
ICT
Survey

2010

Sri Lanka Export
Development Board

__ August 2011

ICT Export Value
Survey

2010

Export Value



Disclaimer

This report contains information derived or obtained from a variety of sources (as indicated
throughout the report). PwC has not verified the accuracy of this information and accepts no
liability or responsibility for any error or omission. The opinions expressed in this report are
based on information obtained from various industry stakeholders and publicly available
information and do not necessarily reflect any views or opinions of PwC.

The report is based on a survey conducted during the period from May to August 2011.
Economic conditions, market factors and performance change may result in the report
becoming quickly outdated and may require updating from time to time.

This report is not intended to constitute investment advice. Readers should not rely on this
report in making investment decisions. PwC accepts no liability or responsibility to the
contents of this report or any reliance placed on it.
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IT/ITES Export Sector Highlights

The Sri Lanka Export Development Board (EDB), for the second time, embarked on the survey of the IT/ ITES
export industry to capture the ICT export values for the years of 2009 and 2010. The survey is expected to
demonstrate the progress made by the industry and to highlight its growing significance as a top export
revenue generator for Sri Lanka. In this way, the survey was expected to aid the future decision making towards
achieving the estimated industry target of USD 1 billion by 2015.

The survey which identifies a population of 175 IT/ITES export companies, attempts to assess the current
status of the ICT export industry in relation to various aspects such as revenue, workforce, service offerings,
and market orientation, thereby attempting to determine the necessary support required for future growth of
the industry.

Given below is a breakdown of the total IT/ITES export population;

Further, the survey enables the IT / ITES export companies to determine its current position in comparison to
the rest of the industry. While progress is witnessed in the industry compared to the past four years, the survey
identifies the IT/ITES export revenue in 2010 to be USD 310mn compared to USD 210mn in 2009.
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44% of these IT/ITES export companies are set up either through Foreign Direct Investment (FDIs) or Joint
Ventures.

The total workforce of IT/ITES export companies in 2010 is 16,557.

US & Europe remain the top two markets for the IT/ITES export industry.
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The key findings of the survey are highlighted below:

IT Export Sector ITES Export Sector

IT export industry Revenue

2010/11 - USD 250,263,385
2009/10 - USD 161,707,796

2010/11 - USD 60,635,000

2009/10 - USD 48,784,167

Key Service Offerings

80% Software Development
47% Software Product
21% IT Services
20% IT Consulting

100% Non-Voice Processing Services
33% Voice Processing Services

Ownership

40% FDIs or Joint Ventures 63% FDIs or Joint Ventures

Workforce

Total of 10,967 employees
88% billable staff and 12% non billable staff

Total of 5,590 employees
84% billable staff and 16% non billable staff

Workforce Revenue

Export revenue per employee * - USD 25,927
Export revenue per billable employee * - USD 31,613

Export revenue per employee * – USD 12,155
Export revenue per billable employee * - USD 14,550

Workspace

Average floor space utilized 9,082 sq. Ft
Average floor space available per employee 127 sq. ft

Average floor space utilized 17,780 sq. ft
Average floor space available per employee 103 sq. ft

Top Markets

Europe
US
South Asia

US
Europe
Canada

Asia Mature Markets

Canvassing

56% use direct marketing
42% use freelance consultants
32% use marketing offices/subsidiary located overseas

48% use head offices located overseas
33% use direct marketing

Expansion

Of the 45% IT export companies who are planning to
open new offices, 66% of them intend on opening
offices outside Sri Lanka

Of the 29% of ITES export companies who planned

to open new offices, 17% of them intend on

opening offices outside Sri Lanka

Quality Certification

79% of the companies possess quality certification 48% of the companies possess quality certification

* Refer to Annexure 1 – Approach & Methodology for calculation method on workforce revenue



IT Export Sector
2010
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Foreword

“Information Technology and business are becoming
inextricably interwoven. I don't think anybody can talk
meaningfully about one without talking about the
other.”

These words of Bill Gates are proving to be more and more appropriate in the prevailing business
world. Today, Information Technology not just supports the basic functions of a business but has
become a critical factor in the success of a business by adding more value and enhancing its
competitive strength.

As a result, globally Information Technology and its related services are gaining a significant place.
With companies depending on IT systems, applications and processes, software development and
its related services, Information Technology is in demand now more than ever.

In this context, Sri Lanka is developing its ICT capacity, though admittedly it is still some way from
being a recognized ICT hub. Although countries such as India, China and Malaysia are established
players in the market, there is yet sufficient potential and opportunity for Sri Lanka to improve its
current position to the level of its competitors. The industry is significant in itself locally, being
amongst the first ten export earners for the country with high ambitions to be the topmost earner by
2015.

The ICT Export Value Survey 2010 that has been conducted for the second time is expected to
provide a close estimate of the current export value of the IT and ITES industry. This report will
specifically focus on the export value of the IT sector and identify the factors that have contributed
to this value. While focussing on the capacity available for the industry, the survey also brings to
light the existing challenges faced by the companies and their expectations for the future success of
the industry.

The Export Development Board expects that this report will be instrumental in facilitating the
industry to reach its highest potential. The results of the report will be useful to assess the current
status of the industry in relation to its competitors as well as to determine the support required to
drive the sector towards its future goals.

Janaka Ratnayake

Chairman & Chief Executive

Sri Lanka Export Development Board
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The Big Picture

The IT Export Industry
147 IT export companies in the industry

90 small, 34 medium and 23 large companies

IT Export value of USD 250.3 mn

From 2009 to 2010 export revenue growth rate is 46%

From 2006 to 2010, the IT export sector has grown by 107%

Export revenue per employee * is USD 25,927

Export revenue per billable employee * is USD 31,613

The Workforce

In 2010total workforce of IT export companies is 10,967

employees

From 2009 to 2010, employee growth rate is 24%

Service Offerings

IT Export Markets – top three
Europe – UK & Ireland

US

South Asia

Quality Certification

* Refer to Annexure 1 – Approach & Methodology for calculation method on workforce revenue

80% of companies provide Software Development/Services

47% of companies provide Software Products

21% of companies provide IT Services

20% of companies provide IT Consulting

79% of the companies possess quality certification
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How Global Does It

Over the years, the global IT industry has become
one of the main contributors to economic growth.
In 2010, the global software and services industry
total revenue accounted for USD 2,351.1 billion,
representing a compound annual growth rate
(CAGR) of 7.5% for the period spanning 2006 –
2010.1 The IT services sector was the most
profitable, with a total turnover of USD 1,116.6
billion, equivalent to 47.5% of the market's overall
value.2 However, the performance of the market is
expected to slow down for the five year period
2010-2015, with an anticipated CAGR of 7.1%.3

Although the 2009 economic crisis reduced the
technology-related spending, the market picked up
in the following years. As Gartner Inc, the market
research agency points out, in 2011 the IT spending
has increased from 5.6% to 7.1%. For 2012 they
forecast the IT spending to increase from 4.5% to
5.0%. They also predict that through 2015, IT
spending will grow at an annual growth rate of
5.3% as the global economy continues to recover.4

In 2009, US remained the most conducive
environment for the development and growth of IT
firms5. Canada and West European countries such
as Finland, Sweden and the Netherlands are also
prominent in the IT industry competitive index
(2009), due to their strength in terms of
infrastructure and support for research and
development.6 However, in emerging markets such
as China, India, Russia and other countries, the
large skilled IT workforce remains a key advantage
though uneven progress in areas such as
infrastructure remains a hindrance to the sector
competiveness.7

On the whole the long term IT competitiveness
depends on constant attention given to the factors
that enable IT firms to compete more effectively.
These include quality of the local technology
infrastructure, the availability and quality of IT
talent, the innovation environment, the legal

1 ‘Global Software & Services -Market Report (Data Monitor), 07 June
2011.
2 Ibid pg 1
3 Ibid pg 1
4 ‘Gartner Forecast Alert: IT Spending, Worldwide, 2008-2015, 2Q11
Update. 28 June 2011.
5 ‘Resilience amid turmoil: Benchmarking IT industry
Competitiveness’, The Economic Intelligence Unit, September 2009.
6 Ibid pg 2
7 Ibid pg 2

regime, the overall business environment, and the
government’s policies on technology. In fact, these
factors remain the central pillars in determining the
long term competitiveness of the IT industry.8

The industry success is also determined by the
ability to adapt to the constantly changing
environment of the industry. According to the
technology summary – 14th annual CEO survey
conducted by PwC, while most CEOs remain
positive of the growth in the future, many believe
that there is a need to alter the course of industry
due to new industry dynamics and shift in
demand9. In this sense, the future of the IT industry
sees the need to penetrate into areas such as mobile
computing, cloud computing, Software as a Service
(SaaS), as these areas remain significant drivers of
future IT transformation.

8 Ibid pg 2
9 ‘Growth Reimagined – Technology Industry Summary’,Key industry
findings from 14th Annual Global CEO Survey, PwC, 2010.

IT industry competitiveness index 2009: Overall scores and ranks

Country Score 2009 rank 2008 rank

United States 78.9 1 1

Finland 73.6 2 13

Sweden 71.5 3 4

Canada 71.3 4 6

Netherlands 70.7 5 10

United Kingdom 70.2 6 3

Australia 68.7 7 7

Denmark 68.6 8 5

Singapore 68.2 9 9

China 36.7 39 50

India 34.1 44 48

Sri Lanka 23.9 58 54

Bangladesh 21.1 62 60

Pakistan 20 63 62

Countries are scored on a scale of 1 to 100. A four-decimal score is used to determine each country’s rank.

Source: Economist Intelligence Unit.
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IT Exports in Sri Lanka

The IT sector is one of the highest growth sectors in
Sri Lanka and commands a high value addition
compared with many other industries. In 2010, the
IT export industry achieved a revenue of USD
250.3mn at a growth rate of 46% compared to
2009.

Although it is still considered to be in its nascent
stage, with over 60% of the companies being in
business for less than 10 years, the IT export sector
in Sri Lanka is expected to have great potential for
growth and the ability to compete with the global IT
competitors. According to the Sri Lanka
Information Technology Report forecast, the
addressable domestic IT market is expected to grow
from USD 393mn in 2011, up to USD742mn over
the next five year period.10

In 2010, 147 companies contributed to the export
revenue of the industry whilst 137 companies
contributed to the export revenue in 2007. It is
relevant to note that some companies who had
contributed to the export revenue in 2007 have not
exported services in 2010 whilst some companies
have entered the export industry in 2009 and 2010.

The industry sees a significant number of small
companies. Over 50% of the industry comprise of
the small companies. Of such companies, 90% have
commenced operations within the last 10 years.
Only 18% of the industry comprise of large
companies. However, this 18% contributed to 76%
of the total export revenue in 2010.

10 Sri Lanka Information Technology Report (2011), Business Monitor

International, April 2011
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The IT export industry offers a wide range of
services, including software development/ services,
software products, IT services and IT consulting.
The software development/services specifically
command a significant space within the IT export
industry, as 80% of the companies offer such

services. On average a company offers at least two
service lines.
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Software development/
services company
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Majority of the companies offer Software development/ services

Service Line



Sri Lanka Export Development Board ICT Export Value Survey 2010 – IT Export Sector

PwC Final - Version 1 (DC 2) Page 13 of 106

The Market

The top three markets for IT exports were Europe
(UK & Ireland), US and South Asia. Moreover, the
industry also maintains a significant market
presence in Australia/New Zealand, Asia Mature
Markets and Middle East.

On average a company has presence in three
geographic markets. Whilst a large company on
average has presence in four regions, a small
company has diversified into only two regions.

Europe and US remain the focus for software
development/services. South Asia, Asia Mature
Markets, Europe and Middle East remain mainly
focussed for the software product service line. With
regard to IT services, Europe and South Asia
remain the most focussed markets, while IT
consulting is concentrated in markets such as
Europe, South Asia and US.
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Exports mainly concentrated in Europe (UK & Ireland), US & South Asia
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Overall, 56% of companies have used direct
marketing as their mode of canvassing for export
business. Further, freelance consultants have been
used by 42% of the companies to canvass business.
32% of the companies have canvassed for export
business via its marketing offices located overseas.

The mode of canvassing business has varied based
on the size of the companies and its affiliations.
60% of small companies have used direct
marketing as their preferred mode of canvassing
whilst 54% have used freelance consultants.

The majority (56%) of the large companies
however, depend on their head offices to canvass
export business.

Although 38% of the export companies have head
offices overseas, only 30% use these offices for
export canvassing. Out of those companies that use
their head offices for business canvassing (30%),
the captive companies account for over 50%.

0% 10% 20% 30% 40% 50% 60%

Through your head office located overseas

Through your own marketing office

Through your joint venture partner

Through a liaising company (franchisee)

Direct marketing from your local office

Through freelance individuals / consultants

Through Strategic Alliance

Other

Export Business is mainly canvased through Direct Marketing
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The Players

The survey has identified 147 companies in the IT
export industry.

60% of these companies are fully owned Sri Lankan
companies. 40% of the companies are set up either
through Foreign Direct Investment (FDIs) or Joint
Ventures.

Fully owned Sri Lankan companies generate 19% of
the revenue, while the FDIs and Joint Ventures
generate 73% and 8% of revenue respectively.

