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1. Executive Summary 

Sri Lanka has a pool of educated, innovative, English-language speaking, qualified young people with a 

significant cost advantage. The country has already established itself as a top 20 destination for ICT/BPM 

services.1 Sri Lanka, thanks to its’ tourism industry, is seen as a clean country offering a good lifestyle, which 

can attract foreign companies with a creative mindset.  

Selection of Value Chains 

The Sri Lankan ICT industry expressed that they prefer playing the ‘value proposition’ rather than the ‘volume 
proposition’.  And this also aligns with the country’s size. Based on consultation with industry stakeholders, 

Export Development Board (EDB) and the project team agreed to focus on two ICT/BPM subsectors, with 

different timelines for growth. The respective value chains were analyzed, to identify gaps to be addressed by 

the ADB’s technical assistance, for Small & Medium Enterprises (SMEs).  

The first value chain, Finance and Accounting Outsourcing (FAO) can provide value-added services and achieve 

significant growth organically, by leveraging the existing business and visibility, in the near term.  The second 

value chain, Digital Technology Solution (DTS), may take longer to be established, but has a growing demand in 

outsourcing countries that Sri Lanka may have comparative advantage to service. Both FAO and DTS are 

gender inclusive since it is a desk job2. 

Finance and Accounting Outsourcing KPO - Sri Lanka would be well-positioned to focus on FAO-KPO 

due to its industry experience, global demand and availability of human resources with a right skill set: 

Currently, Sri Lanka offers FAO services, primarily in the BPM space. Eminent MNCs have established and 

grown their FAO BPM services. 30% of ICT/BPM export earnings in Sri Lanka come from FAO3. ICT being a 

knowledge industry, gaining experience in the customer business is a key factor. This can be leveraged to take 

on higher end work such as CFO Analytics, Treasury Management, and Financial Risk Management. The lead 

time for growth in this value chain would be less, since it is already established in the BPM space. 

Globally, the FAO services are expected to grow by 1.5 times from 2015 to 20224. Engaging with countries that 

have an existing relationship with Sri Lanka could be a starting point. 

Sri Lanka has the largest pool of UK certified Accountants globally, outside of UK.  There is a 9% YOY growth in 

membership at Professional Accounting bodies5, indicating a growth in the availability of competent people in 

accounting sector for the future. Coupled with English language skills, this would be a significant advantage for 

growth in higher value FAO services. Qualified Human Resources being the key lever for growth in ICT, this 

would be a key differentiator and competitive advantage for the country. 

Digital Technology Solutions (DTS) - DTS (specifically Analytics and Mobile Computing) was chosen as 

the second value chain for growth.  

Globally, the penetration of digital technology into day-to-day activities and decision making has created 

massive demand. For example, Analytics is expected to grow by USD 73Bn from 2016 to 20206. We have chosen 

Analytics and Mobile Computing Services, to delve deeper, as part of this report. Though the lead time for 

significant growth in DTS would be longer, it would be aligned to the future demands of the world. 

As response to the survey, most Sri Lankan companies offer these services currently, in a small scale, and see 

this as a thrust area in the future. More than 60% of Sri Lankan ICT revenue comes from US and Western 

                                                             
1 AT Kearney publication>Competitive Benchmarking of Sri Lanka Knowledge Services 
2 Glassdoor survey reveals Data analytics and Mobile development as one of the best jobs for work life balance 
3 SLASSCOM ICT-BPM Export Survey, 2014 
4 Extrapolation of HfS Research FAO Market Report 
5 SLASSCOM FAO Report, 2013 
6 https://www.idc.com/getdoc.jsp?containerId=prUS41826116  

https://www.idc.com/getdoc.jsp?containerId=prUS41826116
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Europe market7, which are the geographies that would see significant growth in the Big Data Analytics space. 

The current relationships in these regions could be leveraged for growth.  

As stated by multiple stakeholders, ‘Innovative thinking’, a key requisite skill for DTS, is stated as one of the key 
differentiating skills among the people working in ICT Sri Lanka. Depending on the nature of work outsourced, 

in DTS, the technical skills required are diverse and would vary from cutting-edge to basic. The resource pool 

could be from non-engineering streams as well. This alleviates Sri Lanka’s constraints around Engineering 
Graduates’ Pool size and Legacy technical skills (due to its’ relatively new entry as an ICT Outsourcing 
destination) which are a necessity for other technical offerings.  

