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INTRODUCTION

Global Business Services (GBS), Shared 
Services Centers (SSCs), and Captives 
represent the foundation of process efficiency, 
cost-effectiveness, and standardization for 
most global organizations, so businesses 
must choose a GBS location with the talent 
and capabilities to deliver in a quality manner. 

Egypt has long been an attractive GBS 
location for multinationals with its large, 
well-educated talent pool, strategic location, 
European time zone, and reliable 
infrastructure. As a result, brands like Nestle, 
Henkel, PepsiCo, Vodafone, HSBC, P&G and 
Schneider Electric (and many more), have 
chosen to launch GBS operations in the 
country. But what specific benefits are 
drawing so many multinationals to Egypt?

This third in a series of three white papers by
Ryan Strategic Advisory (click here for the first 
and second in the series) will explore Egypt’s 
strengths as a GBS hub, considering 
on-the-ground experiences from three major 
international brands. In addition, readers can 
expect to learn why Egypt is an essential 
consideration for organizations looking to 
establish new GBS operations. 
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https://ryanadvisory.com/ryan-strategic-advisory-publishes-white-paper-with-itida/
https://ryanadvisory.com/ryan-strategic-advisory-publishes-report-on-egyptian-multilingual-cx-delivery/


Cairo is home to more than 150 delivery centers, making it the leading choice for 
GBS in Egypt. 

The city produces more than 600,000 university graduates each year, most of 
which have strong language fluency in English, in addition to French and German 
(among others). 

Here is a snapshot of some notable players leveraging this talent pool today:

GBS LANDSCAPE

     | 03

Vodafone Intelligent Services 
(VOIS) has over 8,000 
employees providing IT and 
business process services for 
Europe. VOIS is also the center 
of excellence for the 
company’s global artificial 
intelligence activities. 

Henkel’s shared services center 
began operations in 2013. The 
center now hires 210 
employees, with around 90 
additional seats available for 
future expansion. The company 
mainly intends to expand its 
digital IT functions, with its 
global operations shifting some 
of its key IT roles to Egypt. 

Nestle employs 290 agents
to serve 17 countries, 
primarily for F&A activities like 
tax, reconciliation, accounts 
payable, and others. 

Dell Technologies employs over 
1,400 people at its Cairo Center 
of Excellence, which provides a 
range of services for 18 global 
business units. 



LANGUAGE SKILLS AND 
AVAILABILITY
Chemical and consumer goods giant Henkel primarily serves India, the Middle East, and 
Africa from its GBS center in Cairo. The center also serves Tunisia, Algeria and Turkey, so 
language skills for each market have been essential for this firm’s operations in Egypt. 

According to Khaled Elmor, Head of Global Business Solutions+ Cairo at Henkel, English is 
a default skill for most graduates. People learn it as early as the primary stage of public 
schooling; in international schools, English is the prime language of instruction. So, the 
company has not faced any issues finding candidates with English skills. French 
language skills are also common in the workforce, with Elmor again stressing that hiring 
for French is very straightforward. Turkish is also available but in niche numbers.

The Swiss-based multinational food and beverage leader Nestlé has five teams serving 
seventeen countries from its Egyptian GBS center. Depending on the role and the market, 
the company hires people with English, French, Urdu, Persian, German, Turkish, and 
Spanish skills. 

Again, while English and French are not an issue for Nestlé, one of the main challenges 
has been finding candidates with functional experience and specific language skills. As 
an example, Chadi Jabbour, Head of SS Business Center at Nestlé, mentioned that finding 
somebody with a combination of financial knowledge and Turkish language skills was 
challenging. The solution has been to prioritize hiring people with the right language skills 
and then train them in different functions as required. 

     | 04



According to Jabbour, Egypt’s public universities 
are graduating talents with the right skills to fulfill 
the GBS market’s needs in terms of languages or 
functional competencies. However, as Elmor 
corroborates, there is a need for education 
institutes to introduce more support with career 
coaching, business skills, and corporate 
knowledge, as this could open the scope for other 
functionalities. 

