Residents/km2

Population

Mount-Lebanon

886

1.5M

North Lebanon

445

0.8M

South Lebanon

216

0.7M

Bekaa

123

0.5M

ECONOMIC SNAPSHOT

“The commercial & tourism capital in the region”
Lebanon is a service driven economy that capitalizes on
the initiative of its people and its geographical location
to make up for a lack of natural resources.
Itʼs principal asset is the competence of its human
resources. Lebanon offers a well-educated, multi-lingual
and multi-skilled workforce, considered one of the most
qualified in the Middle East.
A service-based economy, its trading, banking, and
financial facilities, as well as its free currency market,
make Lebanon the region's commercial and tourist
center.
Sources: MOT, EIU 2009 country report
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STRONG MULTINATIONAL PRESENCE
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KEY FIGURES
Canada

India

Costa Rica

Lebanon

Philippines

Tunisia

Egypt

Morocco

GDP/capita (US$)

38,439

620

5,046

5,603

1,382

2,930

1,080

1,720

Average wages (US$)

45,000

1,881

4,800

1,584

4,200

4,407

n/a

6,350

6,500

>6,700

n/a

20,700

11,000

26,435

342,902

24,762

46

50

51

Call center rep
compensation (US$)
Labor force (000’s)

5,888

18,200

College graduates
EIU business
operations risk (scale
100=most risky)

482,200

1,920

3,100,000

19

52

1,300

26,879

36

STRIKING POINTS
o Multilingual workforce: English, French, and Arabic
o Service and sales imbedded in population DNA
o Low attrition pressures and high 20% unemployment rate
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36,220

52

53

EASE OF DOING BUSINESS INDICATORS
STARTING A BUSINESS

EMPLOYING WORKERS

PROTECTING INVESTORS

ENFORCING CONTRACTS

o Procedures Numbers: 5
o Time: 11 days
o Cost: 87.5

o Difficulty Hiring: 44
o Rigidity of Hours: 0
o Difficulty of Firing:30
o Rigidity of Employment:25
o Firing Costs:17

o Disclosure: 9
o Director Liability: 1
o Shareholder Suits: 5
o Investor Protection: 5

o Procedures: 37 (number)
o Time: 721 (days)
o Cost: 30.8 (% of claim)

(% of income per capita)
o Min. Capital: 57
(% of income per capita)

(weeks of wages)

Source: 2009 The World Bank Group, Ease of doing business Indicators
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POPULATION BY AGE & GENDER 2009

o The average age of Lebanonʼs

population is 29.
o Females slightly outnumber males

in Lebanon with women accounting
for 50.6% of the population.
o Women continue to be extremely

important to Lebanonʼs growth, by
playing a prominent role in the
services industry, finance and
government.
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HUMAN DEVELOPMENT

The Human Development Index (HDI) ranks
countries by level of “human development”, which
implies whether a country is a developed,
developing, or underdeveloped nation
The HDI combines three basic dimensions:
o
o
o

Life Expectancy (population health and longevity)
Knowledge & Education (adult literacy rate)
Standard of Living (GDP per capita)

HUMAN DEVELOPMENT INDEX - GENDER COMPARISON

Source: UNESCO, 2005-2006
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“National literacy rate stands close to 90 %”

EDUCATION (I)
“Trilingual & multi-skilled workforce”

o

Education in Lebanon consists of a nationwide network of elementary and secondary public schools; this
network is also supplemented by many private schools.

o

Tutoring is given in at least two languages. The general educational mentality in Lebanon looks outwards, both
towards the East and West.

o

Many Lebanese students pursue higher education in Europe, the US, and the Arab countries.

o

Today, Lebanon has seven major (internationally accredited) universities and many specialized colleges &
technical schools:

GENERAL EDUCATION
o

Schools: The number of schools totaled 2,788 in 2006-2007

o

Students: The total number of students enrolled in general education in 2006-2007 was 911,314 students

HIGHER EDUCATION
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o

The total number of students enrolled in all higher learning institutions (38 institutions by that date,
mostly located in Beirut and the neighboring areas) was 160,364 students, of which 86.7% were Lebanese.

o

The total number of higher education graduates for 2006-2007 reached 26,879. students

EDUCATION (II)

VOCATIONAL & TECHNICAL EDUCATION
o Schools: The number of vocational and technical schools totaled 445 in 2006-2007
o Students: The total number of students enrolled in vocational and technical school in 2006-2007 was 99,731

students
o In 2007, 23,698 students presented the Official Exams, with a success rate of 70% (16,773)

FOREIGN LANGUAGE
o Learning a foreign language is compulsory as of the pre-elementary cycle.
o The foreign language could be either French or English, and carries the same load as the national LA

language (Arabic).
o Foreign language prominence by education sector.
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6.7%&8/019:4

6.7%&8/01;<4
Most schools will teach both foreign languages as of the intermediate cycle.

EMPLOYMENT

o The active labor force (working population aged between 15 and 64) is about 1.3 million, or around 33

percent of the resident population
o Unemployment estimates 20 % in 2008 (According to sources collected from the National Survey of Living

Conditions, ILO, UNDP, CAS)
o A breakdown of the labor force by sector perpetually shows the pre-eminence of the services sector
o As many as 41 to 46 percent of the working population are employed in the services sector, which is twice

as much as the trade sector (23%). Industry follows, then construction, and finally agriculture
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AVERAGE SALARY SCALE

Source: InfoPro Research- 2007
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AVERAGE SALARY SCALE
“Digital Access Index (DAI)”
The Digital Access Index “DAI” is
built around four fundamental
vectors that impact a country's
ability to access ICTs:

In the world ranking, Lebanon came
67th among 178 countries.