Banking, Financial services and Insurance (BFSI), Retail and Healthcare are the key domains that will see 

double-digit growth in the next 5 years8. These are the verticals that the Sri Lankan ICT firms have largest 

presence in and would have built the domain knowledge. Due to the retail and customer focus in most of the 

Digital space, domain knowledge would be a key asset for the human resources. Given that Retail and Tourism 

are key industries in Sri Lanka, the availability of subject matter experts in that domain will also be an asset.  

GAP Analysis 

There are certain challenges for the Sri Lankan ICT/BPM industry to expand and move-up the value 

proposition. The common gaps across the two identified value chains are:  

 Physical Infrastructure: The industry is Colombo centric and has to develop in other locations such 

as Kandy, Jaffna and Galle, since 80% of the workforce comes from regional areas9. This would help (a) 

reduce office space cost and curtail rising infrastructure costs; (b) enhance access to talent pools 

beyond Colombo; (c) manage risk for business continuity, especially when dealing with sensitive data 

and processes; and (d) enhance participation of women native to other regions, since it would reduce 

relocation post marriage and provide family support for child rearing.  

 High telecommunication costs: The high cost associated with commercial telecommunication 

services was found consistently in the survey responses and stakeholder meetings. 

 Access to Finance: There exists access to finance issues for SMEs that want to expand their 

operations. Loan requirements are heavily biased towards tangible collateral.  

 International branding: Lack of visibility of Sri Lanka as an ICT outsourcing by outsourcing 

companies, is regarded as a common constraint by ICT companies. (This issue is discussed in Gap 

Analysis Report on International Branding.) 

 Limited Women Participation in ICT/BPM industry: Creating an awareness of the positive 

aspects of increasing women’s participation in the industry is required to address the issue of socio-

cultural inhibitions around joining the industry. (This issue is discussed in GAP Analysis Report on 

Human Resource.) 

 Legal and Regulatory barriers: Sri Lankan ICT/BPM firms are satisfied when it comes to time 

taken to commence business in Sri Lanka, impact of tax reforms, FDI rules to ease investment inflows 

and lower red-tapism. But the ICT/BPM firms have cited lower confidence when it comes to enforcing 

contracts. It leads to direct impact on client-vendor relationship, intellectual property rights issue, and 

lower inflow of investments due to the distrust of the investors upon the judiciary system.  

The gaps or areas to strengthen specific for FAO Value Chain are:  

 People and Skills: The industry should strengthen the business skills of accounting professionals to 

meet international standards. The allied business skills to train on would be analytical, problem 

solving, domain, language and communication, cross-cultural training, process compliance, and project 

                                                             
7 SLASSCOM ICT BPM Export Survey 2014 
8 Multiple sources  
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management. An awareness of the high-value KPO work, as distinct and different from the current 

transactional BPM work, needs to be created amongst finance & accounting certified professionals. 

 Gender Diversity: Many women graduates do not have the right perception about the type of roles 

offered in FAO services. There is a need to conduct several sessions by industry associations about the 

future of high value added FAO services and the career opportunities that comes along, quality of work 

offered, change in skill set required etc. Women prefer moving out of FAO sector due to work life 

balance related issues, low quality of jobs offered and better career options in the Banking, Insurance & 

Financial Services industry (in terms of financial attractiveness). Thus moving into higher value added 

FAO services may help retain FAO skilled women in the sector. 

The Gaps or Areas to strengthen specific for Digital Technology Solutions Value Chain are: 

 People and Skills: This offering needs people from a diverse range of educational backgrounds such 

as Technology, Engineering, Science, Math, and Business with allied skills such as Analytical, Problem 

Solving, Innovation, Domain knowledge, Language and Communication. It would require designing 

and analyzing, and hence would not be repetitive work but high-end work leading to moving up the 

value chain. Skills specific to DTS, such as design thinking, mathematical modelling, Data Analytics, 

Mobile Technologies etc., need to be developed. Since the nature of work will imply working with senior 

stakeholders, building allied skills, similar to FAO, would be required. 

 Capacity Building Gaps: Creating awareness of DTS as an attractive career stream, in colleges, 

universities and among parents is essential, to grow the talent pool. Currently there are few capacity 

building programs to generate requisite awareness regarding DTS services. Among non ICT based 

graduates, awareness should be generated through specific training and certifications for DTS career. 

