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ABSTRACT

Foreign Direct Investment in the Dominican Republic Contact
Center Industry

By

Raul Antonio Herrera Piiia

Current financial crisis has forced many companies in the contact center industry to look
for cheap and efficient places to run their business, especially places offshore. The
Dominican Republic is rapidly becoming a leader in the contact center industry and is in
fact attracting many of this companies looking to cut down on cost while earning
talented human resources and revenues. Due to the benefits offered to investors in the
Dominican Republic the country is attracting a great deal of FDI in the contact center
industry. Latin American countries are acquiring such businesses due to the transition of
an agricultural base country, to one dependant of service. Although the country counts
with prepare human resources, technological infrastructure and incentives to investors,
it does not count with a solid workforce dedicated solely to the call center industry. This
is where the Dominican Republic needs to start laying down procedures and policies
that will allow the country to start building a solid workforce and grant priority to this
growing sector, thus receive the benefits of such investments.
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1. Introduction

1.1 Background and purpose

The Dominican Republic has done a major shift in its economy, coming from an
agricultural economy, to one based on services. An estimate of the sectors contribution
to the country are, 60.2% in services (tourism, transportation, communications, finances,
others), 15.5% in industry (manufacturing), 11.5% in construction, 11.3% in agriculture,
and 1.5% in mining (CIA fact book, 2010). Right now only tourism leads the service
industry, but it is soon to be challenged by the investment into contact centers. Because
of this shift in its economy the Dominican Republic has become home to various foreign
investments, being contact center the focus of this study on foreign direct investment
(FDI) in contact centers, also known as call centers. It is important to explore the
advantages the Dominican Republic offers to attract such foreign investment, as well as
to analyze the fact that although there are benefits, it could also lack the necessary

physical and legal infrastructure to sustain this rapidly growing industry.

Due to the ongoing world financial crisis, many international companies are
struggling to keep their business afloat and looking to establish their contact centers
outside of their home based countries. Saving money and reducing operational cost are
some of the main reason companies move and do foreign direct investment. In order to
reduce cost and become more efficient, contact centers are investing and conducting
operations overseas as a way to meet such goals. It can be said that the Dominican

Republic offers an answer to the difficulties contact centers companies are experiencing



and continue to confront back at home. Some of the solutions given to these companies
establishing in the Dominican Republic are a great business climate for FDI, incentives
and good geographical location, among other compensations. As a result of moving
abroad contact centers gain a particular advantage over their competitors. These
advantages can range from cheaper operational costs, strategic location and skilled

personnel, to a variety of options which are be available in the Dominican Republic.

This study will provide the key aspects of contact center FDI in the Dominican
Republic in order to reveal its strengths and weaknesses in this industry. With this the
information investors are able to visualize what the country has to offer to current and
future investors in the contact center industry. The study will also provide the investors’
point of view on what makes the Dominican Republic an attractive place to invest
foreign capital in contact centers, as well as some of the problems encountered
throughout the business venture. The information provided by the governmental
institutions in charge of disseminating details about this industry says “the country is
capable, suited and ready to meet all the requirements of international investors” (CEI-
RD, 2010). No system is perfect, which is why facts will be laid down in order to show
what truly attracts, carries on or losses these investments on the island. Based on those
previously mentioned facts the study will recommend improvements to be made by the

country policy makers in order to keep a competitive edge on the rapid growing industry.



With this information the reader will be able to comprehend the flaws in the system,
and what measures are needed in order to correct them and generate a more positive
investment climate. Along with this positive investment climate the study will show the
impact contact center FDI has had in the country. An efficient and effective investment
climate can only be produced by pointing out the pros and cons of what the Dominican
Republic has to offer to its investors. The conclusion of the study wishes to convey that
these improvements can be achieved by taking action upon the recommendations given.
As this study is mostly based on empirical knowledge, some of the observations will
be/are based on the writer’s industry expertise supported by more than seven years of

working experience in this field.

1.2 Research questions

¢ Is the Dominican Republic a good place for contact center FDI?

e Have contact centers FDI created a real impact in the Dominican Republic?

1.3 Research methodology

In order to answer the research questions mentioned above, this paper will use a
mixture of methodologies in order to analyze if the country is a good place for contact
center FDI and if the industry has had an impact in the Dominican Republic. These

methodologies include interviews, qualitative research and quantitative data.



1.4 Organization of paper

This document will be composed of four chapters, the first one being its introductory
part. The first chapter will provide a brief introduction and background of the Dominican
Republic and what sectors comprise the FDI in the country, along with the research
questions and research methodology. The second chapter will present an overview of
foreign direct investment, inflows, trends, performances and investment climate that
pertains the country, as well as the promotion agency in charge of FDI in the Dominican
Republic. A comparison with selected economies from the Caribbean, Latin America
and others will be provided to show the current standing of the Dominican Republic
against these economies. The third chapter will cover a more in-depth analysis of
contact centers in the Dominican Republic, strengths, weaknesses and investors
perspective. The study will also look at a particular company from which the study will
depict the impact this center has had in the country. The concluding and fourth chapter
will provide key findings from the study and recommend future improvements based on

those findings.



2. Overview of FDI in the Dominican Republic

2.1 FDI trends and performance in Dominican Republic

The Dominican Republic, like other developing countries, is actively seeking to
attract FDI. FDI is an important factor which is being sought out to create employment
opportunities and a better source of income. Is also an important source of knowledge
and technological spillovers. The strong public support for FDI in the Dominican
Republic is expressed through the creation of the Center for Exports and Investment of
the Dominican Republic (CEI-RD), which is in charge of all exports and investment, and
creation of public policies that incentivize exports. Some of these measures include
simplification of administrative procedures, aid from the CEI-RD in logistics and
information, subsidies, tax breaks, exemptions and other instruments that facilitate FDI.
Before addressing the question of whether FDI in the Dominican Republic has led to
development, spillovers of knowledge and technology or if it is a good place for contact
centers to establish and invest, the study will provide an overview of FDI inflows and

trends in the Dominican Repubilic.

FDI inflows in the Dominican Republic have made a miraculous recovery from 2004
to 2008 according to World Bank indicators (World Bank, World Development Indicators,
2010). As other developing countries, the inflow of foreign capital was affected by the
political environment, which leads to macroeconomic instability and reflected in an
average loss of almost $200 million dollars per year during the 2000-2004 governmental

period. During this period the collapse of one major bank caused financial turmoil and



many investors were forced to leave the country. After a change of government and the
macro stability was placed back in track by the new authorities, the country received an
average foreign capital inflow of $450 million dollars a year, to earn a total of over two
billion dollars in FDI inflows (See figure below). This great recovery happened during
the 2004-2008 period, as it was first mentioned, and it is still improving as the country
keeps positioning itself as a preferred destination for FDI. Contact centers are not the
main reason for such fast recovery in FDI inflows, the new industry of contact centers is
playing a very important role in the economy as it continues to evolve into a leading

industry in the service field.