It is further noted that The IT Industry 
Development Agency (ITIDA) is embarking on a 
plan for 2022-2026 to create additional 135,000 
export jobs in the industry. To support GBS growth, 
ITIDA is planning to train 215,000 people over five 
years in technical and soft skills including Contact 
Center, Corporate Services (HR, Finance, 
Procurement, etc.), Application Development and 
Embedded Software among others.
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FUNCTIONAL 
SKILLS

Traditionally, Egypt’s key GBS strengths 
lie in information technology (IT) and 
finance and accounting (F&A), but the 
country is also supporting human 
resources (HR), business process 
outsourcing (BPO), customer experience 
(CX), and knowledge process 
outsourcing (KPO) delivery functions. 

At Henkel, around 50% of its operations relate to finance, so the company mostly hires 
specialists educated in general accounting and related fields. For IT and engineering, the 
company has found a decent level of candidates with computer science and business 
informatics education. Finding expert logistics profiles has been a challenge for its 
supply chain functions, so the company trains these skills on the job. 

We have SSC operations in Mexico City, Shanghai, Bratislava, and Manila, but Egypt is always 
the favorite location when given a choice, especially when dealing with Europe. People here 
are energetic, adaptable, work easily with different cultures, and can handle the more tactical 
areas of business, not only transactional functions.

“
”Khaled Elmor

Head of Global Business Solutions+ Cairo | Henkel



Nestlé primarily looks for finance graduates or experienced talent to cover a range of 
competencies, such as tax, reconciliation, accounts payable, and others. The company 
also looks for people with marketing experience for social media and integrated 
marketing services.

“Egyptian employees are equally as strong as any country when it comes to learning 
financial services and accounting skills, so we can easily compete on the world stage in 
this regard,” said Jabbour. “Egypt’s talent pool also has massive potential for IT, which is 
relatively underserved in the country’s GBS sector.” 

It is worth noting that The Ministry of Communications and Information Technology 
(MCIT) is continuously investing in digital skills and talent development with EGP 1.1 
billion budget allocated to train 200,000 people in 2022.
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COSTS AND SALARIES

The main cost elements of GBS operations are always personnel, communications 
infrastructure, and real estate. In the case of skilled labor (which is the primary operating 
expense in any GBS operation), compared with European locations, salaries are 
dramatically lower in Egypt. According to data from Henkel, Nestle, and PepsiCo, 
organizations can expect to pay university graduates between EGP 8,000 (€450) and 
EGP 12,000 (€670) a month, with IT roles demanding salaries at the high end of that 
range, followed by supply chain and finance. In addition, the IT Industry Development 
Agency (ITIDA) launched in early 2022 a new financial incentive scheme for newly 
established and expanding delivery centers. Learn more about ITIDA’s support here.

https://itida.gov.eg/English/Programs/Government-Support/Pages/default.aspx


     | 07

University graduates in Egypt are primarily 
motivated to work in GBS to learn new skills, gain 
experience, and get a multinational brand on their 
CV. This has fueled considerable interest among 
young, educated, multilingual Egyptians to pursue 
careers with firms that operate in this sector.

With an ongoing need for such business and IT 
skills, the Egyptian GBS market competes with all 
sectors for talent, particularly banking, insurance, 
and organizations requiring finance, accounting, 
IT, HR, and supply chain knowledge. The good 
news is that the vast volume of talent in Egypt 
supports this high demand from GBS operators.

The rise of remote working has enhanced Egypt’s 
ability to source talent for GBS campaigns. 
Companies worldwide send job offers to Egyptian 
workers to hunt for high-quality, diverse skill sets 
and language capabilities. To combat this, 
companies either promote from within, train them 
in new functions, or send employees to other 
countries to support their career goals. 

When new BPOs open in Egypt, they offer 
competitive salaries, management positions, and 
attractive benefits to GBS workers, all of which 
help drive employee retention. After two years, 
those who stay in the GBS sector want to move 
from transactional and back-office positions into 
a role where they can participate in the 
operations, continuity, and decision-making 
process. 