 Barriers to Entrepreneurship: The biggest hurdle for entrepreneurs is access to finance. Most of 

the start-ups are internally funded. Only one-third of the entrepreneurs were able to get funding from 

banks, venture capital, angel investor etc. Information asymmetry between an investor’s area of interest 
(e.g. healthcare, education etc.) and an entrepreneur’s area of interest is also a major reason for 

underinvestment in the start-up ecosystem of Sri Lanka. Most of the start-ups have cited lack of 

affordable space as a major cost impediment to their business followed by telecom costs. Low risk 

appetite and lack of entrepreneurship mindset has been attributed amongst the Sri Lankan mass. 

 Gender Diversity: Female graduates are not adequately aware of career opportunities in Digital 

Services and do not prefer career opportunities in such space due to the perception that nature of work 

involved is typically coding & programming based. Thus awareness needs to be generated that DTS has 

a plethora of work types and different skill set requirements from traditional ICT services. 

Next Steps 

As next steps, the team will focus on formulating strategies to address the following gaps: 

 Strategies to enhance skill set of graduates for the higher value added FAO activities and innovative 

DTS services 

 Strategies for establishing regional ICT/BPM hubs outside of Colombo 

 Steps to encourage women participation and increased overall participation in the FAO and DTS 

services 

To prepare such a practical and effective implementation plan, coordination amongst the major stakeholders 

like Ministry of Telecommunication and Digital Infrastructure, SLASSCOM, FITIS, ICTA, EDB and universities 

is necessary. The ultimate aim of the implementation plan is to make Sri Lanka market ready as a key reliable 

outsourcing destination for ICT/BPM services.  
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2. Selection of Value Chains 

Following detailed discussions with the Sri Lankan ICT/BPM industry stakeholders, it was gathered that the 

industry would prefer being a higher value player than a cost advantage player. Given that the Sri Lankan 

ICT/BPM industry is relatively new to the ICT/BPM space in the global market and has not yet honed its skills 

and experience in traditional technologies, it is advisable to focus on the subsectors of ICT/BPM that require 

newer technologies. Based on consultation with industry stakeholders and the Export Development Board, the 

project team agreed to focus on two different value chains with high export potential: (i) Finance & Accounting 

Outsourcing (FAO) and (ii) Digital Technology Solution (DTS).  

2.1. Value Chain #1 - Finance & Accounting Outsourcing (FAO) 

Nature of FAO services:  

In a globally competitive market, corporations try to optimize costs through outsourcing. Finance and 

Accounting Outsourcing (FAO) activities help streamline business costs for firms. Examples include: processes 

to identify cash leakage in receivables & payables management, receivables reconciliation and reporting, book-

keeping and general ledger entry, credit period monitoring and effectiveness of existing collection platforms, etc. 

An example of using FAO is cited below:  

Coca-Cola Enterprises achieved major cost savings through finance optimization project. Coca-Cola 

Enterprises was not realizing the full benefits of a centralized shared services center. It set the goal of 

saving $20m a year in transaction work costs through a finance optimization project. The study identified 

that to become more efficient, Coca-Cola Enterprises would need to conduct as much of its transaction 

processing as possible in a low cost country, either with a third party outsourcer or a captive shared 

services center. Post completion of the study, the Finance and Accounting operations were conducted as 

follows: Collections, deductions management and customer service were provided from Guatemala City, 

Order-to-cash, record-to-report and purchase-to-pay processing were provided from Krakow, and back 

office functions in master data, cash application, credit and various other activities were done in Chennai, 

India. It led to cost savings, standardizing and streamlining of accounting operations.10 

 

 

                                                             
10 The Finance Transformation Outsourcing perspective: Capgemini 
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Source: HfS Research on FAO Global Market 2015; Philippines Global FAO Trends Report 2015; WNS Podcast latest insights on FAO, 

CFO speaks; SLASSCOM FAO Report, 2013. 

 

The current FAO offerings in Sri Lanka are transaction driven, which make for traditionally low value add 

services and are not a preferred career option for skilled candidates. Though some Sri Lankan firms also 

provide moderate value add services, including internal audit and management reporting, the Sri Lankan FAO 

industry needs to scale up such moderate value-added services. 

Export Potential 

The global demand for FAO is expanding and shifting towards high value-add segments. Global annual 

spending in FAO outsourcing to reach USD 32.6 billion by 2018.11 The Global FAO market is maturing, with 

moderate growth rates of 6%.12 It is now not a purely wage arbitrage driven service but is transforming to value-

added activities, such as financial planning and analysis, management reporting and financial closure. 