Graph 1: Foreign Direct Investment, net inflows.
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In President Fernandez first governmental period (2004-2008) the country recovered
from the worst financial crisis in many years. During 2005 the country predicted a GDP
growth of 9.3% and inflation to be brought under control at 7.3% throughout the 2004-
2008 years. By managing these issues President Fernandez said “We have rescued the
confidence of investors by achieving macroeconomic stability” (Fernandez, 2004).
Having achieved macroeconomic stability, the Dominican Republic received US$1
billion worth of foreign direct investment (FDI) in 2005, up 40% from 2004, and U.S.
investment accounted for around 40% of the total (CEI-RD, 2006). This led to an
improvement of FDI inflows and mechanisms to continue attracting and supporting
these newly found investments. Below are the net inflows of FDI for various Latin
American and the Caribbean countries, including the Dominican Republic. Refer to table

1 for the Dominican Republic’s Central Bank data.



Table 1: Foreign Direct Investment Flows by Country of Origin in Dominican Republic
CENTRAL BANK OF THE DOMINICAN REPUBLIC
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Table 2: Latin America and the Caribbean: Net inflows of Foreign Direct Investment, by
country, 1998-2008 (Million of Dollars)

1998 1992 2000 1001 002 2003 2004 205 26 2007 2008
Argentma 71807 139877 104183 21661 11450 14320 41247 51852 5370 64520 vo7md
Balraa
{Plur. State of) o403 10105 7338 033 §74.1 1840 B4 =380 8 778 3663 5120
Brazil 318130 BSTE0 327MI 124574 1635802 101435 1B 1459 150470 1ETE20 345840 450503
Chila 46277 57508 43500 2 41008 13480 43074 71727 69838 T3ISTT 144573 170831
Colombea 15288 1378 14363 1318 211337 I7MS IM54 103510 466560 2 00487 105438
Cozta Rica 6131 6195 408.6 2604 a4 5751 673 841.0 1450 13960 20161
Ecuador 8700 6484 T8 13108 7833 8713 B30 4934 1067 1830 o735
El Salvador 111H.7 2158 1734 7an 472 1417 3763 312 1128 I 30640 7840
Guatemala 6728 1544 1296 4353 112.6 1310 1547 2267 3538 3338 5374
Honduras el 373 3BL7 42 w32 4008 367 008 6742 ilie B384
Mlemico 126645 138260 170729 207408 234790 16M54 235730 227510 193160 2TIVEQ 214500
Hicarazua 2182 3373 2665 1502 1039 W3 2500 2411 168 3817 5038
Panama 1151 2544 6138 2671 PES TS 10123 BE11 14373 18071 24007
Paraguay 3414 045 141 B4l 100 174 377 535 ig12 1964 1500
Pam &40 I B4ng 2007 11443 11558 1350 15990 25787 34665 53416 40700
Uruguay 181 13353 1735 2068 183.7 4154 3314 gL72 14835 1237 10430
Venemsla
{Bol. Bep. of) 40859 23000 47000 34830 TELO 2400 14830 238040 5804 6460 17160
Antizua and Barbuda 1y 518 §6.6 e 787 1724 [ 2301 3501 3516 3019
Anguliy 181 380 230 M7 382 344 ols 1184 1432 120.1 s
Diominica 65 184 203 0.6 207 e 175 322 88 0.7 504
Grenada 487 415 304 608 374 003 663 733 954 186.5 1471
Montzemat 16 g2 13 0.6 04 21 18 13 11 g 14
Saint Kittz and Mewis ile 517 Qo0 o3 311 e 331 143 1145 HE R 241
Saint Lucia B34 832 582 3.0 571 1118 810 12240 37T M47e 1835
Saint Vincent and the
Grenadings e840 56.8 378 e 340 b 661 407 Lo 1128 74
Bahamas 1663 1402 1503 1816 1086 L 5263 6408 428 FRERY BB50
Bartados 158 174 194 186 174 383 -121 4140 I8 1332 1333
Balize 177 5345 233 612 154 -lne 1113 1269 11645 1480 1880
Garyama 40 464 471 6.0 436 41 300 T68 1024 1524 1780
Hairi 108 360 133 14 57 138 59 2640 1600 7435 ik
Jamazica 3881 5337 4623 130 4811 TH.7 G014 6815 822 8665 El04e
ﬂuﬁhm 6928 13378 o510 14701 9158 613.0 B0e0 L1217 135284 15788 28840
Sunname o1 415 1480 148 1453 7 1863 3085 3227 387 3456
Trinidad and Tebazo 7208 6433 6795 B340 407 8083 16010 2204 2830 8300 2 S0G.0e

Source: Economic Commission for Latin America and the Caribbean (ECLA), 2009



2.2Investment climate

When one thinks of the Dominican Republic, images of tropical beaches and all-
inclusive resorts may come to mind, but this ten million-strong nation, occupying two
thirds of the Caribbean island of Hispaniola, also has one of the Americas’ fastest
growing economies and diverse scenery in the Caribbean (BusinessWeek, 2006). The
briefing paper Foreign Investment in Latin America and the Caribbean, 2008 is one of
the latest editions of a series issued annually by the Unit of Investment and Corporate
Strategies of the Economic Commission for Latin America and the Caribbean (ECLAC)
Division of Production, Productivity and Management. This report presents-in a very
detail manner-the foreign investment done in Latin American and Caribbean countries,
showing their relative differences and investment climate among other indicators. This
report also touches on the contact center industry, which has contributed greatly to the
ever increasing FDI inflow of the Dominican Republic. Comparing to other countries the
Dominican Republic shows one of the best FDI inflows by reflecting a relative difference
of 83%. What this means is that FDI activities have been constantly growing in the
country, thus reflecting good initiatives, policy implementation and positive investment

climate on the country (table 3).
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Table 3: Latin America and the Caribbean: Foreign Direct Investment Income by
Receiving Country, 1994-2008 (Million of Dollars and Percentages)