62% of the industry has its head offices in Sri
Lanka. Of the companies having overseas head
offices, 37% have head offices located in US.

53% of the companies are BOI registered
companies, which indicate that 27% of local
companies are also BOI registered, mainly due to
tax concessions. However, 47% of the companies
are not registered under the Board of Investment.

The finding that a majority of these companies are
small companies could be an indication that they
may not have qualified to obtain the BOI status.
Also, the most common reason for BOI registration
is to obtain the tax concessions. With such
concessions being now accessible under the Inland
Revenue Act, it is possible that the BOI registrants
will reduce in the coming years. However, foreign
investors may continue to enter the country
through the BOI to access other support services
provided to set up the business in Sri Lanka as well
as to obtain property tax exemptions and import
duty concessions.

60%
11%

29%

Ownership

Fully Owned Sri Lankan Company

Joint Venture

Foreign Direct Investment

53%
47%

BOI Status

A BOI A Non BOI
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Possession of a quality certification is increasingly
becoming a necessity for entry into export markets.
The industry recognises this with over 70% of the
companies having quality certifications. The
findings show that of those companies currently
possessing quality certification, 63% have CMMI
Level 2 or Level 3 certification and 22% have ISO
certifications. 67% of the companies are in the
process of pursuing quality certifications.

57% of the IT export companies are members of the
Sri Lanka Association of Software and Service
Companies (SLASSCOM). 25% of the companies
are also members of Federation of Information
Technology Industry in Sri Lanka (FITIS), whilst
27% are not members of any association.
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The People

Human resources play a key role in deciding the
future direction of the IT export industry.
industry does not only depend on the quantity of
staff but also on the quality. The right skills and
experience of the workforce are important factors
in this aspect.

The IT export sector workforce has experienced an
average growth rate of 24% from 2009 to
growth in workforce in large companies has
36% whilst small companies have experienced a
growth of 21%.

It is estimated that over 2000 employees
entered the IT export industry in 2010
workforce to 10,967.

Most of the employees belong to the age category of
28 – 37 years in the industry. Gender
distribution shows a higher male workforce within
the industry. For instance, in the senior
management, there is a higher number of male staff
than female staff at a ratio of 1:0.14. Likewise, in

0
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2269 2162

Recruitment of employees have
increased from 2009
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The People who make it happen

play a key role in deciding the
industry. The

industry does not only depend on the quantity of
ty. The right skills and

experience of the workforce are important factors

sector workforce has experienced an
from 2009 to 2010. The

growth in workforce in large companies has been
companies have experienced a

It is estimated that over 2000 employees had
the IT export industry in 2010, bringing the

Most of the employees belong to the age category of
wise

distribution shows a higher male workforce within
the industry. For instance, in the senior

a higher number of male staff
than female staff at a ratio of 1:0.14. Likewise, in

the Technical Staff category, male to female staff
ratio stands at 1:0.31. This pattern is seen across
large, medium and small companies as well as
across all employee categories within the industry.

Billable employees constitute 88% of the IT export
industry workforce. Further,
support staff to operational staff
companies having the highest ratio of 1:

The table below depicts the ratio of
categories to technical staff maintained by the
industry.

Ratio of Other staff to

L

Senior
Management

1:14

Administration 1:11

Quality
Assurance Staff

1:4

Other Support
Staff

1:32

Administration
+ Other Support
Staff

1:8

Total

8847

10967

Current Employees

0% 20% 40%

Small

Medium

Large

Billable employees constitute 88% of IT
workforce

Non-billable

ey 2010 – IT Export Sector
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make it happen

the Technical Staff category, male to female staff
. This pattern is seen across

large, medium and small companies as well as
across all employee categories within the industry.

Billable employees constitute 88% of the IT export
Further, the current ratio of

staff to operational staff is 1:9, with large
companies having the highest ratio of 1:11.

The table below depicts the ratio of other staff
technical staff maintained by the

Other staff to Technical staff

M S Total

1:7 1:5 1:10

1:10 1:9 1:11

1:10 1:7 1:5

1:18 1:7 1:19

1:1 1:1 1:1

40% 60% 80% 100%

Billable employees constitute 88% of IT

billable Billable
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85%
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IT Degree

80%
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3%

4%
4%

1%

5%

Technical Staff

Graduate/BSc

Professional Education

Diploma

Vocational Training

Relevent Qualification

Speciality in the area

IT Degree

75%

5%

9%

2%
3% 2%

4%

Qulaity Assuarance Staff
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Vocational Training

Relevent Qualification
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IT Degree

A degree or professional qualification in IT or the
relevant knowledge field is considered the
requirement for seeking employment in the IT
export industry, which is also the most preferred
qualification for both management and the
technical staff. While 8 years of experience is

required for the management staff, only 3-4 years
of experience is considered necessary for technical
and support staff, signifying the necessity of ‘on the
job’ training to enhance the skills and competency
of the staff.
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The Foundation

Access to proper infrastructure remains a crucial
factor for success of the IT export industry.
Whether it is the availability of space facilities,
access to proper communication modes, or
data/application storage, these infrastructure play a
critical role in ensuring the delivery of a quality and
reliable service.

With regard to utilizing the floor space, on average,
the IT export industry maintains a floor size of 127
square feet per employee. However, large
companies seem to utilize the floor space more
efficiently with 98 sqft per employee compared to
the 101 sqft utilized by medium companies and 149
sqft utilized by small companies.

As to the modes of communication used by the
companies, Skype seem to be the most popular
communication mode with 89% of the companies
utilizing it. Further, Video Conferencing is also
gaining prominence with a sizeable 30% of the
companies using it in addition to the most
commonly used communication methods such as e-
mail, voice calls and SMS.

Out of the companies that have a secondary
communication service provider, over 70% of
companies use it as backup facility. 49% of all
companies also have Service Level Agreements with
their company’s service providers. A majority of
large companies (81%) have a Service Level
Agreement. This indicates that large companies
have a service standard specified with their service
providers.

The industry seems to prefer both internal and
external storage equally with 46% choosing to store
data in both internal and external locations. Yet,
33% of the companies seem to depend only on
internally hosted data/application storage.

Disaster preparedness seems significantly low
among the companies, with 64% of the companies
stating that they do not have a disaster recovery
site. Of these, the medium and small companies
seem prominent.
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The bottom line

The survey has identified the Export Value of the IT
sector in 2010 to be USD 250.3 mn. The IT export
sector has grown from USD 161.7mn in 2009 at a
growth rate of 46%. However, from 2006 to 2010,
the IT export sector has grown by 107%. In 2010,
the total revenue (including domestic revenue) of
the IT export companies is USD 343.3mn.

The export revenue of the IT industry
2006 – 201011

2010 USD 250.3mn

2009 USD 161.7mn

2007 USD 154.1mn

2006 USD 120.9mn

The large companies have contributed to over 70%
of the export revenue with medium and small
companies making up the balance.
It is relevant to note that 23 large companies have
contributed to USD 184.8mn of the total USD
250.3mn revenue. The structure of the industry is
such that revenue growth could be significantly
influenced by the entry or exit of few large
companies.

The analysis of the industry expenses for 2010
indicate that a company’s expenses are mainly on
employee costs such as project salaries, insurance,
medical, transport, communication, as well as on
overseas marketing. Overall, 62.2% of the
company’s expenditure is on its human resources,
followed by 10.6% of the expenditure is for overseas
marketing. The expenditure for employee costs are
high across large, medium and small companies,
though it is considerably high for small companies
(78.5%). As to the expenses on overseas marketing,
large and medium companies seem to be spending
a higher proportion of its revenue on their overseas
marketing compared to the small companies. The
annual capital expenditure is high among the
medium companies.

11 ICT Export Value Survey – 2007 and 2010.

The expenditure of IT export companies in 2009
also shows a similar cost structure, with high
percentage of revenue being allotted for employee
costs and on overseas marketing. However, the past
expenditure is relatively low compared to the
current figures. In particular, among the medium
companies, overseas marketing costs have slightly
reduced while the annual capital expenditures have
increased.

The export revenue per employee has increased
from 2009 to 2010, indicating that the companies
have operated more efficiently and been profitable
in the past year. The ‘export revenue per employee’
amounts to USD 25,927 in 2010*. The overall
‘export revenue per billable employee’ amounts to
USD 31,613 for the industry*.

* Refer to Annexure 1 – Approach & Methodology for

calculation method on workforce revenue
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What will the future bring

The Sri Lanka IT export industry has witnessed
growth in the past few years in several perspectives;
this is evident in its increased revenue, diversified
service offerings, expansion into new markets as
well as the expansion of its workforce. Similarly,
the future of the IT export industry seems positive
with many predicting its potential for growth in the
coming years.

The Future

Considering the factors that affect the growth of the
IT export industry in Sri Lanka, the growth of the
industry in the past can be largely attributed to the
quality of service and experience/skills of staff. In
addition to these, innovation has also been critical
in driving the past growth. Although, these very
same factors remain key to the future growth of the
industry, there is an increase in the focus on
‘innovation’ to other factors. According to the 14th

Annual Global CEO survey carried out by PwC, this
is further proved with CEOs highlighting
‘innovation’ as the primary driver for growth with
its potential to open up new revenue streams
through the development of new products or
services.12 Moreover, the market strength and
more investment on business development are also
expected to play a significant role in shaping the
course of the IT export industry in future.

12 ‘Growth Reimagined – Technology Industry Summary’,Key industry

findings from 14th Annual Global CEO Survey, PwC, 2010.

The industry also anticipates expansion in terms of
its service offerings as well as penetration into new
markets. According to the respondents, software
development/ services is expected to grow between
17% - 18% in the next three years while software
product service line is expected to grow between
10% - 13% by 2014. IT services is expected to grow
between 8% - 10% in the next three years. Likewise,
IT consulting is expected to grow between 7% - 9%
in the next three years. Overall, the market
concentration will remain mainly in Europe, US,
South Asia and Australia/New Zealand.

However, since the Sri Lanka’s IT export market is
largely concentrated in US and European markets,
it is likely that the global economic crisis could have
an impact on the future progress of IT export
industry. With the continuing slow down of the US
and European economy, the future of the IT export
industry may expect a slower growth and therefore,
it would be crucial to build a stronger platform and
foundation in order to achieve the expected targets.

The workforce of the IT export companies will also
expand within the next three years, with the senior
management and the technical staff expected to
increase by 20% and 30% respectively while the
quality assurance staff is expected to increase by
32%. Likewise, the companies will also expand with
45% of the industry claiming that they are willing to
open up new branches, locally and overseas.
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However, it is important to note, that growth in
workforce will largely depend on the future growth
in terms of revenue and markets.

Industry Challenges and Expectations

Although future growth is anticipated by many with
regard to the IT export industry, the industry is
confronted with various concerns that could
become a hindrance to its future progress. In the
areas of material and human resources, inability to
access quality office space with parking facilities at
a reasonable cost, high costs associated with
communication and the poor service quality of
internet and ADSL facilities, lack of skilled staff
particularly with high end technical skills and
English language skills remains critical.

Access to markets remains a significant concern
with the client base opting for cheaper markets
followed by lack of opportunities for small
companies. The poor country visibility as an IT
destination, absence of up to date technology, and
time consuming procedures to obtain services from
institutions such as the Department of Inland
Revenue and Sri Lanka Customs further act as
barriers to the industry. In addition, he global
competition from IT giants such as India as well as
emerging markets such as Eastern Europe and
South America, remain a hindrance to the future
growth of the industry.

Challenges faced by the industry in detail;

Challenge Expected Resolution

High communication
cost

More reasonable
pricing

Adequate speed in
internet/ADSL

Difficulty to access
quality office space
for a reasonable cost

Access to affordable
space suitable for offices
with parking facilities
and access to public
transport

Lack of
skills/competency of
the workforce

Appropriate training/
capacity building
programmes

Improve
communication skills
mainly English
language.

Difficulty to access
new markets

Promote Sri Lanka as an
IT destination

More country visibility
through trade
fairs/events

Support to penetrate
into the market
particularly for small
companies

Despite these difficulties faced by the IT export
industry, there seem to be enthusiasm in the
industry to build a better future. In this sense, the
IT export industry expects support from various
institutions.

The industry expects key institutions - the
Government, EDB, and BOI - to mainly support the
promotion of the IT export industry. They
particularly highlight the need for market
promotional activities overseas in further
expanding the IT sector. Further, giving more
support in penetrating into the market, particularly
for smaller companies were often highlighted.