Researchers and market analysts have forecasted that globally KPO’s will grow at a CAGR of 23% during 2015 - 

2019 13  and its need is increasing in knowledge driven services like treasury management, internal audit, 

investment & trade research, CFO analytics, financial risk management, etc.14 FAO will be the 5th fastest 

growing outsourcing service15. Thus, we concluded that FAO based services in Sri Lanka have a strong export 

growth potential, given the increasing global demand in coming years. 

As financial services seekers look for newer destinations to outsource higher value-added services, to further 

capture cost arbitrage opportunities and improve quality, Sri Lanka has the potential to leverage this 

opportunity. Sri Lanka has been regarded as a future destination for outsourcing financial services along with 

Colombia. 16  Further, Sri Lanka was ranked 14th in the A.T. Kearney report as an emerging ICT/BPM 

outsourcing destinations while the peer countries are ranked higher - Brazil, Poland, and Bulgaria are ranked 4, 

10 and 12  respectively.  Sri Lanka has advantages over these peer countries in terms of its English language 

competency and low cost offerings. Financial services could see a trend towards "outsourcing to high-quality 

specialist firms who will likely shirk antiquated metrics in favour of superior customer experience". SMEs from 

Sri Lanka will be able to catch up with this emerging demand by facilitating automation of processes and 

tapping the existing client base in the country and marketing themselves for these high-value services. 17 

Inherent competency of FAO based services in Sri Lanka 

Industry Experience: FAO is one of the leading service offerings of the Sri Lankan ICT/BPM industry. 

Approximately, over 30% of the BPM revenue comes from the FAO sector and more than 50% of firms (in the 

ICT/BPM industry) offer FAO as one of their key service offerings.18 A.T. Kearney has ranked the country 2nd in 

its top choices for F&A outsourcing, in 2011. Since a majority of firms in the industry offer FAO services, the 

industry, at large, has a good understanding of the FAO business, facilitating a competitive edge. Currently, 

FAO sector in Sri Lanka offers services, mostly to clients in banking, financial services and insurance (BFSI), 

healthcare, retail, and telecom sectors. SMEs catering to these industries could leverage their existing client 

base to increase FAO exports. 

Human Resource: The availability of a pool of competent finance and accounting professionals is one of the 

competitive advantages enjoyed by Sri Lanka. The country has seen an annual 9% increase in memberships of 

professional accounting bodies during 2008-201219; 78% of the workforce is fully/partly qualified in finance & 

accounting specializations in 201320. The country hosts the highest number of CIMA certified graduates outside 

                                                             
11 HfS blueprint Report, 2015 
12 Everest Research Group FAO Report, 2015  
13 https://www.technavio.com/report/global-ito-and-bpo-knowledge-process-outsourcing-market 
14 http://www.strategyr.com/MarketResearch/Business_Process_Outsourcing_BPO_Market_Trends.asp  
15 http://www.strategyr.com/MarketResearch/Business_Process_Outsourcing_BPO_Market_Trends.asp  
16 https://www.elixirr.com/2014/06/trends-in-outsourcing-in-the-financial-services-industry-2009-2013/ 
17 AT Kearney Outsourcing Index 2016, https://www.elixirr.com/2014/06/trends-in-outsourcing-in-the-financial-services-industry-
2009-2013/ 
18 ICT-BPM Survey, SLASSCOM - 2014 
19 FAO report 2013, SLASSCOM 
20 FAO 2013 report, SLASSCOM 

http://www.strategyr.com/MarketResearch/Business_Process_Outsourcing_BPO_Market_Trends.asp
http://www.strategyr.com/MarketResearch/Business_Process_Outsourcing_BPO_Market_Trends.asp
https://www.elixirr.com/2014/06/trends-in-outsourcing-in-the-financial-services-industry-2009-2013/
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of UK, along with the 2nd highest number of British Computer Society members outside of UK21. Sri Lankan 

women have a 92.6% literacy rate, above the country’s regional peers. The country produces close to 400,000 

English speaking, ICT literate individuals per year22. As the talent pool is more and more utilized, Sri Lanka can 

enhance international market competitiveness in the FAO space. 