Absolute Relative
Country or territory 1994-1998°  1999-2003°  2004-2008° 1007 2008 difference difference
2007-2008 2007-2008
South America 34 657 43 365 57297 72520 80 862 17342 239%
Brazl 14 139 22109 26328 34 585 45058 10473 30%
Chile 4051 4936 10 552 14 457 16787 2330 16%
Colombia 2784 2068 7907 0049 10 564 1513 17%
Argentina 6539 8075 5874 6462 7979 1517 23%
Pern" 2620 1477 3413 5343 4079 -1264 %
Utuguay 148 283 1188 1223 2044 821 67%
Venezuela (Bolivarian Republic of) 3034 2819 1169 646 1716 1070 166%
Ecuador 624 871 554 193 74 781 404%
Bolivia (Plurinational State of) 333 663 190 366 512 146 407,
Paraguay 193 64 124 196 150 -46 -24%
Mexico 11036 20295 22074 21278 21 950 -5329 -195%
Central America 1774 2134 3296 7045 71554 509 72%
Panama 708 365 1756 1907 2402 495 26%
Costa Rica 417 345 1372 1896 2016 120 &%
Honduras 79 320 705 816 BR8E 73 9%
Guatemala 195 216 422 536 838 302 56%
El Salvador 240 256 684 1509 784 -124 -48%
Nicaragua 135 232 357 382 626 244 64%
Caribbean 1615 3067 5997 6314 8935 2621 42%
Domunican Republic 368 980 1605 1579 2885 1306 83%
Trnmdad and Tebago 580 151 1231° 830 2 500¢ 1 670 201%
Bahamas 119 218 745 854 BE6 4 0%
Jamaica 207 362 769 867 810° -56 -6%
Suriname -6 2 334¢ ENi 346¢ 30 9%
Antigua and Barbuda 24 o8 269 158 302 -56 -16%
Belize 33 31 138 148 189 42 28%
Saint Lucia 43 75 167 248 186 -62 -25%
Guyana 67 48 108 152 178 26 17%
Grenada 28 58 114 186 147 -39 -21%
Barbados 14 26 104¢ 233 133 -100 -43%
Samt Vincent and the Grenadmes 60 41 87 119 97 -21 -18%
Samt Kitts and Nevis 25 81 106 164 94 -0 -43%
Angnilla 22 38 113 120 90 -30 -25%
Dominica 24 2 42 41 &0 -1 -1%
Haiti 5 13 59 [A] 30 -45 -60%
Montserrat 3 3 3 & 2 -4 -68%
Total 49 082 68 860 91 564 113157 128301 15144 13.4%
Annual averages.

b Figures based on the balance of inward and outward foreign direct investment published by the Central Bank of Peru.

¢ Estimates of the Economic Commussion for Latin America and the Caribbean (ECLAC).

Source: Economic Commission for Latin America and the Caribbean (ECLA), 2009

A good investment climate is not created by simple marketing; it takes effort,
strategy, good economic policies and first-class governance on behalf of the
government and its Head of State. Because many countries offer desirable investment

conditions companies frequently ask themselves, where they should invest their capital.
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The answer must be provided by the country that wishes to be the host of the foreign
investments these companies aspire to make. The Dominican Republic has
characteristics that make it a desirable place to make an investment of any kind, but the
question that still lingers around is if the country can really sustain an investment of
great magnitude. Offering the right investment climate in the Caribbean is something
that the country wishes to achieve, but is not always successful on doing so. With a long
history of attracting considerable FDI in a variety of sectors, the Dominican Republic is a
regional leader in attracting contact center foreign investment. New standing political
stability and diversifying economy has lead many foreign firms to choose the Dominican
Republic as their investment destination. Recent success in attracting FDI is due to the
country’s investor-friendly legal regime, generous incentives, and infrastructure capable
of supporting new technologies, including information technology (FDI Magazine,
Financial Times Magazine, August 2005). As mentioned earlier, this success is fairly
new and the Dominican Republic still faces the challenge of maintaining and attracting
this foreign investments. Below we can see another important piece of information

which tells us about the investment climate of a country, the Balance of Payments.

12



Table 4: Balance of Payments of the Dominican Republic

BALANCE OF PAYMENTS OF THE DO MINICAN REPUBLIC

Januar - Dicamber 19332010

{ MWk ns U
CONCEFTE e ) TEE 188 wET 158 1 o] ] frd 00 2004 20k o 2T 2008~ ol
1. Carmad Azoount | -5 e S | [ S - 3| =1 AETA 133 AR A4RD
L1 COMERCIAL BALAMCE AMLE ALENT( 408 AST4E A EE0D -RE1EE SELT) A41E SBE130 B TOOCEH
EXFORT & 4E30E BENE 71802 B4EZR G561
BATIONAL ek 1514 28351 15833 258
FRE TRADE Z0MES 41002 4533 45054 iATEE  40X0D
MPORT & -TEETS AZTLE| -8ETo| 122868 16,2965
MATIONALS -4538E QELE| - M8y ALESD
TRADE 20MES =707 SEIS| -2457| SLHEE 4T
L2 ERUCEIEAMCE ] AL @Es|  apEng
KCOME 17878 ZB0E 455 4TETE
Tes 14382 215 3gEE| 40847
Chers 3= 4E4 LT T35
EFENEL £HA
Fragin ~4E55)
Ofer 4355
L2 NVE TTHENT INCOME o T
FEVENUE 1014 1303
CaniraiEark 165 peor)
Oher 45| 115
EXFENEE TR EEE1
TS Erali “XET
LRiEEs i ot S73E 454
L4 WET CURRENT TRANIFERL ] w2l 14ETT
Ramimos T T4 E 4D L
Socd Rembanes Hed 1188 4T
Al o] 2 i
ey gorabors (Do, sl oriar) fiied T55| T4
L+ ACCT. CARTAL AND FIRARCIAL 4| oseme|  wes| T
B4 CARTAL ACCODUNT 4/
12 FIMANCIAL ACCOUNT A4 el 7
D bwasaoment a3 4.3 ;5
v samat Pordollo 423 -T.
Publoend Privaes Dei. SorlarmiLomg Tam By -H004 T3 =79
Punic and Privacs gieot Shat Tamm Nag 5 TEL
Carery andDeposts 10E
e 2 U5
- ERADR B2 OMIZBONE Hry  EETE | qmEs
.- DLOBAL BALAKCE [1+0=M) mun|  dmed|  se3 am
EITI T T |
- 1560 a5 -0 152
- 1560 86| -131.0] 152
B4 -¥a] =339 585
Trarsturad{Wave s ab] 133 19 TE
ForeQn Dy ivesmen (Regusian of anears)
rwastemars oo soficr pas 5443
e hasme pesie 4 =74 48 5T EEE 53 555 R it -7 465 &7 ot 1E4T] TET| 17| 3 38 -4
From whitt:
Dt Rraschiuing EL3 & 102 2 14T 4170 &
Torislar naars Oosr Passigs -FEE 5043 47 el =137 4 144 ity -a7] &5 a7 T35 34 43 435 -4
AT, A QNTARERTY E1Z T45 723 T4 3 7i3 £ s T T =T B03 353 B35
My raars panmeTT 25| -1337| =I5 403 -E9 77 -HE G933 -&79)| 51 -1ET4) ~HE 4 1101 251 -133) s R
Fiaschanulng of areas R ok 4340 -1 1825 35
Araus walTs 03 “HE] Tl her) Qg £4 L4 7] pech
“revised fpres