As to the trainings and skill development, the
industry seems to rely on ICTA and
Universities/Educational institutions, where they
expect these institutions for support in
strengthening the technical skills of the workforce,
in addition to improvement of communication
skills, particularly in English language. From the
Government the industry also expects support for
infrastructure development, particularly enable the
industry to access low cost infrastructure such as
electricity and internet/ADSL connections.
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Industry Fact Sheet
IT EXPORT
INDUSTRY

SMALL MEDIUM LARGE

NUMBER OF COMPANIES 147 90 34 23

REVENUE AND EXPENDITURE

Industry Export revenue (2010) - USD 250.3 m 24.2 m 41.3 m 184.8 m

Industry Export revenue (2009) - USD 161.7 m 22.4 m 41.8 m 97.5 m

Composition of Industry Export revenue (2010) - % - 6.5% 17.9% 75.6%

Composition of Industry Export revenue (2009) - % - 10% 27.7% 62.3%

Export Growth – USD 88.6 m 1.8 m -0.5 m 87.3 m

Average export revenue per company (2010) - USD 2.07 m 0.27 m 1.22 m 8.03 m

Average export revenue per company (2009) - USD 1.29 m 0.25 m 1.23 m 4.24 m

Average export revenue per employee (2010) - USD 25,927 22,160 31,538 26,813

Average export revenue per billable employee (2010) - USD 31,613 30,488 34,397 30,321

COMPANY PROFILE

Average years in business 8 yrs 9 yrs 10 yrs 11 yrs

Average years in export business 9 yrs 7 yrs 7 yrs 12 yrs

BOI registered companies 53% 40% 56% 88%

Non- BOI registered companies 47% 60% 44% 12%

Types of operation

Captive 16% 9% 17% 38%

Non-captive 84% 91% 83% 62%

Ownership

Fully owned Sri Lankan 60% 69% 56% 38%

Joint venture 11% 10% 12% 12%
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IT EXPORT
INDUSTRY

SMALL MEDIUM LARGE

Foreign Direct Investment 29% 21% 32% 50%

Average number of employees 83 24 67 284

Average experience of staff

Management 8 yrs 7 yrs 9 yrs 8 yrs

Technical 4 yrs 3 yrs 4 yrs 5 yrs

Quality Assurance 3 yrs 3 yrs 3 yrs 5 yrs

Service lines offered

Software Development / Services 80% 79% 88% 69%

Software product 47% 38% 58% 56%

IT services 21% 25% 15% 19%

IT Consulting 20% 15% 15% 44%

Quality certification

CMMI certified 63% 65% 59% 63%

ISO certified 22% 10% 30% 44%

CMMI pursuing 15% 8% 19% 31%

ISO pursuing 45% 52% 44% 25%

INFRASTRUCTURE

Average floor space (sq feet) 9,082 3,549 7,078 29,994

Average floor space per employee (sq, feet) 127 149 101 98

MARKETS

Existing market composition

Europe - UK/ Ireland 42% 46% 29% 53%

US 41% 37% 32% 65%

South Asia 31% 22% 36% 47%



ITES Export Sector
2010
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Foreword

When Alvin Toffler referred to Technology as “the great growling engine
of change” he did not underestimate the power of technology as a catalyst to change.

This is only too obvious when comparing businesses of 100 years ago to that of today.
Outsourcing was a concept rarely heard of then. Businesses shunned even the idea of delegating
any activity of its operations to another company.

Today, outsourcing is “it”. Businesses are looking more and more to outsource their back office
functions and even sections of their core business to other cheaper and specialised companies.
Outsourcing is being embraced as a regular process of business - at least as an option for serious
consideration - to provide a valued product or service, and still remain price competitive in
today’s globalised environment.

Technology has been the driver that has enabled the changes for a new IT Enabled Services
(ITES) industry to emerge. In Sri Lanka, the ITES industry is gradually gaining prominence and
recognition as an industry with great potential to generate export revenue. With its cost effective
resources locally, it is hoped that Sri Lanka would emerge as one of the most preferred
outsourcing destinations in the world.

It is not enough to simply hope. Although the Sri Lankan government continues to support the
industry through the Information and Communication Technology Agency (ICTA), much more
help is needed to bring Sri Lanka to its goal.

The results of this survey highlight the significant contribution the ITES industry currently
makes to the Sri Lankan Export market. The survey also indicates the capacity available in Sri
Lanka to generate more export revenue in the future. The survey also brings to light the
practical difficulties that the companies currently face, the resolving of which would enable the
industry to reach its potential.

The Sri Lanka Export Development Board strives to facilitate the industry to reach its potential
and is confident that this survey would be instrumental in this regard. We hope that you will
find the results enlightening and that this report will be utilised as a tool to illustrate the
industry capacity and bring about support to develop the industry as a whole.

Janaka Ratnayake

Chairman & Chief Executive

Sri Lanka Export Development Board
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The Big Picture

The ITES Export Industry

28 ITES export companies in the industry

13 small, 5 medium and 10 large companies

ITES Export value of USD 60.6mn

From 2006 to 2010, the ITES export sector has grown by 20%

Export revenue per employee is USD 12,155*

Export revenue per billable employee is USD 14,550*

5,590 people employed in the ITES export companies in 2010

Service Offerings

100% of companies provide Outsourced non-voice

processing

33% of companies provide Outsourced voice processing

Key Service Offerings

52% of companies provide Finance and Accounting

related outsourcing

33% of companies provide Research and Analytics related

outsourcing

29% of companies provide Legal Services related outsourcing

ITES Export Markets – top four

US

Europe – UK & Ireland

Canada

Asia Mature Markets

* Refer to Annexure 1 – Approach & Methodology for calculation method on workforce revenue
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How Global does it

The ICT industry is a significant contributor t
global economy. Its benefits are recognized in
developed and developing countries alike, and
maybe even more so in the latter as ICT access has
the potential of overcoming the limitation of poor
transport and other infrastructure facilities. This
access to ICT means that companies are more
aware and are able to access cheaper and specialist
offshore locations for their outsourcing needs.

In this context, the global IT Enabled Services
(ITES) industry has seen a growth in the past few
years. Although estimates of the market size is
difficult to ascertain, it was identified that the
global ITES industry grew from a USD
industry in 200710 to an industry of USD
200811. This growth was out of a total IT and ITES
market of about USD 500 bn in 2008

10 P.Dongier, R. Sudan, ‘Chapter 7: Realizing the Opportunities Presented
by the Global Trade in IT-based services’, Information & Communications
for Development: 2009.
11 ‘The Global Opportunity in IT Based Services’, Mckinsey Estimates
World Bank: 2010.
12 Ibid pg 2

Figure 1 : Extracted from A.T. Kearney Global
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How Global does it

The ICT industry is a significant contributor to the
global economy. Its benefits are recognized in
developed and developing countries alike, and
maybe even more so in the latter as ICT access has
the potential of overcoming the limitation of poor
transport and other infrastructure facilities. This

cess to ICT means that companies are more
aware and are able to access cheaper and specialist
offshore locations for their outsourcing needs.

In this context, the global IT Enabled Services
(ITES) industry has seen a growth in the past few

estimates of the market size is
difficult to ascertain, it was identified that the

USD 160 bn
USD 171 bn in

. This growth was out of a total IT and ITES
n 200812.

‘Chapter 7: Realizing the Opportunities Presented
Information & Communications

Mckinsey Estimates, The

Out of this, less than USD18 bn of the ITES market
had been penetrated in 2007 with an expected
penetration of USD 45bn by 2010
undisputed leader in the ICT industry, India
generated USD 12.4 bn14 of this by 2009
report for CII on the Indian IT
which increased to USD 14.1 bn in FY2011

A. T. Kearney’s Global Services Location Index
(GSLI) shows how Asian countries are dominating
the top 10 off-shoring destination preferences.
India, China and Malaysia have retained the top
three positions since 2009 (Figure 1), with Sri
Lanka at number 21. India and China remain the
leaders in Gartner’s list of top 30 countries
identified for offshore services in 2010
where Sri Lanka has reentered the lis
top emerging countries.

13 Ibid pg 4
14 ‘Indian IT/ ITES Industry: Changing Landscape and Emerging

Trends’, PwC: 2011.
15 ‘The IT-BPO Sector in India: Strategic Review’, Executive
Summary, NASSCOM: 2011.

: Extracted from A.T. Kearney Global Services Location Index 2011
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18 bn of the ITES market
had been penetrated in 2007 with an expected

45bn by 201013. The
undisputed leader in the ICT industry, India

of this by 2009-10 (PwC
port for CII on the Indian IT-ITES industry)

which increased to USD 14.1 bn in FY201115.

A. T. Kearney’s Global Services Location Index
(GSLI) shows how Asian countries are dominating

shoring destination preferences.
ia have retained the top

three positions since 2009 (Figure 1), with Sri
Lanka at number 21. India and China remain the
leaders in Gartner’s list of top 30 countries
identified for offshore services in 2010-11 as well,
where Sri Lanka has reentered the list as one of the

Indian IT/ ITES Industry: Changing Landscape and Emerging

BPO Sector in India: Strategic Review’, Executive
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There are high expectations for the ITES industry
with an expected growth of up to USD800 bn for
2012 (as estimated by NASSCOM – Everest in
2008)16. However, Gartner Research (2008) has
presented a more conservative expectation of USD
239 billion in 201117. An Everest Group study has
revealed that the financial services outsourcing
sector, which is one of Sri Lanka’s promising
outsourcing niches due to the high number of
financial graduates in the country, has the potential
to grow to nearly 15 times its current market size18.

Although estimates of the market size of the global
ITES industry vary, the growth expectation is clear.
Given the foreseen exponential growth in the
market, where it is estimated that the supply of the
services may double, triple, or even quadruple
during this time, there leaves a significant market
base open for exploitation.

The global economic crisis in 2009 was not only
limited to the financial industry, but as a
consequence affected the ITES industry as well.
Growth in the Asia-Pacific region slowed as US and
Europe markets suffered, and exports to those
countries slowed.

Despite this faltering, it is widely evident that the
outsourcing industry continued to grow albeit at a
more modest rate. It is recognized that the Asia-
Pacific region “is still growing more aggressively
than other regions in GDP and in IT”19 and
therefore other countries are looking to invest more
in this region with the expectation of growth and
stability. The Everest report indicated that the
global outsourcing market continued to steadily
grow in 2010 with an annualized growth rate of 6
percent compared to 200820. The report indicated
increased transactions in North America and
Europe indicating their recovery after the financial
crisis and therefore implying a foreseen increase in
the requirement for suitable outsourcing
destinations. A more recent Gartner report has also
indicated that “worldwide business process
outsourcing (BPO) market is forecast to grow by 6.3
per cent globally and 17.9 per cent in the Asia-

16 ‘P.Dongier, R. Sudan, ‘Chapter 7: Realizing the Opportunities Presented
by the Global Trade in IT-based services’, Information & Communications
for Development, 2009.
17 ‘The Global Opportunity in IT Based Services’, The World Bank: 2010.
18 ‘Significant Traction of Global Sourcing in Financial Services BPO, Yet
Tremendous Untapped Opportunity’, Global Services Media: 2011.
19 ‘Global economic slowdown and its impact on the Indian IT industry’,
Deloitte: April 2009
20 ‘Everest Group 2010 Report : Global Outsourcing Market Experiences
Steady Growth’, TMC News: March 2011

Pacific during the year 2011”21. Nevertheless, it is
pertinent to note that US & Europe are still in the
process of recovering from the financial crisis
which in turn could have an impact on the above
growth percentages.

21 ‘BPOs to Grow by 17.9% in Asia, Asia-Pacific in 2011: Gartner’, BPO:
Market Dynamics, Global Services Media: August 2011.
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ITES Exports in Sri Lanka

Although the ITES export sector in Sri Lanka is no
longer a novelty, it is still in its nascent stage with
less than 30 ITES export companies with visibility
in the export market.

The entry of large BPO giants has been
instrumental in bringing the concept to Sri Lanka
and improving the visibility of the country.
However, in recent years, it is evident that smaller
BPOs have also entered the market. In the ITES
export sector, as opposed to the IT export sector,
the numbers of small companies are almost equal
to the large companies, indicating fewer barriers for
market entry.

In this 2010 survey, 28 companies contributed to
the export revenue of the industry whilst in a
similar survey conducted by EDB in 2007, of ITES
export companies existing at that time, 34
companies contributed to the export revenue. It is
possible that the global financial crisis in 2009 may
have had an impact on this. It is also relevant to
note that some companies who had contributed to
the export revenue in 2007 have not exported
services in 2010, whilst some companies have
entered the export industry in 2009 and 2010.

The existing ITES export companies have come into
existence gradually over the last 30 years, with the
industry gaining prominence within the last 8
years. The end of the monopoly in the
telecommunications sector during this period
(2003) would have contributed to this growth.

Over 40% of the industry comprise of the small
companies whilst only 36% of the industry
comprise of large companies. However, this 36%
contributed to over 90% of the total export revenue
in 2010.

46%
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The ITES Export Industry
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The companies in this sector offer voice and non-
voice processing services in a limited number of
industries and service areas, and almost all the
companies provide some form of non-voice
processing services. The major revenue contributor
to the ITES export industry is non-voice processing
services.

There is the tendency for a company to focus on an
average of 1- 2 service lines. However, 52% of the
companies have a focus in terms of specific client
industries. The popular service lines include
Finance and Accounting Services, Research and
Analytics Services, and Legal Services. Due to the
availability of skills related to Finance and
Accounting, the ITES export companies in Sri
Lanka concentrates mainly on such outsourcing
activities with 52% of the companies providing
services in the areas of transaction processing,
investment research, etc. However, it is apparent
that other service lines are also gaining prominence
within the industry.
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The Market
The ITES export industry in Sri Lanka has seen
significant development only within the last eight
years. However, the export activities in the industry
commenced over 20 years ago.

All companies in the ITES export industry have
entered the export market within the first few years
of operation, and many have commenced
operations with exports itself.