 

2.2. Value Chain #2 - Digital Technology Solutions (DTS) 

The second value chain is that of Digital Technology Solutions (DTS), which includes Analytics (Big Data 

Analytics, dashboard creation, sentiment analysis, informational retrieval etc.) and Mobile Computing (App 

development, app security, platform compatibility, UI, e-commerce, digital wallet, etc.)23. There are some 

advantages to develop DTS as a new avenue for export growth. Firstly, the start-up cost of offering DTS is lower 

than providing other traditional ICT based solutions. Secondly, there is a growing global market demand. 

Thirdly, the industry can utilize a pool of highly educated workforce, which is not limited to ICT graduates. 

Nature of Business and Export Potential 

(i) Analytics 

Firms across the globe are realizing the importance of investing in big data. As per a Forbes 2015 article, 56% of 

the firms across the globe will embrace increased adoption of big data analytics. Analytics is a key technology 

area that provides key insights to businesses, thus improving their competency, customer engagement, business 

performance & competitiveness. DTS firms facilitate implementation of analytics-based software, 

customization of software to meet industry domain & client requirement, coding, data warehouse management 

and other high value-added services. Revenue from analytics-based software services will represent a significant 

portion of the total software revenues worldwide in the coming 5 years.  Analytics services act as an enabler 

which can be bundled with mobile solutions, cloud solutions, product software, etc. An example of using Big 

Data analytics is cited below: 

 

To attract and retain high-value customers while keeping the company competitive and profitable, Denihan 

Hospitality Group implemented a customer analytics solution to personalize the guest experience and 

optimize room rates. The solution delivers valuable insights into why customers choose to stay at a particular 

hotel, what drives repeat business, how demand varies by season, and which room rates will yield the right 

combination of business volume and profitability. By leveraging predictive customer analytics, Denihan now 

targets high-value customers with personalized, profitable offers and create a memorable guest experience.24 

 

Export Potential: The international big data and analytics market is expected to increase from USD 130 

Billion in 2016 to USD 203 Billion by 2020, at a CAGR of 11.7%25. This will be mostly due to adoption of data 

driven decision making processes and an increase in machine generated data. Globally, technology investments 

will be led by ICT and business services, which together will account for more than half of all big data and 

business analytics revenue. Content analytics tools and CRM analytic applications will grow rapidly at CAGRs of 

18.5% and 10.4% respectively as companies expand their big data and analytic activities. 

 

 

                                                             
21 ICTA Country book, 2016 
22 ICTA Country book 2016 
23 Capgemini SMAC report. It enables each function to help the other to maximize their impact which creates an organization-wide 
synergic impact. This convergence is one of the most impactful trends for both consumer and enterprise realization within digital media, 
communications, applications, content, and commerce. Instead of implementing solutions separately, it encourages an organization to 
build and deploy integrated solutions wherein social/mobile adds connectedness and cloud/analytics makes the organization more agile 
and responsive. 
24 http://www.forbes.com/sites/ibm/2015/07/09/why-big-data-means-big-opportunity-for-the-travel-industry/#6884e1ec2a5e  
25 IDC outlook on Analytics 

http://www-03.ibm.com/software/businesscasestudies/th/en/corp?synkey=B443519L80587L65
http://www-03.ibm.com/software/businesscasestudies/th/en/corp?synkey=B443519L80587L65
http://www.forbes.com/sites/ibm/2015/07/09/why-big-data-means-big-opportunity-for-the-travel-industry/#6884e1ec2a5e
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(ii) Mobile Computing 

Industry sectors like banking and insurance (BFSI), healthcare, automotive, retail, media, travel and telecom 

are widely adopting mobile based strategies to enhance customer engagement. It involves development of 

mobile app, app testing, platform compatibility, middleware management, mobile analytics, app security, user 

interface design, dashboard, feedback management, deploy-ability and many more. An example of mobile 

computing is as follows: 

 

Four Seasons now offers guests an opportunity to customize their stay on the go with a new, multi-

functional, content-rich global mobile app. With just a few taps, travelers can access a wide array of services 

and personal options. With this innovative new App, Four Seasons continues to enhance the guest experience, 

setting the standard in luxury digital service delivery - stated Allen Smith, President and CEO, Hotels and 

Resorts. The app was developed based on guest insights and extensive testing, the app is user-friendly and 

feature-rich, with the services guests most desire, such as checking in and out with ease.26 
 

Although most of the firms in Sri Lanka offer mobile app development services, the overall revenue 

contribution from mobile based services is limited.  