“oreiiminary figures. subjes o mrectbn
1 Euclnes componars camliad as Frandng 7B V. ASDdig 0 The i wershan of 22 Mama! on Balnc of Raym e on Captsl Aot
ony Qo e matres g A nears ki aT e, COTESDANGIT: 20 eded ofidsl cegbos | blayal! Mk,
whilh ntenms ofregisTaton are o df the Fimnchg
O TErCE] Dans e odher e
5 from 002 nolmes Te e of helMF ceat )
4 it morey 10 MW T0ATS 2T et aTICDon s
Eoupe: Inermeviorsl Damer tamant, Sl ison Exan= of Fymars
WOTER:
1 Tihs binios of paymanis fo rihe pedod 1967-2008, has been revised For finad pub koaBion pursusnt bo fhe F Fih Ravision
from the Exanos of Fayments Manusd of fhe Infsrnsbonsl Wonsar Fund.
2 imporis dads from e yeur 2008 has & bess ohang #in Lhe vaiusion of goods.p mdused by e Dirsclorats Deneral
of Cugomes, S s ints variatis is nof oom pamble w bR previous y ssrs.

Source: Central Bank of the Dominican Republic, International Department, 2010.

13



A comparison of economies is an excellent way to view how well positioned is a
country and the investment climate it offers. Doing Business 2010: Reforming Through
Difficult Times is the seventh in a series of annual reports investigating regulations that
enhance business activity and those that constrain it (Doing Business 2010). The report
presents quantitative indicators on business regulations and the protection of property
rights that can be compared across 183 economies, from Afghanistan to Zimbabwe,
over time (Doing business, 2010). Looking at this specialize report the Dominican
Republic reflects its ranking in ease of doing business and other important world ranking
criteria’s that foreign investors consider necessary to know and have before investing in
any of them. Although this report is using specific economies, the data compares the
Dominican Republic to the economies of countries around its region, as well as others
from a distant hemisphere and much more developed than the island. One basic
criterion for investment is the ease of doing business. In graph 2 we can see

Dominicans Republic ranking against selected economies.
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Graph 2: Ease of Doing Business — Global Rank
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Source: Extracted from Doing Business, 2010

Graph 3, which has also been extracted from the Doing Business 2010:
Reforming Through Difficult Times Report, touches on another very important factor for
investors when they consider making an investment abroad. The ranking given in this
chart is compared to the selected economies of Haiti, Puerto Rico, Singapore, Rwanda
and others. This comparison is done once again to show how the Dominican Republic

presents itself as a favorable investment location.
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Graph 3: Dominican Republic’s Ranking in Doing Business

Rank Doing Business 2010
Ease of Doing Business 86
Starting a Business 107
Dealing with Construction Permits 92
Employing Workers 97
Registering Property 112
Getting Credit 71
Protecting Investors i
Paving Taxes 70
Trading Across Borders 36
Enforcing Contracts 36
Closing a Business 146

Source: Extracted from Doing Business, 2010

Once an investment is done, one of the biggest, if not the main concern of any
investor, is how secure is their investment in a foreign country, meaning how they are
protected from any unwanted situation. The Dominican Republic has recently passed a
new legislation which provides a greater protection to its investors, thus providing
investors with a contingency plan if a recession or theft is to happen. The graph below
shows the global ranking of the Dominican Republic in terms or protecting its investors,
which is a great improvement from other areas already mentioned. Although this is a

very important concern for investors, it still addresses a post-investment situation. What
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this means is that it does not really provide an immediate impact in attracting a foreign
investment, if other factors are discouraging. In the end this particular item does boost
investors’ confidence in the country they plan to invest and it also adds to a better

investment climate.

Graph 4: Dominican Republic’s Ranking in Protecting Investors — Compared to Good
Practice and Selected Economies
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Source: Extracted from Doing Business, 2010

In an interview with CEI-RD Minister Eddy Martinez in the renowned Dominican
daily show Hoy Mismo, transmitted by channel 9, he talks about the investment climate
in the Dominican Republic and mentions key factors that make the country a great place

to invest compared to other countries in the region. He mentions establishing incentive
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mechanisms in order to attract those capitals which appraise the value of the
investment. This investment is not only for the amount, but for the impact they will have
in terms of technology transfer, creation of employment, type of employment, quality of
products produced in the country and if they will carry out Research & Development
activities. Although this mechanism is something the country whishes to implement, it is
still not fully incorporated, thus leaving room for error. The institution is still trying to
educate and integrate the contact center community so that they can share these
incentives and goals with other investors who want to do future business based on the

country’s incentive structure.

To disseminate this information the CEI-RD has done seminars concerning these
incentives, and is moving forward to the implementation of those incentive policies.
During the interview CEI-RD Minister mentioned that many investments come through
different ministries, therefore many investors are not sure who and how their
investments are handled. This reflects a clear disorganization in the governmental
mechanisms, which translates into a weakness. Minister Martinez suggests that the
government creates an “integrated mechanism of investment”. What this means is that
no matter the origin of the investment or ministry, it will end up in a single place. This
will allow proper follow up of the investment, and in case a project gets trapped, the
institution can determine where it is detained due to bureaucracy or lack of project
handling. Based on that integrated mechanism the country can increase its FDI inflows
by having all projects in a single place, thus providing one more reason to invest in the
Dominican Republic.
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2.3 Promotion agency (CEI-RD) and incentives offered

The Dominican Republic’'s government has implemented a liberal framework for
attracting FDI. It makes no distinction between foreign and local companies in terms of
ownership restrictions and ability to qualify for investment incentives. Foreign
investment is permitted in all sectors except those related to public health and the
environment', as well as national security. The Dominican Republic government also
offers full exemption from all taxes, duties, charges, and fees that affect production and
export activities in free trade zones, which it introduced in 1969. The free trade zones
aim to attract high-tech manufacturing (including electronics and electrical components)
as well as more traditional manufacturing—such as of automotive parts, medical
devices and pharmaceuticals, plastics, metals, injection molding, textiles and footwear,
jewelry, tobacco and of course contact centers. The incentives offered last up to 25
years for zones on the Haitian border, and up to 15 years for all other zones. In May
2006 there were 59 industrial parks and free trade zones in the Dominican Republic,
hosting more than 600 companies, providing over 190,000 direct jobs, and occupying
2.1 million square meters. Although there are no performance requirements for foreign
investors, few sector-specific incentives are offered to them. (World Bank Group, MIGA,