The top markets for ITES exports were
– UK and Ireland, Canada and Asia Mature
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The Market
he ITES export industry in Sri Lanka has seen

significant development only within the last eight
However, the export activities in the industry

All companies in the ITES export industry have
within the first few years

of operation, and many have commenced

were US, Europe
Asia Mature

Markets. The US was seen to be the preferred
market for both the voice and non
services, with the most number of companies
having a presence in this market

On average a large company has presence in four
geographic markets, whereas small and medium
companies catered to only

0% 10% 20% 30% 40% 50%

Concentration of Export Market

Survey 2010 -ITES Export Sector

Page 32 of 106

The US was seen to be the preferred
market for both the voice and non-voice processing
services, with the most number of companies
having a presence in this market.

a large company has presence in four
, whereas small and medium

only two regions.

50% 60% 70%



Sri Lanka Export Development Board ICT Export Value Survey 2010 -ITES Export Sector

PwC Final - Version 1 (DC 2) Page 33 of 106

A majority of the companies have overseas head
offices. The main factor that has been instrumental
in facilitating the export services are the head
offices or parent companies, where, regardless of
company size, 48% of the companies identify this as
the main source of business. Amongst these,
around 70% are captive companies.

Medium and small companies also rely on direct
marketing and freelance consultants to obtain

business, whilst larger companies make use of their
own marketing offices as well.

It was felt in the industry that Sri Lanka needed
more visibility as an ITES destination, and more
promotional support from the government
institutions – BOI, EDB and ICTA, for their own
marketing efforts to be more fruitful.
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The Players

The survey has identified 28 ITES export
companies in the industry with evidence of
business operations in the export market.

63% of the companies are Foreign Direct
Investments (FDIs) or joint ventures with foreign
partners. The joint ventures have almost equal local
and foreign ownership with on average 55% local
and 45% foreign ownership. 37% of the companies
are fully owned Sri Lankan companies.

86% of the companies are registered with the Board
of Investment of Sri Lanka. This indicates the
importance of the tax concessions and other
services provided by the BOI to its members
towards the development of the industry.

However, there is a possibility that this situation
may change in the future. Registration with BOI is
no longer necessary to obtain the tax concessions,

as they would be accessed through the Inland
Revenue Act. Foreign investors may continue to
enter the country through the BOI to access other
support services provided to set up the business in
Sri Lanka as well as to obtain property tax
exemptions and import duty concessions.

57% of the companies have their head offices
overseas. Out of these, the majority (58%) are
based in the US. This, together with the
corresponding finding that the major export market
is the US, indicates the dependence of the Sri
Lankan ITES export industry on the growth of the
US economy.

In the ITES export industry, only 19% have local
branches (all of which are large companies) while
only 24%, have overseas branches.

76% of the ITES export companies are members of
the Sri Lanka Association of Software and Service
Companies (SLASSCOM). Up to 24% of the
companies are also members of American Chamber
of Commerce, with 19% not a member of any
association.

Standards of quality are gaining prominence in the
industry, where, in order to compete against other
developed off-shoring countries, it has been
necessary to demonstrate that a quality service is
being and will be provided. Half the ITES export
industry currently possesses at least one quality
certification. This indicates the industry’s focus to
provide a quality and high standard service. 33% of
the industry is also pursuing their first or
subsequent quality certification.
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47%

Ownership Structure

Fully Owned Sri Lankan Company

Joint Venture

Foreign Direct Investment

86%

14%
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The People who make it happen

The ITES export sector workforce has experienced
an average growth rate of 13% from 2009 to 2010
It is estimated that ITES export industry has a
workforce of about 5,590 employees in 2010. In a
similar survey conducted by EDB in 2007 of ITES
export companies existing at that time, the ITES
export sector workforce was identified to be 5,450.

Though employees of smaller companies have
reduced, over 600 employees have entered the
ITES export industry in 2010 alone. Howeve
slight reduction in the staff of the small companies
could be explained as an impact of the financial
crisis, considering that the majority of the small
companies serve the Europe and US markets.
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The ITES export industry seeks educated
employees, with a degree or professional
qualification in IT or the relevant domain being
preferred, for management, technical level and
quality assurance positions. Two to three years of
experience is considered necessary for technical
and quality assurance staff. However, most
companies have found it difficult to find or attract
staff with the appropriate skills. Considering that
the ITES export companies carry out varied
business services, they would find it beneficial to

recruit less experienced staff and then invest in
training them for that particular service line, rather
than recruit more experienced expensive staff
whose skills may not be a perfect fit to that
company.
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The industry sees a younger employee base
compared with other skilled industries, with some
companies recruiting staff right after their A/Levels
or at undergraduate level. The average age of
technical and quality assurance staff is 25 years
across the industry. There is on average a higher
number of male staff than female, at a ratio of
1:0.76. The career progression is fast with
employees reaching senior management level by
their mid thirties.

The industry has a ratio of 1:18.1 support staff to
operational staff and large companies have the
highest ratio of 1:20.5.

The table below depicts the ratio of other staff to
technical staff maintained by the industry.

Ratio of Other staff to Technical staff

L M S Total

Senior
Management

1:18.7 1:15.8 1:5.3 1:17.3

Administration 1:64.1 1:17.9 1:3.8 1:38.1

Quality
Assurance Staff

1:23.2 1:11.7 1:4.4 1:19.0

Other Support
Staff

1:26.3 1:44.8 - 1:28.4

Other Support
Staff +
Administration

1:18.7 1:12.8 1:3.8 1:16.3

0% 20% 40% 60% 80% 100%

Small

Mediu
m

Large

Total

Billable employees constitute 84% of
the ITES export industry workforce

Non-billable Billable
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The Foundation
The larger ITES export companies are seen to have
infrastructure – space facilities with an average of
over 17,780 square feet per company, accounted for
mostly by large companies at an average of 34,000
square feet. Medium and large companies are seen
to be more efficient in managing their space with an
average of 76 and 63 square feet being utilised per
employee for medium and large companies
respectively.

A common challenge faced by the industry is the
lack of appropriate and affordable space for their
operations. This concern was voiced by almost 50%
of the industry, with around 9% of the companies’
total expenses being spent for this purpose.

In the case of communications, apart from the
standard voice call and email facilities, Skype is
seen to be one of the most popular communication
methods. SMS and other instant messaging
facilities are also in use among small, medium and
large companies alike, showing their growing
acceptance as a business communication method.

Over 60% of the industry has a service level
agreement with their service providers. Almost all
large and medium companies have in place service
level agreements with their communication
providers.

43% of the companies also use a secondary
communication provider as a backup mechanism.
However, considering that half the industry feels
that the communication costs are too high in Sri
Lanka, with around 9% of the company expenses
being for communication, the companies may be

compelled to use lower bandwidth that may affect
their operations.

Disaster recovery is also an important factor for the
industry, with around 50% of the companies having
established disaster recovery sites. This indicates
the industry is developing a high level of risk
awareness and is moving into mitigating their risk,
although only an average of 23% of the seats are
covered through the disaster recovery site at
present. Small companies are still at a risk, being
unable to or unwilling to have a separate disaster
recovery site.

Over 50% of the companies choose to store data at
external sites, most of them (43%) while also
maintaining internal data storage facilities. It
highlights the development of trust that the
industry has with its service provider to protect the
confidentiality and security of their business data.

The majority of the companies follow the Sri
Lankan time zone, whilst about 52% of the industry
also follows time zones of US, UK and Australia.
The high proportion of companies involved in non-
voice processing services would explain why the
requirement to follow the time zone of the other
countries is not significant.
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60%
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100%

SMS and Instant messaging - high
acceptance for business
communication
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The bottom line

The survey has identified the current Export Value
of the ITES export sector in 2010 to be USD
60.6mn, which has grown from USD 48.8mn in
2009. In a similar survey conducted by EDB in
2007, USD 57.2mn was estimated to be the export
revenue of ITES export companies existing at that
time. The ITES export sector has grown by 20%,
from 2006 to 2010. In 2010, the total revenue
(including domestic revenue) of the ITES export
companies is USD 61.9mn.

The export revenue of the ITES industry
2006 – 201022

2010 USD 60.6mn

2009 USD 48.8mn

2007 USD 57.2mn

2006 USD 50.5mn

The large companies contribute to 92% of the
export revenue, with the medium and small
companies making up the balance.

It is relevant to note that 10 large companies have
contributed to USD 54.8mn of the total USD
60.6mn revenue. The structure of the industry is
such that revenue growth could be significantly
influenced by the entry or exit of few large
companies.

In terms of the ownership structure, fully owned Sri
Lankan companies generate 4% of the revenue,
while the FDIs and Joint Ventures generate 84%
and 12% of revenue respectively.

22 ICT Export Value Survey 2007 & 2010

The significant portion of the industry expenses to
generate this revenue has been on human resource
and related employee costs. The proportion spent
in this aspect is around 60% of the total expenses
with large companies allocating a greater
proportion.

Space costs are relatively significant with small
companies spending up to 9% on accessing space
facilities. The industry also averages 9% on
communication cost, highlighting the significance
of this aspect in an industry wholly dependent on
the access and quality of a communication service.

In 2009 however, the cost structure for all
companies were similar, with 42% being spent on
employee related, and 18% on space facilities.

4%

12%

84%

84% of the revenue generated
through FDIs

Fully Owned Sri
Lankan Company

Joint Venture

Foreign Direct
Investment
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The export revenue per employee has increased
from 2009 to 2010, indicating that the companies
have operated more efficiently and been profitable
in the past year. The export revenue per employee
of the ITES export sector in 2010 is USD 12,155*.

‘Export revenue per billable employee’ follows the
same pattern as ‘export revenue per employee’,
with medium companies being the more effective
in generating higher per employee revenue. The
overall ‘export revenue per billable employee’
amounts to USD 14,550 for the industry*.

* Refer to Annexure 1 – Approach & Methodology for

calculation method on workforce revenue
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What will the future bring

The high ranking of Sri Lanka on AT Kearney’s
financial attractiveness scale indicates its relative
affordability as an outsourcing destination. While
the proximity of Sri Lanka to India may increase
the competition the country faces, global SMEs may
however prefer Sri Lanka due to the comparative
significance of their business here. Nevertheless,
this does not imply that the industry can relax and
continue as it is. Being cheap is not enough
anymore.

In the past year Sri Lanka has dropped from
sixteenth position on the AT Kearney location index
to the twenty first position. This calls for a dramatic
reorganisation and mindset change in the country
and the industry to regain the edge it has lost to
Baltic States, UK, UAE and Russia. The
depreciation of currency after the financial crisis
has been the contributing factor for these countries
to now be affordable and also provide skilled staff.

The next wave

The trend in the ITES industry is that clients are
now looking for an end to end outsourcing solution,
rather than outsourcing different functions to
varied suppliers, leaving the clients to concentrate
on their core business. This calls for the suppliers to
be industry specialised rather than function
specialised. The industry domain specialisation
skills will differentiate the local ITES industry,
providing it with the means to overcome the
competition.

A popular sentiment in the industry is that Sri
Lanka is facing a brain drain, with the
opportunities and salary scales outside the country
being more lucrative than within. This especially
affects the KPOs of the ITES industry as the
employee base those companies consider are skilled
employees.

Industry specialisation may enable the industry to
maintain better profit margins and thereby offer
better remuneration and retain its staff even after
their twenties, making this a viable career choice
for Sri Lanka’s workforce. However, investing in the
required talent is expensive and will require
government support to develop this emerging and
promising industry in Sri Lanka.

The large pool of UK qualified accountants in Sri
Lanka is one of its key strengths. However,

focussing on the finance and accounting (FA)
industry only may not bring the expected returns in
the long run. This does not preclude Sri Lanka from
capitalising on FA and using its skills in this area to
capture the market, while also providing an all
inclusive outsourcing solution for specific industry
domains. This may require companies with
different skill sets to form partnerships and
alliances to provide one bundled offering in order
to enable the industry to benefit as a whole.

Besides India and Japan, China is emerging as a
potential industry leader in the bio medical vertical,
according to a 2008 report on ‘The Changing
Dynamics of Pharma Outsourcing in Asia: Are You
Readjusting Your Sights?’ by
PricewaterhouseCoopers, where big pharmaceutical
companies rated China as the best location for
outsourcing in Asia.

Industry expectations

The industry growth over the last few years is
perceived to be mainly due to internal factors
rather than external support or other influences.
Quality of service is a key factor highlighted by all
companies alike, both as a reason for the business
growth in the past and the reason that will fuel their
growth in the future. It is significant though, that
despite this prominence given to quality, not all
companies see the need to obtain a quality
certification to demonstrate the same. There are
initiatives taken to introduce international BPO and
KPO certifications in Sri Lanka through which, it is
expected that the country will be able to maintain a
continued talent pool of trained qualified BPO
professionals to capitalize on the global outsourcing
requirements, which in turn would be indicative of
the quality of the service.

In addition, the service standards are also expected
to be demonstrated through past projects and
contacts. The experience/ skills of staff and the
productivity are also factors that are seen to have
consistently supported the business growth, and
are also expected to do so in the future.