As stated by Jabbour in regard to talent fluidity, 
“We might be competing with BPOs, but Egypt has 
enough talent to go around, so our GBS 
operations are not severely impacted.”

TALENT POOL 
PERCEPTIONS 
AND FLUIDITY
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Global beverages and food behemoth PepsiCo entered the Egyptian SSC market in 2019. 
PepsiCo’s Cairo Business Services (CBS) hub employs 110 workers who provide sales, HR, 
marketing, and supply chain services to Egypt, the Gulf, the Middle East, and Pakistan.

PepsiCo’s decision to establish the CBS hub was mainly driven by location and language 
dependencies. The organization was looking for high availability of talent, competitive labor costs, 
and a broad range of language skills. Moreover, the presence of a robust, collaborative BPO, CX, 
and shared services ecosystem in Egypt reassured PepsiCo that it could serve external markets 
successfully. 

PepsiCo first established the CBS hub to handle all Arabic services for its global organization. 
According to Nagia El Haraki, CBS Hub Leader at PepsiCo, stakeholders quickly recognized that 
the center was delivering excellent work, so they moved services to Egypt from other markets. 

While the Egypt-based center has PepsiCo’s smallest headcount, its size enables the agility and 
flexibility to pilot new functionalities and services. Since its launch, the CBS hub has launched 
pilots in supply chain and project management office services, allowing it to add value globally. 
For instance, CBS had the agility to rapidly complete Lean Six Sigma training for 100% of its 
employees in the first half of 2021.

NEW CENTER CASE STUDY 

PEPSICO
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During the early days of the COVID-19 pandemic in 2020, PepsiCo transitioned its entire 
CBS workforce to a work-at-home model. El Haraki stressed that Egypt’s broadband 
infrastructure adequately supports remote working, allowing PepsiCo to maintain 
business continuity and transition seamlessly to work-at-home in 24 hours without any 
impactful service drop-off. 

During Covid times, PepsiCo’s attrition was lower than usual, settling at around 10% in 
2021. The majority of its workforce are junior associates, leading to a high number of 
internal promotions (17% in 2021). Moreover, while Egypt is a competitive market for 
finding experienced shared services talent, El Haraki shares the perspective that hiring 
for junior roles is straightforward. 

PepsiCo has been positively surprised with the results seen at CBS. Thanks to the strength of 
our talent, we consistently exceed our targets and have solved long-standing issues with 
existing work. Our team goes the extra mile to add value to the global organization every day.

“
”Nagia El Haraki

CBS Hub Leader  | PepsiCo

In November 2021, the Information Technology Industry 
Development Agency (ITIDA) and PepsiCo Egypt signed a 
three-year cooperation agreement to expand PepsiCo’s Cairo 
Business Services (CBS) hub. The two organizations designed 
the deal to increase Egyptian exports in IT products and services 
and create 200 new opportunities for the Egyptian workforce. 

https://www.techinafrica.com/itida-pepsico-egypt-partner-to-expand-regional-shared-services-through-the-cairo-er/
https://www.techinafrica.com/itida-pepsico-egypt-partner-to-expand-regional-shared-services-through-the-cairo-er/


Educated talent, cost, and language skills represent 
the primary drivers of GBS investment into Egypt, 
which continues to grow as multinationals expand 
their GBS operations. Egypt’s high quality of 
multilingual education and scalability of 
sophisticated talent are among the key reasons why 
so many international operators have chosen to run 
their business processes delivery centers in that 
location. Factoring in the support that the Egyptian 
government provides in terms of targeted incentives 
and ongoing investments to infrastructure, the 
chance for GBS players to further leverage Egypt in 
2022 and beyond has never been so opportunistic.

By constantly investing in digital skills, the 
government is aware of the country’s high potential 
and making strides towards a digital-first future, 
which will significantly benefit new and existing 
GBS operations in the country. 

Now is the time for organizations looking for the 
right destination in which to house business and 
technology services to examine the feasibility of 
Egypt in this regard. Rarely has a single destination 
been able to match quality, sophistication, and 
scalability in one complete package.  

FINAL
THOUGHTS

For more information please visit 
www.ryanadvisory.com.
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