Snapshot of the Caribbean, 2007)

'Due to regulations foreign investors cannot take part in investment such as storage and disposal of
hazardous or radioactive waste.
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All of the benefits mentioned above and the continuing inflow of investment is
happening thanks to efforts from the government and the institution in charge of
carrying out FDI promotion. The institution carrying out this very important task is the
Dominican Republic’'s Export and Investment Center (CEI-RD), which is headed by
Eddy Martinez, as the Minister and Executive Director of this government institution that
promotes national strategic export and foreign investment opportunities and works
hands-on with local and foreign enterprise to facilitate business activity. Because the
institution knows the importance of investment they are aggressively targeting investors
through offices in New York, Miami and California, and because of the nation’s entry
into the Central American Free Trade Agreement, or CAFTA-DR. The Centro de
Exportacién e Inversion de la Republica Dominicana (CEI-RD) as it is called in Spanish,
is the country’s one-stop investment promotion intermediary. It has three main
departments: Export Promotion, Investment Promotion, and a Training Center. The CEI-
RD aims to strategically promote the valuable conditions that the Dominican Republic
offers as an investment destination and foreign trade developer, by pursuing priority
areas as defined by the Government, to increase employment, technological transfer
and the social welfare of the Nation. The agency organizes and participates in trade
missions both overseas and locally as well as provides tools to assist investors, such as

an export directory. (World Bank Group, MIGA, Snapshot of the Caribbean)

As previously mentioned the CEI-RD is the official organization responsible for the
promotion of international trade and Foreign Direct Investment. It was created as a

product of the fusion of the Center for the Promotion of Exports of the Dominican
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Republic (CEDOPEX) and the Office for the Promotion of Investments of the Dominican
Republic (OPI-RD), according to Law 98-03, effective since June 17, 2003. The CEI-RD
is comprised of two main operational areas, export promotion and foreign investment
promotion. Its functions include many promotions, but some of the more relevant to this
study are promotion of the country’s advantages to attract foreign investment. It also
coordinates with other government institution related to foreign trade in the interest of
achieving an expedient and efficient flow of exports and investments in the country. It
deals with promotion and development of FDI and business from the CEI-RD offices
abroad, currently in Miami, New York and Chicago. Among all the CEI-RD participates
actively in trade negotiations and administration of resulting agreements which
contributes to the improvement of the legal framework and its proper application. This
will be also available throughout the Foreign Service network and the new offices

opening in Puerto Rico and Silicon Valley. (CEI-RD, 2010)

The institution services are available for local and foreign companies to facilitate the
exports and investments of the country which is an advantage to any investor. Among
the services the CEI-RD offers, and which are relevant to this study, there is specialized
consulting and technical assistance in meeting the regulations and norms required for
the export of goods and services, which is helpful to new investor who are not familiar
with the legal framework. They also have validation of certificates of origin, technical
assistance relating to trade agreements, recommendations for improving the production
process and benefiting from tariff preferences. The new investor can also benefit from
visits on behalf of the CEI-RD specialized staff to their companies in order to evaluate
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the production process under trade agreements and preferential programs. One very
important service the CEI-RD offers is that they ensure the correct application of norms
relating to export and investment procedures by administrating Law 84-99 on the
reactivation and promotion of exports and Law 16-95 on foreign investment. Other
services, although not specific to the industry, offered by the CEI-RD and from which
investors could benefit are product profiles and market analysis, business intelligence,
legal and economic information, registration of exports and foreign direct investment,
facilitation of a network of representatives abroad and foreign trade documentation

center.

The CEI-RD offers several attractive promotion programs for FDI. These programs
include National and International Trade shows and expos where it presents companies,
local and foreign, can showcase their products. The CEI-RD also coordinates trade
missions in order to ensure a successful transaction as well as training programs
relating to international trade. In these specific programs relating to international trade,
local companies can get educated and learn how to export their products and foreign
investors can learn about the local market and opportunities. Another very important
promotion program and the one of the most significant is the coordination of business
meetings to present what the country’s has to offer, as well as to contact potential
investors and exporters. With this two-way program, foreign and local investors will
have a mutual gain by making the necessary contacts to get their business started, thus

generating future FDI (CEI-RD, 2010).
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3. Case study of contact center FDI in Dominican Republic

3.1 Contact center FDI

As it was previously mentioned, this study looks at the pros and cons of contact
center FDI from various angles, one from the host country point of view and the other
from the investor's point of view. Regarding the host country the study takes into
consideration a report created by the economist Jonathan Aragonez, from the CEI-RD,
as well as other documentation of contact centers from the CEI-RD. These documents
will provide the necessary data to point out the country’s benefit and disadvantages.
Due to the lack of published papers that truly criticize or analyze the contact center
industry, this study will base many of its facts on three key items. These three key
contributions are empirical knowledge of the writer, interview conducted with the
economist previously mentioned, and interview with a contact center owner who is

doing FDI in the Dominican Republic.

The Dominican Republic has had strong export services for many years, and as a
result there are forty to fifty call centers registered with the Dominican Call Center
Association. Investors currently operating in the country cited skilled workers, most of
whom are bilingual, as their main reason for choosing it as their investment location
(Dominican Republic Contact Center Association, 2010). The country has a large, well-
trained labor force and although Spanish is the country’s official language, investors can
find bilingual workers as mentioned before.
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“Apart from the stable, fast growing economy, attractive cost structure and
‘near shore” location, it can be said that people are the primary competitive
advantage in the Dominican Republic. Investors in the Dominican Republic
always emphasize the Dominicans high learning ability and proficiency in

English”. (Eddy Martinez, 2006).

The country’s large size means that land is available for green field investment-if one
was to be done-although most investors opt to rent or lease a work space for their
operations. The country also offers great access to all markets being that is one of the
six countries in the world that has a free trade agreement with the U.S. and Europe.
Some of the other countries that have such a privilege are Israel, Jordan, Chile and
Mexico (Office of the United States Trade Representative, 2010). Other favorable
investment  factors included the country’s  well-developed, affordable
telecommunications infrastructure which is the only one in the Caribbean with access to
four international cables through the Americas Region Caribbean Optical-Ring System
Cable (ARCOS-1). What this means is that the Dominican Republic connection to the
U.S. or any other country is redundant, thus ensuring contact center businesses to

always be connected.