Sri Lanka Export Development Board ICT Export Value Survey 2010 - ITES Export Sector

PwC Final - Version 1 (DC 2) Page 42 of 106

Innovation and investment in business
development, though not seen to be a driving factor
in the past, is expected to be of more importance in
the next three years. The industry has recognised
the need for innovation to remain competitive as
well as the need for visibility to gain a foothold in
the market place. The fourteenth Annual Global
CEO survey carried out by PwC highlighted that
most technology CEOs globally also believe that
innovation will be the key driver for their growth in
2011.

Over half of the Sri Lankan ITES export industry
(52%) sees the future potential and are expecting to
grow in terms of markets or capacity in the near
future.

On average, the ITES export industry expects to
grow at about 32% a year for the next three years.
The outsourced voice processing services is
expected to grow at about 40% year on year for the
next three years. In the case of outsourced non-
voice processing services, this service is expected to
grow at increasingly higher rates from 25% to 32%
in the next three years.

There is not much growth expected in the existing
markets with the industry expecting a steady
growth between 24% to 30%. However, Europe and
US markets are expected to grow at a slightly
higher rates of between 28% to 34% in the next
three years, with a significant proportion of the
industry expecting up to 50% growth,
demonstrating the high confidence that the
industry has in the growth of the US and Europe
economies.

Most companies that are not in the US and Europe
markets at present expect to enter the same in the
next three years, further supporting this finding.
However, this is dependent on the ability of the US
and Europe markets to emerge from the financial
crisis, and also on the expectation that the US
would not significantly cut-down on the
outsourcing opportunities further to the US
initiatives to prop up US employment rates.

In order to support the expected expansion, a
higher level of support is required for the industry,
in terms of infrastructure support as well as
training and education of the prospective recruits.
Finding appropriate and affordable space facilities
and communication means is a concern faced by
the industry, as is the need to include flexibility in
the university/ institute curriculums to provide
English language and other professional
development courses at an affordable cost and
suitable times for the working professional. In the
context of growth planned in exports to the US and
Europe markets, the level of English language and
professional development skills become critical to
capture the business opportunity.

While the support demonstrated thus far by the
EDB, BOI and the ICTA in terms of promotions, tax
concessions and grants, has been appreciated, the
industry voices a common request for continued
support for the industry, especially in promoting
the country as an ITES destination. Given that the
ICT industry has high expectations to be the largest
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export revenue earner for the country in the near
future, this would be important to the industry in
realising its ambitions.

Common perceptions shared by the industry are;

Challenge Expected Resolution

High communication
cost

More competitive
pricing

Facility for shared lines
with expected
bandwidth

Inappropriate or too
expensive office
space

Access to affordable
space suitable for offices
with parking facilities
and access to public
transport

Poor English
language and IT
skills

Appropriate training
targeted for the working
sector

Lack of management
skills

Professional
development training

Difficulty to access
new markets

Industry group
initiatives to enter new
markets

More visibility at trade
events for individual
companies, in addition
to the country visibility

Business promotion/
linkage missions of
better quality

Financial support for
market entry costs

Government and trade
bodies to improve
visibility – promotional
events

Insufficient public
transport facilities

Public transport
facilities for staff
working late
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Industry Fact Sheet

ITES EXPORT
INDUSTRY

SMALL MEDIUM LARGE

NUMBER OF COMPANIES 28 13 5 10

REVENUE AND EXPENDITURE

Industry Export revenue (2010) – USD 60.6m 1.6m 4.2m 54.8m

Industry Export revenue (2009) - USD 48.8m 1.4m 2.3m 45.1m

Composition of Industry Export revenue (2010) - % - 1.26% 6.99% 91.76%

Composition of Industry Export revenue (2009) - % - 1.33% 4.81% 93.85%

Export Growth – USD 11.9m 0.2m 1.9m 9.7m

Average export revenue per company (2010) - USD 2.85m 0.13m 0.84m 5.48m

Average export revenue per company (2009) - USD 2.29m 0.11m 0.46m 4.51m

Average export revenue per employee (2010) – USD 12,155 7,014 19,203 11,715

Average export revenue per billable employee (2010) - USD 14,550 8,709 21,902 14,306

COMPANY PROFILE

Average years in business 7 yrs 5 yrs 5 yrs 10 yrs

Average years in export business 6 yrs 5 yrs 5 yrs 7 yrs

BOI registered companies 86% 83% 80% 90%

Non- BOI registered companies 14% 17% 20% 10%
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ITES EXPORT
INDUSTRY

SMALL MEDIUM LARGE

Types of Operation

Captive 37% 33% 40% 38%

Non-captive 63% 67% 60% 62%

Ownership

Fully owned Sri Lankan 37% 50% 60% 13%

Joint venture 16% - 20% 25%

Foreign Direct Investment 47% 50% 20% 62%

Average number of employees 262 15 66 508

Average experience of staff

Management 7 yrs 8 yrs 8 yrs 7 yrs

Technical 3 yrs 4 yrs 4 yrs 2 yrs

Quality Assurance 3 yrs 8 yrs 2 yrs 2 yrs

Service lines offered

Voice processing 33% 17% - 60%

Non-voice processing 100% 100% 100% 100%

Quality certification

ISO certified 43% 33% 40% 50%

HIPAA certified 10% - - 20%

ISO pursuing 19% 17% 20% 20%
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ITES EXPORT
INDUSTRY

SMALL MEDIUM LARGE

HIPAA pursuing 5% - 20% -

COPC pursuing 10% - - 20%

INFRASTRUCTURE

Average floor space (sq feet) 17,780 1,749 4,380 34,099

Average floor space per employee (sq feet) 103 192 76 63

MARKETS

Existing market composition

US 62% 33% 60% 80%

Europe (UK & Ireland) 43% 33% 20% 60%

Canada 29% 17% 20% 40%

Asia Mature Market 24% 17% 20% 30%
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Definitions

 Information and Communication Technology (ICT): An umbrella term that includes computer and
network hardware and software, satellite systems, communication devices as well as the various services
and applications associated with them.

 Information Technology (IT): A subset of the ICT focusing on the computer and network hardware and
software as well as the various services and applications associated with them.

 IT Company: A company that provide services relating to their own software product, software
development, IT services and IT consulting.

 IT Consulting Company: A company that offers IT consulting services including IS strategy, IT and
network planning, architectural assessments, IS operational analysis, technical system and network
designs, product-specific consulting, supplier assessment and maintenance planning.

 IT Services Company: A company that offers IT services such as infrastructure management services,
reseller activities, security services, network solutions and disaster recovery services.

 Software Development Company: A company that functions as a research and development outfit for a
parent company or specified clients and therefore does not own the Intellectual Property rights for the
software it develops.

 Software Product Company: A software company that owns the Intellectual Property rights for the
software it develops.

 Business Process Outsourcing/ IT Enabled Services: The outsourcing of processes that may be IT-
enabled, but as they do not need on-shore presence, are offshore-able.

 Outsourced Non-Voice Processing Company: An ITES company whose services include the processing of
outsourced non-voice related business processes such as research analytics, finance and accounting
services, legal services and engineering services.

 Outsourced Voice Processing Company: An ITES company whose services include the processing of
outsourced voice related business processes such as call centres and transcription services.

 Captive: A company that is owned by a parent company overseas and is set up to undertake work only
for the parent’s global operations.

 Non-Captive: A company that is set up to undertake work for the external clients (third party services).

 Foreign Direct Investment Ownerships: Companies established with 100% foreign investment.

 Joint Venture Ownership: Companies formed with foreign investment.

 Administration Staff: Personnel in Human Resources, Finance and Legal division etc. (HR & Resource
personnel are categorised under Administration for small companies, whereas a senior HR manager in a
large organisation is categorised under Senior Management).

 Support Staff: Includes administration staff and other staff (involved in infrastructure related tasks such
as networking, process leads, business development etc).

 Operations Staff: Includes Management, technical and quality assurance staff categories.
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1.0 Introduction

With the emergence of the IT/ ITES export industry in Sri Lanka, the Sri Lanka Export Development Board
(EDB), carried out a profiling of the industry in 2007 and established the value of the export revenues
generated in order to serve as a baseline indicator to track its contribution to the national economy.

Now, after significant contributions to and developments in the ICT industry, the EDB has initiated another
survey of the IT/ ITES export industry to capture the ICT export values for the years of 2009 and 2010. The
survey was expected to demonstrate the progress made in the industry and to highlight its growing significance
as a top export revenue generator for Sri Lanka. In this survey, however, the need was identified to distinguish
the survey results between the IT and ITES export companies, due to the difference in their operational models.

PricewaterhouseCoopers, which carried out the initial survey in 2007, was appointed to conduct this survey as
well.
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2.0 The Steering Committee

In order to ensure that the survey results would be in line with the objectives and expectations of the industry,
and other stakeholders, in addition to the EDB, a Steering Committee was formed to direct the survey. The
steering committee comprised of representatives from the Sri Lanka Export Development Board (EDB), Board
of Investment of Sri Lanka (BOI), ICT Agency of Sri Lanka (ICTA), Sri Lanka Association of Software and
Service Companies (SLASSCOM) and other industry experts.

The Steering Committee, through several discussions provided useful insights and assistance in the following
areas:

• Defining the scope and outputs of the study

• Providing inputs for the design of the questionnaire and the analysis plan

• Validation of companies under each vertical and validation of key assumptions

• Persuade the management of IT/ITES export companies to participate in the survey
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3.0 Assumptions & Definitions

3.1 Export Company Definition
For the purposes of the study, the IT/ITES export industry was defined as IT and ITES companies that would
have generated some amount of export revenue from their products or services during the period of 2009 and
2010.

Further, companies should have earned export revenue on a continuous basis rather than on a one-time basis.
For cost centres such as captive ITES or IT development centres, the overall costs of running the Sri Lankan
operation was considered as the revenue for the company.

Companies involved in hardware exports and telecommunication service providers were not considered for this
survey.

The companies stated herein refer only to ICT companies in the export industry and do not include those
catering only to the local market.

3.2 Company Categorisation
The companies were sampled and analysed based on the following categorisation, by size of the company.

Small Companies Medium Companies Large Companies

No of employees Less than 40 employees 40 to 100 employees More than 100 employees

3.3 Timeline of the Survey
The time periods considered for the companies are 2009 and 2010. However, for the companies following the
financial year April – March, time period considered is 2010 (2009/10) and 2011 (2010/11).
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4.0 Survey Design and
Implementation

4.1 Database finalisation
The database of the companies were compiled from the listings used for the 2007 survey and listings obtained
from the EDB, BOI and SLASSCOM. A separate fully fledged listing exercise was deemed unnecessary as most
of the ICT export industry companies were presumed to have been captured in at least one of the listings used.
However, new companies were identified through newspapers and through the input of the Steering Committee
members. A re-confirmation exercise was however carried out to ensure that the companies in the listings were
still in operation, to identify takeovers and amalgamated companies, and to ensure that exports were carried
out for the period concerned.

4.2 Sample finalisation
The sample was selected through the use of ‘Stratified Purposive Random Sampling’ methodology. The samples
were taken to be representative of the small, medium and large ICT companies, based on the industry
categorisation of the same.

4.3 Questionnaire finalisation and enumerator
training

The questionnaire was developed based on the questionnaire used for the previous survey. However, new
questions were included to capture the additional analysis required and were finalised in consultation with the
Steering Committee and piloted to test its validity. Training was carried out for enumerators to ensure that the
questionnaire was appropriately administered, with the inter-connected sections of the questionnaire being
used to verify the responses obtained.

4.4 Managing the interview process
During the implementation process, the following difficulties were encountered and resolved.

• Reluctance of the respondents to provide sensitive company information. This was resolved by signing
a non-disclosure agreement between the respondent company and PwC ensuring confidentiality of the
information collected. The companies were also informed that all information would only be reported
on an aggregate basis, and individual company information would not be disclosed to any other party.

• Difficulties in meeting key staff. This was resolved by leveraging on the EDB and Steering Committee
support where possible.

4.5 Analysis and Reporting
Statistical Package for Social Science (SPSS) software was used to analyze the responses against the analysis
requested by the Steering Committee. During this phase it was noted that some detailed analyses would reveal
individual company information while others would not hold statistically. In these instances the analyses has
not been reported.

4.6 Export Revenue Calculations
The population for the survey was estimated as a result of the listing exercise carried out by PwC. Through this
it was established that there are an estimated 175 ICT export companies that fall within the aforesaid definition.
Therefore, it is possible that certain IT/ ITES export business entities exist but have not been identified due to
lack of a mechanism to capture such information. Therefore for the purposes of this survey, extrapolation of the
findings has been limited to the 175 pre-identified companies.
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The industry export revenue figures were calculated using the following approach.

 The sample interviewed was segmented into IT, ITES and companies who do both IT and ITES export

 Each segment was then further stratified into small, medium sized and large companies

 The companies who were classified under ‘both IT & ITES’ were re-categorised as either IT or ITES
based on the weightage of their service offering.

 Company revenue figures were validated using the cost information, margins, and the number of
employees of the company.

Separate average revenue per company was calculated for this final stratum (e.g. IT -small companies
or IT medium sized etc.) In the event that the company did not disclose any of the information required
to estimate its revenue, then the company was excluded from the average revenue per company
calculation.

 The total companies were also stratified similar to the stratification used for the sample base

 Average revenues derived for each sample segment was used to extrapolate to the revenue of all the
companies in each stratum.

 The total revenue was calculated as the summation of the sub-total revenues for each stratum.