Note: DAI values are shown to hundreds of a decimal point. Economies with
the same DAI value are ranked by thousands of decimal point.

Source: ITU
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CONTACT CENTER MARKET OVERVIEW
VENDORS
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CUSTOMERS

RISK ASSESSMENTS

Source: Economist Intelligence Unit. EIU country risk 2009

- “We have chosen Beirut to host our support center
thanks to the countryʼs ability to deliver a pool of
multi-lingual graduate talent, its reasonable
operational costs as well as its advanced
communication infrastructure,”. Gilbert Lacroix, vice
president and general manager for Computer
Associates in the Arab Countries said
ITG Holding - Newsroom
- "We have complete confidence that Lebanon is the
best choice,”. Binu Thomas, Toshiba regional service
manager of the Computer Systems Division for
Middle East and Africa.
Al Bawaba (Middle East) Ltd. Mar 5, 2009
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SWOT
STRENGTHS

S

oHighly literacy rate and well educated workforce with close cultural
affinity to the West.
oStrong multinational presence
oService culture dominates economy (hospitality, media, banking, etc.)
oStable Telecom infrastructure and solid blue chip tech company presence

OPPORTUNITIES

O

WEAKNESSES

W

oNo presence yet of large BPO organizations (i.e. no track record)
oEverything needs to be build from scratch (recruitment processes,
accent and customer service training curriculums, redundancy
procedure for IT, Telecom, and DRP)
oNo resources that have deployed massive call center
infrastructure

THREATS

T

oGrowth of tourism sector might solicit similar employee DNA
oUnemployment rate of 20%
oUntapped scalable presence of bilingual (English/Arabic,
French/Arabic), and trilingual resources
oNew government incentive program for BPO setup
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oLimited scalability due to size of population
oTelecom and Electricity redundancy will need to be outsourced by
third-parties
oNeed to move away from instability hotspots

APPENDIX

RISK ASSESSMENTS
ICT
T OPPORTUNITY
Y INDEX
The four sub-indices are composed of the following indicators: Network index: fixed telephone lines per 100 inhabitants,
mobile cellular subscribers per 100 inhabitants, and international internet bandwidth (kbps per inhabitant). Skills index:
adult literacy rate, and gross school enrolment rates. Uptake index: computers per 100 inhabitants, Internet users per 100
inhabitants and proportion of households with a TV. Intensity index: total broadband internet subscribers per 100
inhabitants, international outgoing telephone traffic (minutes) per capita. The 'average annual growth rate (2001-2005)'
refers to the growth of ICT-OI values between 2001 and 2005.

DIGITALL ACCESS
S INDEX
In 2003, the Market Information and Statistics Unit launched the Digital Access Index (DAI), a new index, which measures
the overall ability of individuals in a country to access and use new ICTs. The DAI is built around four fundamental vectors
that impact a country's ability to access ICTs: infrastructure, affordability, knowledge and quality and actual usage of ICTs.
The DAI has been calculated for 181 economies where European countries were among the highest ranked. The DAI allows
countries to see how they compare to peers and their relative strengths and weaknesses. The DAI also provides a
transparent and globally measurable way of tracking progress towards improving access to ICTs.

EASE
E OFF DOING
G BUSINESS
S INDEX
The Ease of Doing Business Index is an index created by the World Bank. The index is based on the study of laws and
regulations, with the input and verification by more than 5,000 government officials, lawyers, business consultants,
accountants and other professionals who routinely advise on or administer legal and regulatory requirements. The Ease of
Doing Business index is meant to measure regulations directly affecting businesses and does not directly measure more
general conditions such as a nation's proximity to large markets, quality of infrastructure, inflation, or crime.
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INFORMATION & COMMUNICATION TECHNOLOGY (I)
DOMAIN COMPETENCIES OF ICT FIRMS

The sector counts some six hundred companies that
employ more than 6,000 professionals.
Large ICT firms continue to employ the lionʼs share of
the industryʼs employees.

Media
Insurance
Manufacturing
Healthcare
Construction
General Trade
Distribution
Education
Retail
Banking

Domain

The Lebanese ICT sector has been expanding steadily
over the last few years, averaging around 13% in
annual growth.

23%
24%
25%
26%
28%
29%
32%
35%
39%
44%
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EXPORTS AND MARKET FOCUS

COMPANIES & WORKFORCE ICT SECTOR

Source: SRI International - 2007
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o

Banking services and distribution led as the two strongest
core business domains for Lebanese ICT firms, followed by
government, general trade and services, and insurance.

o

The Gulf Region is the most important export market for the
Lebanese ICT firms, followed by other countries in the
Middle East.

o

Software companies led in export activity while hardware
firms lagged behind.

o

In the hardware sub-sector, survey results suggest an
increasing focus on sales and maintenance and a migration
away from hardware design and assembly.

INFORMATION & COMMUNICATION TECHNOLOGY (II)
“Opportunity Index”

Source: ITU.
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www.smartsource.me

CONTACTS

LIBACOM OFFSHORE sal
COMMERCIAL REGISTRATION 2802986

Nicolas Ghosn St, Rizk Bldg
Ashrafieh, Beirut, Lebanon

T +961 1 21 69 39
F +961 1 21 69 49