Contact centers in the Dominican Republic generate 25,000 direct jobs, from the 57
companies registered and operating in the country (CEI-RD, 2010). In the next two
years those centers are expected to create 30,000 additional jobs, which when added to

the indirect ones are more than 150,000 jobs (Aragonez, 2010). This information comes
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from the CEI-RD, which also says that almost all of the data and information technology
centers have been installed in the country in the past three years, meaning this great
progress has been done in record time. This year alone, and not including centers
outside of free trade zones, Contact Centers constituted 15% of approved companies in
the free trade zones of the Dominican Republic, being matched only by textile
companies (Approved companies by the Free Trade Zone and Export Committee, 2010).
In previous reports the committee also shows how these companies add to the

country’s GDP year after year, reflecting in a steady and secure growth of this industry.

Table 5: Companies Approved in 2010

Call Center 4 15%
Textile Manufacturing 4 15%
Service 3 12%
Tobbaco and its Manufacturers 3 12%
Footwear and its Manufacturers 2 8%
Fur Processing 1 4%
Manufacture of Plastic and Wooden

) 1 4%
Slips
Manufacture of Paper and Cardboard 1 4%
Manufacture of Construction Materials 1 4%
Electronics 1 4%
Propesg,ing of Cocoa and its 1 4%
Derivatives
Manufacture of Wooden Boxes 1 4%
Repair and Reconstruction of Electrical
and Mechanical Components, 1 4%
Automotive and Industrial Equipment
Plastic Manufacturing 1 4%
Production and Marketing of Glass 1 49
Containers °

Source: Free Trade Zone and Export Committee, 2010
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Table 6: Foreign Direct Investment Flow by Sector
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Source: Central Bank of the Dominican Republic, International Department, 2010.
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The contact center industry in the Dominican Republic is one that has maintained
a steady and significant growth. By doing so it has provided a great deal of jobs in the
Dominican labor market, citing that for the year 2009 the industry counted with twenty
two thousand jobs. Taking into consideration that the growth of this industry will be of
about 27% and 36% annual growth during the next five years, it means that by 2014 the
number of jobs can grow to an astonishing one hundred and fifty thousand jobs if the
average annual growth rate is of only 27%. If the industry grows at an average of 37%
annually, we are talking about having 250,000 jobs, which is almost double of the

previous projection. (Aragonez, 2010)

3.2 Strengths, weaknesses and investors perspective of contact centers FDI

Deciding whether to invest or not in a country is a decision which is influenced by
what the country has offered, showed, and what other investors say their experience
has been. Investors will most likely take other investors input as the reality of how
business works in a country. One of the biggest disadvantages mentioned by investors
is the language deficit in the Dominican Republic. What has been an advantage so far
can appear to be a challenge in future, since the growth of the industry is faster than the
ability of people to learn the language, therefore there will be a shortage of English
speaking workers in the future with the currents speed of growth. This statement comes
from the interview with Mr. Blake Janover, contact center owner who has experienced
the lack of English speaking representatives. He mentions that the Dominican Republic

is a great place to invest, but not the best in the world due to some more important flaws
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than not enough English personnel. The main weaknesses mentioned by this contact
center owner are banking, finance, and overall legal infrastructure, which is why he runs
everything through an external company abroad instead of legally constituting a
Dominican company. He also says that it takes time to get things rolling in the country,
but he likes the Dominican Republic because ‘it offers a huge tax benefit, as the US
offers almost none” (Blake Janover, 2010). Further details given by Mr. Janover can be

seen in the Appendix.

As for the interview with Mr. Jonathan Aragonez, an economist for the Center of
Export and Investment of the Dominican Republic, he explains that the Dominican
Republic offers contact center investors a great deal of benefits. In his interview he
mentions some of the exclusivity of Dominican Republic, its treaty and skilled labor
force. The most significant interpretation | could gather form the interview is that
investors will most likely earn a profit based on the revenues generated in the

investment of a contact center.

“This is an industry that is expected to grow at a steady 27 to 36 percent in
average in the next 5 years, so the investor is bound to make a great profit in the

business”.(Aragonez, 2010)

As weakness graph 2 reflects a clear disadvantage on behalf of the Dominican
Republic the ease of doing business by ranking lower than a Puerto Rico and Jamaica.
Puerto Rico and Jamaica are much smaller countries, which may contribute to more
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agile processes, but with respect to the fact that they are neighboring countries there
should be a bigger similitude among them in handling business. This is a clear sign that
depending on how a country handles its business will reflect how efficient are their
mechanisms, therefore providing a bigger ease of doing business. A factor that plays a
role and should not be of much importance is the fact that Jamaica and Puerto Rico
receive assistance, guidance and at times are regulated by developed countries. This
should not be an excuse for the Dominican Republic to fall behind in such a basic and
important principle. Graph 3 shows that the Dominica Republic is not providing a
favorable climate for investors since is falling behind to neighboring economies which
only advantage seems to be a more organized and efficient system. The Dominican
Republic continues to improve, but is weak due to all the red tape and its bureaucratic

process. As a result we will continue experience a dawdling progress on efficiency.

Both the investor and the host country agree on one thing, the Dominican Republic
offers advantages that many other countries don’'t have, and that is why the country is
becoming a leader in the industry. These advantages are not only extended to the
country and the investor, but are also transferable to the workforce. The average
starting salaries in the contact centers are between RD$18,000 to RD$22,000 pesos?.
This amount is three times more than the average salary of RD$6,000 pesos-
established by law-for people working office jobs such as law clerk, assistant or financial

analyst (Ministry of Labor of the Dominican Republic, 2007). The contact center salaries

22010 exchange rate: RD$37 pesos for $1USD, therefore divide the Dominican salary must be divided by $37USD
in order to get the equivalent in dollars.
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are only matched by those of Doctors or Engineers in production plants, which is very
demanding professional field in comparison with being a contact center agent. Although
this is good for an individual whose only skill may be to speak English, it affects other
labor markets due to the fact that the salary is so much more attractive than almost any
other field. This disparity causes a shortage of much needed lawyers, accountants and
other professionals in the country. As the industry’s strong growth in the country
requires more staff, it becomes harder to secure a supply of skilled manpower, which
causes higher costs and affects competitiveness by having such attrition. Not every
investment is perfect and the country needs to confront the sad reality that although it
offers incentives to investors, it also lacks of other mechanisms to maintain investments

in the long run.

3.3 Impact analysis of Nearshore Call Center Services FDI

In order to show the impact of contact centers FDI in the Dominican Republic this
study will look at “Nearshore Call Center Services”. Based on this company we will be
able to evaluate the impact of FDI by conducting a case study. The study will illustrate
the impact this enterprise has had in the country such as spillover effects, technology

transfer and capacitating human resource.