4.7 Per employee export revenue calculations
Most of the companies who are captured in the survey are having both export and domestic operations. The
survey could not derive the number of employees who are only involved in export oriented services. Therefore,
as suggested by the steering committee, an alternative method was used to calculate the 'number of export
oriented employees', and thereby the 'Export revenue per employee' and the ‘Export revenue per billable
employee’. The approach is as follows,

The percentage split of the domestic revenue and export revenue of the companies was identified, and this was
applied to the total number of employees of the respective companies, to arrive at the number of ‘export
oriented employees’ of those companies.
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5.0 Limitations of the survey

This report has been prepared based upon data obtained from the IT/ ITES export companies, industry sources
and professionals associated with the industry through survey interviews. We have not endeavoured to seek any
independent confirmation of the reliability, accuracy or completeness of this information. For the purpose of
analysis it is assumed that the respondents have answered the survey accurately, completely and honestly and
that their responses are a true reflection of the actual situation.

It should not be construed that we have carried out any form of detailed market census which is outside the
scope of this study, audit or other verification of financial and other information that has not been relied upon,
nor that the suggested methodology would be necessarily acceptable to external bodies or robust to legal
challenge. Accordingly, while the statements made and the methodology in this report has been given in good
faith, we accept no responsibility for any errors in the information on which they are based, nor the effect of any
such errors on our analysis, suggestions or report.

The following constraints were faced in the implementation of the survey;

 Difficulty of identifying the companies of the entire ITES export industry in Sri Lanka was acutely felt
during this process

 Some of the key companies which could contribute significantly to the findings had not responded to
the key questions, which may affect the accuracy of the results.

 Response rate of the industry was not as high as expected, which may affect the completeness of the
results

The comparison of the survey findings with the ICT Export Value Survey conducted in 2007 may not be realistic
due to several practical reasons;

 Firstly, the latest survey considers both the ‘calendar year’ and the ‘financial year’ as the timelines of
the survey whereas the timeline of the 2007 survey was mainly the ‘calendar year’.

 Secondly, the questionnaire itself has undergone considerable change from the 2007 survey; both the
actual question and the way it has been phrased.

 Thirdly, the analysis plan for the 2010 survey was different to that of 2007 (as requested by the
Steering Committee members).
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6.0 Limitations on Usage of
Report

We shall not be called upon to provide or defend the information provided in the document in any forum within
the scope of the current engagement.

The scope of services excludes responding to any third party queries and any subsequent work resulting from
the conclusion of our Services. Our Services are solely for the purposes of deriving the export value of the IT/
ITES Industry of Sri Lanka for the Export Development Board (EDB) from a survey. Our report has been
prepared for the sole use of the EDB to which it has been addressed to. We understand that this report could be
shared with third parties, but in no event will PwC accept any responsibility or liability to third parties to whom
our report may be shown or whose hands it may come into.

Economic conditions, market factors and performance change may result in the information contained in the
document becoming quickly outdated and may require updating from time to time or before any major
decisions are taken based on the report/ workings.

No Partner, Director of, or any person in the employment of PricewaterhouseCoopers has any authority to make
or give any representations, warranty, indemnity or undertaking, expressed or implied, in respect of the report.
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IT QUESTIONNAIRE

ABOUT YOUR ORGANISATION

Q1. When did you commence your business?

Q2. Which country is your head office located?

Q3. Do you have any other branches?
1. Yes
2. No (GO TO Q5)

Q4. How many of those branches are local and overseas?

Local Overseas

Q5. Is your organization:
1. A BOI
2. A Non-BOI company

Q6. Is your organization a member of any industry associations or federations related to your business?
1. Yes
2. No (GO TO Q8)

Q7. Can you tell us which industry associations/ federations you are member of? (Multiple Answers
Possible)

SLASSCOM

FITIS (SLASI,SLCVA,
ACTOS,LISPA-TPA,ISACA)

Trade Chambers (specify)
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Other (Specify)

None

Q8. Can you please tell us about any quality certifications such as CMMI, ISO or COPC certifications that
your company possess or are pursuing?

Quality Certification Currently possess Pursuing

CMMI SCAMPI B

CMMI Level 3

CMMI Level 4

CMMI Level 5

ISO 9001:2000

ISO 27001

ISO 9000

ISO 9002

COPC

ITIL

HIPAA

Others (specify)

None

Q9. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION



Sri Lanka Export Development Board ICT Export Value Survey 2010 – IT Export Sector
Annexure 2

PwC Final - Version 1 (DC 2) Page 62 of 106

WORK FORCE

Q10. Can you tell us the total number of employees you currently have and had in year 2009/2010?

Current Year 2009/2010

Q11. Can you also tell us the total number of employees in the following categories:

Billable / Deployable
Non – billable /

Non- Deployable

Senior Management

Administration

Technical Staff

Quality Assurance Staff

Other Support Staff

Q12. Can you please tell us your total employee strength in your overseas branches?

Location No. of employees
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Q13. Can you please tell us the average age and the gender distribution of your staff?

Management Administration
Technical

staff

Quality
Assurance

staff

Other
Support

Staff

Average Age

Gender
M

F

Q14. Can you please tell us about the qualification requirement for each of these categories of the staff:

Management Administration
Technical

staff

Quality
Assurance

staff

Other
Support

Staff

Education

No. of years
of
Experience

INFRASTRUCTURE OF YOUR BUSINESS

Q15. Can you please tell us the approximate floor size of your local branches (size of total locations)

Sq.ft

Q16. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION
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Q17. What are your modes of communication? (Multiple Answers Possible)
1. Video conferencing (Non-Skype / Non-MSN)
2. Voice calls
3. SMS
4. Skype
5. E-mail
6. Instance messaging services
7. Others (specify) _________________________________________

Q18. What method do you use for data / application storage? (Both Answers Possible)
1. Hosted Internally
2. Hosted Externally

Q19. Do you have a disaster recovery site?
1. Yes
2. No (GO TO Q22)

Q20. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

Q21. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

Q22. Can you please tell us the total communication bandwidth used by your company?

Internet IPLC / Data

128 KB

256 KB

512 KB

1 MB

2 MB

4 MB

8 MB

12 MB

20 MB

Q23. Do you have a service level agreement with your company’s communication service provider? (Single
Answer)

1. Yes
2. No (Go to Q25)
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Q24. Please specify what are the aspects covered in the service level agreement with your service provider?

Covered under
the agreement

Specify the condition

(eg: response time 4 hrs)

Response Time (Hrs)

Resolution Time (Hrs)

Uptime (%)

CIR level (%)

Disaster recovery aspects of
the service provider
(availability)

Others (specify)

Q25. Can you please name your primary and secondary communication service providers and the purpose
for the secondary provider?

Name of service provider

Purpose (Please tick)

Load
Balancing

Back-up
Other

(specify)

Primary

Internet: NA NA NA

IPLC: NA NA NA

Secondary

Internet:

IPLC:

Q26. Can you please specify the media of connection for your communication (between the company and the
service provider)?

Media (Please tick)

Fiber Copper Radio link
Other

(specify)

Primary

Secondary
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Q27. What are the business management systems used in your company?

Business Management System Name of the System & Supplier Name

Human Resource

Finance

Document Management

Time Management

ERP (specify the modules)

Other (specify)

EXPORT BUSINESS

Q28. Can you please tell us how long you have been in the ICT export business?

Less than a year

1 – 2 yrs

2 – 3 yrs

3 – 5 yrs

5 – 7 yrs

7 – 10 yrs

10 – 15 yrs

15 – 20 yrs

More than 20 yrs
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Q29. Can you please tell us how you canvas for your export business? (Multiple Answers Possible)

1. Through your head office located overseas

2. Through your own marketing office/ subsidiary located overseas

3. Through your joint venture partner

4. Through a liaising company (franchisee)

5. Direct marketing from your local office

6. Through freelance individuals / consultants

7. Through Strategic Alliance

8. Other (Specify)

NATURE OF BUSINESS (OWNERSHIP)

Q30. We would like to know more about the nature of your business entity. Is it: (Single Answer)

1. Fully Owned Sri Lankan Company (100% Sri Lankan Shareholder base)

2. Joint Venture

3. Foreign Direct Investment (100% owned by non-Sri Lankan citizens)

Q31. (IF JOINT VENTURE) What is the percentage of foreign ownership?

Local % Foreign %

NATURE OF BUSINESS (SERVICE OFFERING)

Q32. Can you please tell us which of the following best describes your export business model: (Single
Answer)

1. Captive
2. Non captive
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Q33. We would like to know the line of service and the percentage covered by each service line. Is it
primarily a…. (multiple answers are possible. Tick both the main categories, and also the sub
categories where relevant):

(Tick) %

1. Software development/ services company

2. Software product company (e.g own IP)

3. IT services company

Infrastructure management services

Security services

Network solutions

Back up

Disaster recovery

Reseller

Others (specify)

4. IT consulting company

IS strategy

IT & network planning

Architectural assessments

IS operational analysis

Technical system and network designs

Product specific consulting

Supplier assessment

Maintenance planning

ERP implementation

Project management

Others (specify)
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5. Omitted – Not applicable to IT organization

6. Omitted – Not applicable to IT organization

7. Other (Specify)

Q34. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

EXPORT MARKET

Q35. What percentage of your business caters to the export market?

Q36. Can you also tell us for which markets are you exporting the products/ services to? And what
percentage of your export business is covered by this market for these product/ service lines? Please
provide these information separately for the business segmentation you stated in Question 33 (Line of
service)
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1. Software development/
services

2. Software product

3. IT Services

4. IT Consulting

5. Outsourced Voice Processing

6. Outsourced Non-Voice
Processing

7. Other
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a- South Asian Countries – India, Pakistan, Bangladesh, Nepal, Bhutan, Maldives, Afghanistan
b – Korea, Japan, Singapore, Malaysia, Thailand, Hong Kong & China

c – Norway, Sweden, Finland & Denmark

Q37. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

VIEWS ON THE PAST & FUTURE GROWTH OF YOUR BUSINESS

Q38. What do you feel are the key factors that fuelled your growth over the last three years (2008 – 2010)
and the expected key factors that would fuel your growth in the next three years (2011 – 2013)?

Key Factors for Growth 2008-2010 2011 -2013

1. Quality of Service

2. Innovation

3. Experience/Skills of Staff

4. Market Strengths & Opportunity (Local & Overseas)

5. Technology Advancement

6. Productivity

7. Assistance from overseas office/other

8. More investments on business development

9. Post-Conflict environment in the country

10. Other (specify)
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Q39. Considering the past years performance how likely is your business to grow. We would like to know
this answer in terms of the line of services which you stated in Question 33 and also the markets you
are operating in. (Single answer for each column)

Service offerings 1. 2. 3. 4.
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than 20%

It is likely to grow by
between 21% to 30%

It is likely to grow by
between 31% to 50%

It is likely to grow by
between 51% to 75%

It is likely to grow by
between 76% to 100%

It is likely to grow by more
than 100%

Service offerings 5. 6. 7.
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between 76% to 100%
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It is likely to grow by more
than 100%

Export to
Countries
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Enter to the Market

It is likely to grow by
less than 20%

It is likely to grow by
between 21% to 30%

It is likely to grow by
between 31% to 50%

It is likely to grow by
between 51% to 75%

It is likely to grow by
between 76% to 100%

It is likely to grow by
more than 100%

Q40. Are you planning to expand your business or diversify into new areas?
1. Yes
2. No (GO TO Q42)

Q41. Can you please tell us in which areas you are planning to expand or diversify?

Expand (Expansion of
the capacity or into new
markets)

Diversify (Expand the
business offerings)

Q42. What is your recruitment plan for year 2011/12 and what are your projections over the next two years
(2012/13 & 2013/14)?

Employee Category
No. of New Employees

(for 2011/12)

Growth % over next two

years (2012/13 & 2013/14)

Management

Administration staff
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Technical

Quality Assurance staff

Other Support Staff

Q43. Are you planning to open up new branches (locally & overseas)?
1. Yes
2. No (GO TO Q50)

Q44. Can you tell us whether the new branches will be located within Sri Lanka or outside Sri Lanka or both?
1. Within Sri Lanka (GO TO Q46)
2. Outside Sri Lanka
3. Both

Q45. You said that you are planning on opening a branch/s outside Sri Lanka, can you please tell us which
countries that you have considered?

Q46. Can you tell us whether the new branches will be operational centers, marketing offices or both?
1. Operational centers
2. Marketing offices
3. Both

Q47. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

Q48. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

Q49. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION
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EXPENDITURE

Q50. We would like to have some information on the expenditure of ICT export companies. This is mainly
to categorize, in terms of expenditures and also to understand the financial commitments, of
companies like yours. Can you please tell us what your expenses were for the year 2010/11 and
2009/10 for Sri Lankan operations. (IN LKR)

Cost Elements 2010/11 (LKR) 2009/10 (LKR)

Total Employee Costs (incl Project
salary for outsourced consultants,
Insurance, Medical, Transport,
Communications etc.)

Training of Employees (Software,
Project Management etc.)