Nearshore Call Center Services (NCCS) is a contact center established in 2006,
which started with less than 100 seats as a conductor of FDI. The reason is referred as
a conductor of FDI is because the company handles foreign accounts although it is
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constituted by local capital. Today NCCS has become a leading contact center in the
Dominican Republic, boasting over 1800 seats across three locations and offering direct
and indirect employment to many Dominicans. Because of its attention to detail,
execution and management that rivals any call center in the USA, NCCS is receiving
continuous investment from its foreign clientele. Nearshore has achieved its expectation
thanks to the development of an experienced international management team that
boasts individuals from the USA, Britain, Canada, ltaly, France and the Dominican
Republic, making it a cross cultural company that not only receives foreign currency, but
it also brings a new culture. As a result of having such a diverse workforce it has given
employees new organizational culture and transfer of knowledge in terms of

management.

Besides the transfer of knowledge there was also technological transfer. Due to the
type of clients NCCS was handling state-of-the-art facilities are built to the highest
standards, adopting Cisco enterprise solutions and N+1 redundancy across all potential
points of failure. Being that clients don’t want to have their information compromise they
have also brought their own experts to provide specific security consultation and gained
their experience. These clients have also brought into the company/country its software
which manages customers’ needs, giving the Dominican workforce new knowledge on
Customer Relationship Management (CRM) tools. Another great benefit Nearshore has
received indirectly is the obligation to comply with international standards such as PCI
and HIPPA certification, which clearly exemplifies security of data. With these

international certifications-which are required by international clients-Nearshore
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exposes its Dominican employees to international standards, thus providing them with

more transfer of knowledge.

NCCS has also provided an opportunity for students to afford their studies and the
ability for adults to sustain their families. Most of the agents in contact centers consider
this their permanent job, mainly because they are adults over the age of twenty three
with families to support. Students perceive this in a different way, for them is only a
mean of obtaining enough money to pay their college education. In very odd cases
people do pursue this as a career opportunity, but most likely will be people who have
been in the industry at management level for many years. Jobs in the Dominican
Republic pay very little and it does not suffice for basic needs. In call centers the pay
ranges from RD$18,000 to RD$22,000 pesos. This pay is considered above average for
someone who has no High School diploma or College Degree and whose only
qualification is that they speak English. There is not much opportunity for growth and
development in contact centers, and many young people only take the job to be able to
pay for their education, but that in itself means that call centers have an impact in the
countries youth. Nevertheless, there are many instances where agents have become
supervisors or QA analysts and have even become managers or opened their own call

center.

NCCS is an entity based on foreign capital that not only provides direct jobs to the

people mentioned above, but it also provides indirect employment to over 80 other
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individuals. For the indirect jobs, NCCS facilities outsource their security, maintenance
and legal staff along with other minor contracting services. Security alone provides over
50 jobs, maintenance provides 25 jobs and a legal staff is composed of 4 lawyers. All of

this can be said to be an indirect result of FDI in the country thanks to NCCS.

4. Conclusion and recommendations

4.1 Key findings

With the continuous improvements being done by the Dominican government, it can
be said that the country is becoming a great place to do FDI. A very important matter
among the numerous others mentioned is security, which is something every investor
asks for. The Dominican Republic needs to maintain macroeconomic stability and
security, which is a responsibility of all institutions of the state. At this moment there is
lack of coordination within governmental entities and there needs to be support from all
of them. Another support that needs to be given is by society itself. Recent studies
measure the impact a country’s general culture has when attracting foreign investment.
These studies have found out that there is correlation between greater cultural
background in the country including museums, universities, historical centers and
entertainment, and the amount of investment a country receives. Aside from these
incentives, all the infrastructure and human resources, which is the most important
asset the country counts with, are important factors when it comes to attracting foreign
investment in the contact center industry. In regards to those aspects Dominican

Republic is doing well in the region and still improving, but it cannot be satisfied with
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measuring itself within the region. The Dominican Republic is greatly placed in
comparison with Haiti or Cuba, but that's not the measurement they should be looking
for, which is why in a recent study done by South Korea, the country is measuring itself
against Ireland, Singapore, Mauritius and South Korea. The country needs to continue
gathering the criteria’s of great companies like those on the Fortune 500 list or great
European and Asian countries who are now looking at other countries within the Latin
America region other than Mexico and Brazil. Becoming a leader in the world of contact
centers is something that many countries are trying to achieve and the Dominican
Republic is one of them. Although it still lacks in certain areas, it offers greater

advantages to investors over other countries in the region and the local workforce.

As for the impact contact centers have had in the country, is clear it has helped more
than any other industry by providing jobs to a great amount of individuals. Most of the
time these contact center workers have no skills, and are professionals with no
experience or recently graduated with no business contacts in their field. Those
individuals will most likely start out making RD 8,000 a month on other jobs, if they are
lucky enough to get a job on their field or something related to it. Contact centers hire
accountants, doctors, lawyers, and other professionals who cannot find a better paying
occupation in their field, thus having to take a job in a contact center. In the case of
tenured professionals is to make ends meet until they find something better. Around
90% of contact center workers at the agent/operator level have no marketable skills or

job experience, aside from being bilingual (Dominican Today, 2008). It is clear that
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contact centers are a source of income to those who are in need but is not taken

serious.

4.2 Recommendations for future improvement

The country needs to realize the potential it has on this industry and start taking
actions and creating measures that will allow it to become a leader for FDI in the contact
center industry. Although the industry is employing professional from different areas, it
should also start thinking about hiring professionals in the field of contact centers.
Having graduates from different fields does not provide security to this industry. A
doctor, accountant, lawyer or any other profession will always look for something in their
field of study, therefore causing a high turnover and attrition rate in the centers. The
state needs to put in place training facilities that provide trained professionals in the
area. An important key element which is recommended is trained personnel in order to
help facilitate and educate the workers already in place. Being able to speak English
should not be the only skill taken into consideration. At a bigger scale the government
needs to implement the integrated mechanism of investment. By putting this system into

place investment will find its way to the desired area and person to assist in this matter.