Space (e.g. rent)

Electricity

Communication

Maintenance

Financial Costs (loans and interest)

Business Development & Advertising
costs

Other Marketing Expenses

Overseas marketing office/liaising
office expenses

Annual Capital Expenditures

Cost of Processes (Quality
Certification, ERP costs etc)

Any other notable expenses



Sri Lanka Export Development Board ICT Export Value Survey 2010 – IT Export Sector
Annexure 2

PwC Final - Version 1 (DC 2) Page 76 of 106

INCOME

Q51. Similar to the expenditures we would also like to know to which income bracket stated below (total
revenue – both exports and domestic) your organization belongs. (IN USD)

Annual Revenue 2010/11 2009/10

≤ USD 10,000   

USD 10,001 – USD 20,000

USD 20,001 – USD 50,000

USD 50,001 – USD 75,000

USD 75,001 – USD 100,000

USD 100,001 – USD 250,000

USD 250,001 – USD 500,000

USD 500,001 – USD 1M

USD 1M – USD 2M

USD 2M – USD 3M

USD 3M – USD 4M

USD 4M – USD 5M

USD 5M – USD 6M

USD 6M – USD 7M

USD 7M – USD 8M

USD 8M – USD 9M

USD 9M – USD 10M

USD 10M – USD 20M

USD 20M – USD 30M

USD 30M – USD 40M

USD 40M – USD 50M

USD 50M – USD 60M

USD 60M – USD 70M
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USD 70M – USD 80M

USD 80M – USD 90M

USD 90M – USD 100M

USD 100M – USD 200M

Q52. We would also like to know to which income bracket your organization belongs in relation to the
export revenue. (IN USD)

Annual Revenue 2010/11 2009/10

≤ USD 10,000   

USD 10,001 – USD 20,000

USD 20,001 – USD 50,000

USD 50,001 – USD 75,000

USD 75,001 – USD 100,000

USD 100,001 – USD 250,000

USD 250,001 – USD 500,000

USD 500,001 – USD 1M

USD 1M – USD 2M

USD 2M – USD 3M

USD 3M – USD 4M

USD 4M – USD 5M

USD 5M – USD 6M

USD 6M – USD 7M

USD 7M – USD 8M

USD 8M – USD 9M

USD 9M – USD 10M

USD 10M – USD 20M

USD 20M – USD 30M

USD 30M – USD 40M
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USD 40M – USD 50M

USD 50M – USD 60M

USD 60M – USD 70M

USD 70M – USD 80M

USD 80M – USD 90M

USD 90M – USD 100M

USD 100M – USD 200M

Q53. Can we also know what the average gross margin for a typical project/ contract would be?

Q54. QUESTION OMITTED - NOT APPLICABLE FOR IT ORGANISATION

VIEWS ON THE CHALLENGES FACED BY THE ICT EXPORT SECTOR

Q55. Can you please tell us the key challenges you are facing under the areas stated below.

Infrastructure –

Space

Infrastructure –
Telecommunications

Competency/ Skills

Workforce

Access to markets

Country visibility

Barriers to market entry
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Competition – local/
global/ in country

Government Policies

Other (Specify)

EXPECTATIONS

Q56. Similar to the previous question, can you tell us what key supportive program or two you would like
from the below key institutions in Sri Lanka.

EDB

BOI

ICTA / ICBP

Associations

Universities/
Educational Institutes

Vendors (e.g.
Infrastructure)
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Government

THANK YOU
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DEFINITIONS

 Financial Year: The time periods been considered for the companies with the financial year April
– March are 2009/10 & 2010/11. For the companies with the financial year January – December,
the relevant years would be 2009 & 2010

 Company size: The size of a company is been categorized based on the size of its workforce using
the parameters already in use by ICTA’s private sector development program. Though these
parameters would not in general be applicable to ITES companies internationally, where ITES
companies are characterised by the sheer scale of their workforce, the nature of the local ITES
industry make these acceptable. The parameters are;

 Small Company: A company with a total workforce of less than 40 individuals.
 Medium Sized Company: A company with a total workforce of equal to or greater than 40

individuals but less than 100.
 Large Company: A company with a total workforce of equal to or greater than 100

individuals.

 Information and Communication Technology (ICT): An umbrella term that includes
computer and network hardware and software, satellite systems, communication devices as well as
the various services and applications associated with them.

 Information Technology (IT): A subset of the ICT focusing on the computer and network
hardware and software as well as the various services and applications associated with them.

 IT Company: A company that provide services relating to their own software product, software
development, IT services and IT consulting.

 IT Consulting Company: A company that offers IT consulting services including IS strategy, IT
and network planning, architectural assessments, IS operational analysis, technical system and
network designs, product-specific consulting, supplier assessment and maintenance planning.

 IT Services Company: A company that offers IT services such as infrastructure management
services, reseller activities, security services, network solutions and disaster recovery services.

 Software Development Company: A company that functions as a research and development
outfit for a parent company or specified clients and therefore does not own the Intellectual Property
rights for the software it develops.

 Software Product Company: A software company that owns the Intellectual Property rights for
the software it develops.

 Business Process Outsourcing/ IT Enabled Services: The outsourcing of processes that may
be IT-enabled, but as they do not necessitate on-shore presence, are offshore-able.

 Outsourced Non-Voice Processing Company: An ITES company whose services include the
processing of outsourced non-voice related business processes such as research analytics, finance
and accounting services, legal services and engineering services.
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 Outsourced Voice Processing Company: An ITES company whose services include the
processing of outsourced voice related business processes such as call centers and transcription
services.

 Captive: A company that is owned by a parent company overseas and is set up to undertake work
only for the parent’s global operations.

 Non-Captive: A company that is set up to undertake work for the external clients (third party
services).

 Foreign Direct Investment Ownerships: Companies established with 100% foreign
investment.

 Joint Venture Ownership: Companies formed with foreign investment.

 Administration staff: Personnel in Human Resources, Finance and Legal division etc. (HR &
Resource personnel are categorised under Administration for small companies, whereas a senior HR
manager in a large organisation is categorised under Senior Management).

 Support Staff: Includes staff involved in infrastructure related tasks such as networking, process
leads, business development etc.

 IPLC: An IPLC (international private leased circuit) is a point-to-point private line used by an
organization to communicate between offices that are geographically dispersed throughout the
world. An IPLC can be used for Internet access, business data exchange, video conferencing, and any
other form of telecommunication.

 CIR level: Short for committed information rate, a specified amount of guaranteed bandwidth
(measured in bits per second) on a Frame Relay service. Typically, when purchasing a Frame Relay
service, a company can specify the CIR level they wish. The Frame Relay network vendor guarantees
that frames not exceeding this level will be delivered. It's possible that additional traffic may also be
delivered, but it's not guaranteed.
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ITES QUESTIONNAIRE

ABOUT YOUR ORGANISATION

Q57. When did you commence your business?

Q58. Which country is your head office located?

Q59. Do you have any other branches / sites?
1. Yes
2. No (GO TO Q5)

Q60. How many of those branches / sites are local and overseas?

Local Overseas

Q61. Is your organization:
1. A BOI
2. A Non-BOI company

Q62. Is your organization a member of any industry associations or federations related to your business?
1. Yes
2. No (GO TO Q8)

Q63. Can you tell us which industry associations/ federations you are member of? (Multiple Answers
Possible)

SLASSCOM

FITIS (SLASI, SLCVA, ACTOS,
LISPA/TPA, ISACA)

Trade Chambers (specify)

Other (Specify)

None
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Q64. Can you please tell us about any quality certifications that your company possess or are pursuing?

Quality Certification Currently possess Pursuing

ISO 9001:2000

ISO 27001

ISO 9000

ISO 9002

COPC

HIPAA

Others (specify)

None

Q65. Can you please tell us about any accreditations/ partnerships with international product / services
companies that your company currently possess or are pursuing?

Accreditation / Partnership Currently possess Pursuing

Scanning Partners (specify)

Workflow Partners (specify)

CISCO

IBM

HP

Redhat

ERP Partners (specify)

Others (specify)

None
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WORK FORCE

Q66. Can you tell us the total number of employees you currently have and had in year 2009/10?

Current Year 2009/10

Q67. Can you also tell us the total number of employees in the following categories:

Billable / Deployable
Non – billable /

Non- Deployable

Senior Management

Administration

Technical Staff

Quality Assurance Staff

Other Support Staff

Q68. Can you please tell us your total employee strength in your overseas sites?

Location No. of employees
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Q69. Can you please tell us the average age and the gender distribution of your staff?

Management Administration
Technical

staff

Quality
Assurance

staff

Other
Support

Staff

Average Age

Gender
M

F

Q70. Can you please tell us about the qualification requirement for each of these categories of the staff:

Management Administration
Technical

staff

Quality
Assurance

staff

Other
Support

Staff

Education

No. of years
of
Experience

INFRASTRUCTURE OF YOUR BUSINESS

Q71. Can you please tell us the approximate floor size of your local sites in total (size of total locations)?

Sq.ft

Q72.
Q16_1. Can you please tell us how many billable workstations in total your company operates with

(capacity)?

Q16_2. Also can you please tell us how many of the above billable workstations are in use at present
(utilization)?

Q16_3. Are the billable workstations being utilized on shift basis?

1. Yes
2. No (GO TO Q17)
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Q16_4. If yes, could you please tell us the number of shifts worked, and the number of billable
workstations shared for different shifts?

No. of shifts

No. of billable workstations shared for
different shifts

Q73. What are your modes of communication? (Multiple Answers Possible)
1. Video conferencing (Non-Skype / Non-MSN)
2. Voice calls
3. SMS
4. Skype
5. E-mail
6. Instance messaging services
7. Others (specify) _________________________________________

Q74. What method do you use for data / application storage? (Both Answers Possible)
1. Hosted Internally
2. Hosted Externally

Q75. Do you have a disaster recovery site?
1. Yes
2. No (GO TO Q22)

Q76. Is it a dedicated or non-dedicated disaster recovery site?
1. Dedicated
2. Non-dedicated

Q77. Can you please tell us more details about your disaster recovery site?

Supplier name

Number of seats

Approximate floor size

(Sq.ft)

Q78. Can you please tell us the total communication bandwidth used by your company?

Internet IPLC / Data

128 KB

256 KB
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512 KB

1 MB

2 MB

4 MB

8 MB

12 MB

20 MB

Q79. Do you have a service level agreement with your company’s communication service provider? (Single
Answer)

1. Yes
2. No (Go to Q25)

Q80. Please specify what are the aspects covered in the service level agreement with your service provider?

Covered under the
agreement

Specify the condition

(eg: response time 4 hrs)

Response Time (Hrs)

Resolution Time (Hrs)

Uptime (%)

CIR level (%)

Disaster recovery aspects of
the service provider
(availability)

Others (specify)

Q81. Can you please name your primary and secondary communication service providers and the purpose
for the secondary provider?

Name of service provider

Purpose (Please tick)

Load
Balancing

Back-up Other (specify)
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Primary

Internet: NA NA NA

IPLC: NA NA NA

Secondary

Internet:

IPLC:

Q82. Can you please specify the media of connection for your communication (between the company and the
service provider)?

Media (Please tick)

Fiber Copper Radio link
Other

(specify)

Primary

Secondary

Q83. What are the business management systems used in your company?

Business Management System Name of the System & Supplier Name

Human Resource

Finance

Document Management

Time Management

ERP (specify the modules)

Other (specify)

EXPORT BUSINESS

Q84. Can you please tell us how long you have been in the ICT export business?

Less than a year
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1 – 2 yrs

2 – 3 yrs

3 – 5 yrs

5 – 7 yrs

7 – 10 yrs

10 – 15 yrs

15 – 20 yrs

More than 20 yrs

Q85. Can you please tell us how you canvas for your export business? (Multiple Answers Possible)

1. Through your head office located overseas

2. Through your own marketing office/ subsidiary located overseas

3. Through your joint venture partner

4. Through a liaising company (franchisee)

5. Direct marketing from your local office

6. Through freelance individuals / consultants

7. Through Strategic Alliance

8. Other (Specify)

NATURE OF BUSINESS (OWNERSHIP)

Q86. We would like to know more about the nature of your business entity. Is it: (Single Answer)
1. Fully Owned Sri Lankan Company (100% Sri Lankan Shareholder base)

2. Joint Venture

3. Foreign Direct Investment (100% owned by non-Sri Lankan citizens)

Q87. (IF JOINT VENTURE) What is the percentage of foreign ownership?

Local % Foreign %



Sri Lanka Export Development Board ICT Export Value Survey 2010 – ITES Export Sector
Annexure 2

PwC Final - Version 1 (DC 2) Page 91 of 106

NATURE OF BUSINESS (SERVICE OFFERING)

Q88. Can you please tell us which of the following best describes your export business model: (Single
Answer)

1. Captive
2. Non captive

Q89. We would like to know the line of service and the revenue percentage covered by each service line. Is it
primarily a….. (multiple answers are possible):

(Tick) %

1. Omitted – Not applicable to ITES organisation

2. Omitted – Not applicable to ITES organisation

3. Omitted – Not applicable to ITES organisation

4. Omitted – Not applicable to ITES organisation

5. Outsourced Voice processing company

6. Outsourced Non-Voice processing company

7. Other (Specify)

Q90. What kind of services do you offer and what is the respective staff numbers involved?
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Outsourced Voice processing company

Call Center – Outbound Sales (Tele-
marketing)

Call Center - Inbound (Customer
Relationship Management)
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Outsourced Non-Voice processing company

Customer Service Center

Finance & Accounting

Cash Mgt. & Banking

Accounts Receivables

Accounts Payables

Forecasting & Budgeting

Others

Research & Analytics

Market Research

Investment Research

Management Information

Others

Legal Services

Document Mgt.

Personal Injuries

Conveyance

Contract Mgt.

Others

Medical Transcription

Claims processing
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Market Surveys

HR Services

Others (specify)

EXPORT MARKET

Q91. What percentage of your business caters to the export market?

Q92. Can you also tell me for which markets are you exporting the products/ services to? And what
percentage of your export business is covered by this market for these product/ service lines? Please
provide these information separately for the business segmentation you stated in Question 33 (Line of
Service)

Line of Service
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1. Software development/ services

2. Software product
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3. IT Services

4. IT Consulting

5. Outsourced Voice Processing

6. Outsourced Non-Voice
Processing

7. Other

a - South Asian Countries – India, Pakistan, Bangladesh, Nepal, Bhutan, Maldives, Afghanistan

b – Korea, Japan, Singapore, Malaysia, Thailand, Hong Kong & China

c – Norway, Sweden, Finland & Denmark

Q93. Can you please tell us the time zone you have aligned your working shift?

1. Sri Lanka
2. US
3. UK
4. Australia
5. Others (specify)

VIEWS ON THE PAST & FUTURE GROWTH OF YOUR BUSINESS

Q94. What do you feel are the key factors that fueled your growth over the last three years (2008 – 2010)
and the expected key factors that would fuel your growth in the next three years (2011 – 2013)?

Key Factors for Growth 2008-2010 2011-2013

1. Quality of Service

2. Innovation

3. Experience/Skills of Staff

4. Market Strengths & Opportunity (Local & Overseas)

5. Technology Advancement

6. Productivity

7. Assistance from overseas office/other

8. More investments on business development



Sri Lanka Export Development Board ICT Export Value Survey 2010 – ITES Export Sector
Annexure 2

PwC Final - Version 1 (DC 2) Page 95 of 106

9. Post-Conflict environment in the country

10. Other (specify)

Q95. Considering the past years performance how likely is your business to grow. We would like to know this
answer in terms of the line of services which you stated in Question 33 and also the markets you are
operating in. (Single answer for each column)

Service offerings 1. 2. 3. 4.
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It is likely to grow by less than
20%

It is likely to grow by between 21%
to 30%

It is likely to grow by between 31%
to 50%

It is likely to grow by between 51%
to 75%

It is likely to grow by between 76%
to 100%

It is likely to grow by more than
100%

Service offerings 5. 6. 7.
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It is likely to grow by between 31%
to 50%

It is likely to grow by between 51%
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to 75%

It is likely to grow by between 76%
to 100%

It is likely to grow by more than
100%

Export to
Countries
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by more than
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Export to Countries
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Enter to the market

It is likely to grow by less
than 20%

It is likely to grow by between
21% to 30%

It is likely to grow by between
31% to 50%

It is likely to grow by between
51% to 75%

It is likely to grow by between
76% to 100%

It is likely to grow by more
than 100%

Q96. Are you planning to expand your business or diversify into new areas?
1. Yes
2. No (GO TO Q42)

Q97. Can you please tell us in which areas you are planning to expand or diversify?

Expand (Expansion of
the capacity or into new
markets)

Diversify (Expand the
business offerings)

Q98. What is your recruitment plan for year 2011/12 and what are your projections over the next two years
(2012/13 & 2013/14)?

Employee

Category

No. of New

Employees

(for 2011/12)

Growth % over next two years

(2012/13 & 2013/14)

Management

Administration staff

Technical
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Quality Assurance staff

Other Support Staff

Q99. Are you planning to open up new sites/locations/delivery centres (locally & overseas)?
1. Yes
2. No (GO TO Q47)

Q100. Can you tell us whether the new sites will be located within Sri Lanka or outside Sri Lanka or both?
1. Within Sri Lanka (GO TO Q46.)
2. Outside Sri Lanka
3. Both

Q101. If you are planning on opening a site/s outside Sri Lanka, can you please tell us which countries that
you have considered?

Q102. Can you tell us whether the new sites will be operational centers, marketing offices or both?
1. Operational centers
2. Marketing offices
3. Both

Q103. Have you devised or started your marketing activities to acquire new accounts?
1. Yes
2. No

Q104. Are you planning to increase the number of seats in your organizations (within local office/s)?
1. Yes
2. No (GO TO Q50)

Q105. How many new seats are you planning to include?

EXPENDITURE

Q106. We would like to have some information on the expenditure of ICT export companies. This is mainly to
categorize, in terms of expenditures and also to understand the financial commitments, of companies
like yours. Can you please tell us what your expenses were for the year 2010/11 and 2009/10 for Sri
Lankan operations? (IN LKR)

Cost Elements 2010/11 (LKR) 2009/10 (LKR)

Total Employee Costs (incl Project
salary for outsourced consultants,
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Insurance, Medical, Transport,
Communications etc.)

Training of Employees (Software,
Project Management etc.)

Space (e.g. rent)

Electricity

Communication

Maintenance

Financial Costs (loans and interest)

Business Development & Advertising
costs

Other Marketing Expenses

Overseas marketing office/liaising
office expenses

Annual Capital Expenditures

Cost of Processes (Quality
Certification, ERP costs etc)

Any other notable expenses

INCOME

Q107. Similar to the expenditures we would also like to know to which income bracket stated below (total
revenue – both exports and domestic) your organization belongs. (IN USD)

Annual Revenue 2010/11 2009/10

≤ USD 10,000   
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USD 10,001 – USD 20,000

USD 20,001 – USD 50,000

USD 50,001 – USD 75,000

USD 75,001 – USD 100,000

USD 100,001 – USD 250,000

USD 250,001 – USD 500,000

USD 500,001 – USD 1M

USD 1M – USD 2M

USD 2M – USD 3M

USD 3M – USD 4M

USD 4M – USD 5M

USD 5M – USD 6M

USD 6M – USD 7M

USD 7M – USD 8M

USD 8M – USD 9M

USD 9M – USD 10M

USD 10M – USD 20M

USD 20M – USD 30M

USD 30M – USD 40M

USD 40M – USD 50M

USD 50M – USD 60M

USD 60M – USD 70M

USD 70M – USD 80M

USD 80M – USD 90M

USD 90M – USD 100M

USD 100M – USD 200M
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Q108. We would also like to know to which income bracket your organization belongs in relation to the
export revenue. (IN USD)

Annual Revenue 2010/11 2009/10

≤ USD 10,000   

USD 10,001 – USD 20,000

USD 20,001 – USD 50,000

USD 50,001 – USD 75,000

USD 75,001 – USD 100,000

USD 100,001 – USD 250,000

USD 250,001 – USD 500,000

USD 500,001 – USD 1M

USD 1M – USD 2M

USD 2M – USD 3M

USD 3M – USD 4M

USD 4M – USD 5M

USD 5M – USD 6M

USD 6M – USD 7M

USD 7M – USD 8M

USD 8M – USD 9M

USD 9M – USD 10M

USD 10M – USD 20M

USD 20M – USD 30M

USD 30M – USD 40M

USD 40M – USD 50M

USD 50M – USD 60M

USD 60M – USD 70M

USD 70M – USD 80M



Sri Lanka Export Development Board ICT Export Value Survey 2010 – ITES Export Sector
Annexure 2

PwC Final - Version 1 (DC 2) Page 102 of 106

USD 80M – USD 90M

USD 90M – USD 100M

USD 100M – USD 200M

Q109. Can we also know what the average gross margin for a typical project/ contract would be?

__________________________________________________________________

Q110. Can you please tell us the approximate annual contract value of your export business (booked revenue)
for the next five years (IN USD)?

2011/12 2012/13 2013/14 2014/15 2015/16

Annual Booked
Revenue

(US Dollars)

VIEWS ON THE CHALLENGES FACED BY THE ICT EXPORT SECTOR

Q111. Can you please tell us the key challenges you are facing under the areas stated below.

Infrastructure – Space

Infrastructure –
Telecommunications

Competency/ Skills

Workforce

Access to markets

Country visibility

Barriers to market entry

Competition – local/
global/ in country

Government Policies

Other (Specify)
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EXPECTATIONS

Q112. Similar to the previous question, can you tell us what key supportive program or two you would like
from the below key institutions in Sri Lanka.

EDB

BOI

ICTA / ICBP

Associations

Universities/
Educational Institutes

Vendors (e.g.
Infrastructure)

Government

THANK YOU
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DEFINITIONS

 Financial Year: The time periods been considered for the companies with the financial year April
– March are 2009/10 & 2010/11. For the companies with the financial year January – December,
the relevant years would be 2009 & 2010

 Company size: The size of a company is been categorized based on the size of its workforce using
the parameters already in use by ICTA’s private sector development program. Though these
parameters would not in general be applicable to ITES companies internationally, where ITES
companies are characterised by the sheer scale of their workforce, the nature of the local ITES
industry make these acceptable. The parameters are;

 Small Company: A company with a total workforce of less than 40 individuals.
 Medium Sized Company: A company with a total workforce of equal to or greater than 40

individuals but less than 100.
 Large Company: A company with a total workforce of equal to or greater than 100

individuals.

 Information and Communication Technology (ICT): An umbrella term that includes
computer and network hardware and software, satellite systems, communication devices as well as
the various services and applications associated with them.

 Information Technology (IT): A subset of the ICT focusing on the computer and network
hardware and software as well as the various services and applications associated with them.

 IT Company: A company that provide services relating to their own software product, software
development, IT services and IT consulting.

 IT Consulting Company: A company that offers IT consulting services including IS strategy, IT
and network planning, architectural assessments, IS operational analysis, technical system and
network designs, product-specific consulting, supplier assessment and maintenance planning.

 IT Services Company: A company that offers IT services such as infrastructure management
services, reseller activities, security services, network solutions and disaster recovery services.

 Software Development Company: A company that functions as a research and development
outfit for a parent company or specified clients and therefore does not own the Intellectual Property
rights for the software it develops.

 Software Product Company: A software company that owns the Intellectual Property rights for
the software it develops.

 Business Process Outsourcing/ IT Enabled Services: The outsourcing of processes that may
be IT-enabled, but as they do not necessitate on-shore presence, are offshore-able.

 Outsourced Non-Voice Processing Company: An ITES company whose services include the
processing of outsourced non-voice related business processes such as research analytics, finance
and accounting services, legal services and engineering services.

 Outsourced Voice Processing Company: An ITES company whose services include the
processing of outsourced voice related business processes such as call centers and transcription
services.
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 Captive: A company that is owned by a parent company overseas and is set up to undertake work
only for the parent’s global operations.

 Non-Captive: A company that is set up to undertake work for the external clients (third party
services).

 Foreign Direct Investment Ownerships: Companies established with 100% foreign
investment.

 Joint Venture Ownership: Companies formed with foreign investment.

 Administration staff: Personnel in Human Resources, Finance and Legal division etc. (HR &
Resource personnel are categorised under Administration for small companies, whereas a senior HR
manager in a large organisation is categorised under Senior Management).

 Support Staff: Includes staff involved in infrastructure related tasks such as networking, process
leads, business development etc.

 IPLC: An IPLC (international private leased circuit) is a point-to-point private line used by an
organization to communicate between offices that are geographically dispersed throughout the
world. An IPLC can be used for Internet access, business data exchange, video conferencing, and any
other form of telecommunication.

 CIR level: Short for committed information rate, a specified amount of guaranteed bandwidth
(measured in bits per second) on a Frame Relay service. Typically, when purchasing a Frame Relay
service, a company can specify the CIR level they wish. The Frame Relay network vendor guarantees
that frames not exceeding this level will be delivered. It's possible that additional traffic may also be
delivered, but it's not guaranteed.
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Key Contacts

Export Development Board

Representative: Mr. Saman Maldeni
Designation: Acting Director – Export

Services
Telephone: 2300 678
Email: maldeni@edb.tradenets.lk
Website: www.srilankabusiness.com

Board of Investment

Representative: Mr Duminda Ariyasinghe
Designation: Executive Director
Telephone: 2430511
Email: dumindaa@boi.lk
Website: www.boi.lk

ICT Agency of Sri Lanka

Representative: Mr. Reshan Dewapura
Designation: Chief Executive Officer
Telephone: +94 11 2369099
Email: reshan@icta.lk
Website: www.icta.lk

Sri Lanka Association of Software and
Service Companies (SLASSCOM)

Representative: Mr. Sujeewa Devaraja
Designation: Chairman
Telephone: +94 11 2665261
Email: chairman@slasscom.lk
Website: www.slasscom.lk

PricewaterhouseCoopers (Pvt) Ltd

Representative: Mr. Channa Manoharan
Designation: Chief Operating Officer /

Advisory Leader
Telephone: +94 11 7719838
Email: channa.manoharan@lk.pwc.com
Website: www.pwc.com/lk

Sri Lanka Association of Software and
Service Companies (SLASSCOM)

Representative: Mr. Mano Sekeram
Designation: Director & General Secretary
Telephone: +94 11 2665261
Email: generalsecretary@slasscom.lk
Website: www.slasscom.lk