A subject that was not directly addressed in the study and which is very important is
to account for all contact centers in the Dominican Republic. Although the CEI-RD and
the Call Center Association accounts for formally registered contact centers, there are
hundreds of informal centers in the Dominican Republic. Knowing and registering the
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real number of centers will provide more accurate figures, possible conglomerates and
creation of unified strategies in the country. Another suggestion for the development of
this sector is to provide smaller centers with better incentives in order to grow. Small call
center operations do not count with the necessary capital to provide or hold major
operations. With an active development plan which includes low interest rate loans,
training, assistance and workshops these centers could easily attract a great amount of
foreign investment, therefore causing a greater impact in the country. With these tools
that are available to bigger enterprises, many of these minor companies won'’t be left
out and can become part of these industry. Last but not least is the importance of
disseminating all the benefits this industry receives and offers so that more people can
be motivated to join into these ventures. If these recommendations are to be taken into
consideration the country can easily position itself as the future investment destination

for FDI in the rising sector of contact centers.
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Appendix I:

Interview with Mr. Janover

1. How are you currently financing your investment in the Dominican Republic?

At this moment I’'m financing everything personally. Started small and used my
businesses money to grow the business. Everything | have ever done is catalyzed one
hundred percent by organic growth and | have yet to seek outside capital in any venture.
| started as the telemarketer myself and play all roles until it grows. If the time comes |
am open to other types of financing, joint ventures or local bank loan, but as of right now

the business is providing for itself.

2. What are the cons and pros of investing in the Dominican Republic?

| have a Dominican corporation but have yet to run anything through it. | need it
for payroll and taxes purposes, but right now still funding everything through my U.S.
Corporation. Banking, finance, and overall infrastructure in the country (Dominican
Republic) is weak and subsequently having a corporation doesn't automatically legalize
you, it takes time to get things rolling. With that said, there are countries that can be

used as intermediaries that offer huge tax benefits as the US offers none.
Interview with Mr. Aragonez
1. What exactly does the Dominican Republic has to offer to the foreign

investors looking to set up a contact center?
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The contact center industry is amongst the fastest growing segments within the
Dominican Republic. Our country’s close proximity to the United States, highly skilled
labor force, modern infrastructure and favorable economic policies continue to provide
the ideal environment for foreign investment. Our present national policy is based upon
the creation of new market opportunities in specialized areas such as contact centers; a

segment viewed as key to our continued strong economic performance.

The Dominican Government is COMMITTED to increasing the quantity and quality of
spoken and written English sponsoring programs such as English as a Second
Language (ESL), a mandatory bilingual curriculum into the educational system and the
creation of bilingual cities. Investors may also benefit from the Contact Center Institute
of the Americas (CCIl) that offers contact center agent and management certifications,

outsourced training programs and staffing services to local and international companies.

Dominican Republic Educational Support System — Fast Facts

» 33 Universities and over 420,000 students enrolled in 2006

* 60 English Language Institutes

« 15 Multilingual Institutes (English, French, German, Italian, Japanese, Portuguese,

Mandarin)

» 135 Community Technological Centers
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» 570,000 professionals with diplomas of higher education (Post-graduate studies

and graduates at technical level)

 Contact Center Institute of the Americas (CCl)

+ Cisco Regional Academy (CATC) at Las Americas Institute of Technology (ITLA)

* CCNA, CCNP, Network Security Certifications

Operational Cost

The Dominican Republic currently is one of the most cost effective destinations
among international and regional markets. Labor costs are amongst the lowest in the

region.

Contact Center Institute of the Americas (CCI)

Located within the Parque Cibernetico de Santo Domingo (PCSD), the Contact
Center Institute of the Americas (CCI) is the only organization of its kind in all of Latin
America. The Institute is dedicated to providing high quality training to prospective
industry employees, as well as to established professionals. The strategic alliance
between Fine Marketing Solutions, Tele-development Services, and the PCSD has
established the Dominican Republic as a powerful hub in the call center world. CCI
applies the best practices of the United States and vanguards technology to help

companies recruit, contract and train qualified agents and contact center management

High Quality Talent
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The Dominican Republic labor force is second to none. Most Dominicans are
bilingual; many speak three languages or more. However, what separates Dominicans
from others in the region is our strong work ethic and service orientation. Don’t just take

our word for it, come visit and you will find:

*A motivated and flexible workforce;

*People willing to do whatever it takes to get a job done right the first time;

*An unwavering commitment to excellence and dedication to quality;

*An educational system and ancillary support mechanisms in place for continued

growth of our students and professional competencies.

Let me give you an example, Tim Searcy CEO of American Teleservices Association

(ATA) said:

“The Dominican Republic has proven to be an outstanding choice for many firms
seeking near shore cost advantages for call center and BPO opportunities. With an
eager and educated workforce as well as the many training programs put in place by
the government, companies have found the ideal blend of lower costs and high
quality. Unlike some other offshore choices, the DR also enjoys easy access from
the United States with many direct flights from Florida airports. Personally, |
recommend the Dominican Republic as well because of the friendliness of the

government and it support for our industry.”
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2. What is the success rate of these companies in the country?

Call Centers in the Dominican Republic is an industry that in recent years has
maintained a stable and significant growth. The growth rate in the industry would be
hovering in the next 5 years between 27% and 36% in average. The industry has an
estimated value for 2009 of US$179.34 million, representing 0.38% of Dominican
Republic’s gross domestic product (GDP), which is projected to grow to around
US$834.2 million by 2014, increasing its share of GDP to 1.5%. This means that every
firm that decides to install it's call centers in Dominican Republic has a great opportunity
to make a significant profit in their business and be part of one of the most innovative

and successful industry, which is contact centers.

3. Do you believe the country has an adequate infrastructure to support and

endure the industry rapid growth?

The Dominican Republic has the most advanced telecommunications structure in
Latin America, rated amongst the top 10 globally. In 2008, our country will become
home to the Network Access Point (NAP) of the Caribbean, making an already excellent

telecommunications infrastructure even more robust.

The Dominican Republic has some of the most modern equipment available in the
telecommunications world; WiFi hotspots are found throughout the major cities and

broadband internet is easily accessible from home and office. We are also
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interconnected with all of the countries in the Caribbean, Central America and the
United States through an underwater optical fiber cable, guaranteeing the security of

electronic transactions.

The Dominican Republic also provides:

- Over 6.0 million cable and wireless lines

- Over 1.7M internet connections

- Main Dominican cities connected trough optical fiber rings

- Per Capita usage in telecommunication higher than in the United States

- First country in Latin America that implements Online Education

As | mentioned before, some of the most important things are the rapid growth of
Bilingual Workers, although the Dominican Republic goes beyond the English language.
We currently have many students, studying abroad not only English, but German,
French, and since we know the rapid economic growth of Asian countries such as China
and Korea, we have a large amount of individuals-in the Dominican Republic and

abroad-studying Mandarin, Korean and other important languages in the globalize world.

In the other hand we have Information Technology Communication (ITC) going
through an important phase in our country, and are identified as a priority for the coming

years. We are actively developing new Research and Development (R&D) strategies,
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International alliance which adds to the investments and will help us guide and drive our

technology sector.

| believe D.R has an adequate infrastructure to support the industry rapid growth and

more! (Jonathan Aragonez, 2010)

Appendix II. Commercial Balance of the Dominican Republic with South Korea
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