Export Potential: The global demand for mobile computing is expected to increase because an increased 

volume of business are trying to engage mobile computing devices to enhance productivity & operational 

efficiency in innovative ways. For example, a rapid adoption of enterprise mobile solutions in BSFI sector and 

rising trend of using mobile strategy in manufacturing industries will catapult a tremendous need for Mobile 

Computing. 

 

Inherent competency of DTS based services in Sri Lanka 

Since travel, retail, BFSI and healthcare are dominant industries in Sri Lanka, ICT firms in the country can 

leverage existing client base in these industries to market and bag ICT projects. For example, a travel agency in 

the United States may want to outsource mobile computing services to Sri Lanka because of its expertise of 

travel industry. Mobile based offerings have already been taken up by many ICT SMEs.  

                                                             
26 http://hospitalitytechnology.edgl.com/news/four-seasons-goes-digital-with-global-app100661  

http://www.fourseasons.com/
http://hospitalitytechnology.edgl.com/news/four-seasons-goes-digital-with-global-app100661
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3. GAP Analysis 

We conducted a detailed survey using questionnaires, to identify infrastructure & policy hurdles. 27  The 

following gaps have been identified and the overall score is based on the responses to the questionnaire and 

interviews with key stakeholders. 

 

3.1. Common Gaps for high-value added ICT/BPM services 

(i) Legal and Regulatory Barriers 

Enforcing Contracts: Our survey indicated that the regulatory framework is regarded as good/moderate 

except for “enforcing contracts,” for which the indicator measures the time and cost for resolving a commercial 

dispute through a local first-instance court, and the quality of judicial processes index, evaluating whether each 

economy has adopted a series of good practices that promote quality and efficiency in the court system. This 

will be a key criterion especially for start-ups. Since start-ups require a lot of funding in the initial stages, an 

efficient judiciary can ensure higher FDI, protection of intellectual property rights/patents thus fostering 

innovation and enhanced access to credit. 

Data Security: Data security is a prime factor for selecting an outsourcing destination. Implementing strong 

data protection legislations similar to that of client countries especially United States and Europe, would 

enhance confidence in Sri Lankan ICT/BPM service providers.   

(ii) Physical Infrastructure Gap 

                                                             
27 The sample population response is significant despite the small sample size. The responses come straight from the top 
leadership of firms, the respondents having played critical role in developing the ICT/BPM industry in Sri Lanka. 
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Two major issues could be highlighted from the physical infrastructure gaps: (i) high cost of office space; and 

(ii) non-existence of ICT hub outside of Colombo 

Limited office space and lack of complementary infrastructure, such as cafeterias, hotels and transport, across 

the country make firms relocate to Colombo, where commercial leasing costs are one of the highest in the 

country. The industry concentration in Colombo has the following negative effects: 

Female Participation: ICT/BPM service providers employ female employees from diverse regions of the 

country; however, offices are based only in Colombo, making working conditions unfavorable, especially for 

female employees. It is critical for the Sri Lankan ICT/BPM sector to address these issues, given that, physical 

infrastructure is a pivotal cost element after employee costs and contributes to overall cost competitiveness. 

Business Continuity Planning: Business continuity planning is an essential part of ICT/BPM sector’s 
emergency/disaster risk management. For example, if a natural calamity affects a region with high-value 

business in Sri Lanka, it may also affect ongoing client operations in the region. Thus, it is necessary to create 

ICT/BPM hubs in different geographical areas within Sri Lanka, such that there is no disruption in business 

operations in the event of a natural calamity affecting one region. 

Entrepreneurship: Since physical infrastructure pertaining to the sector is currently limited only to 

Colombo, this restricts SME’s and entrepreneurs to set up operations in other parts of Sri Lanka. Higher 

associated costs of setting up infrastructure will lead to higher funding requirements for start-ups, thus 

rendering them uncompetitive in the nascent phase.  

Setting up Special Facilities for ICT/BPM SMEs in India 

To address infrastructure gaps, there is a need to establish ICT parks, ICT hubs, ICT SEZ’s, similar to what has 

been done in India. Special Economic Zones (SEZ’s) are business zones which support import and export 

operations through duty free policies, zero duty on import of capital goods, and other fiscal incentives. Such 

SEZ’s have been developed to catalyze industry growth in India. These SEZ’s are equipped with world class 

infrastructure and facilities with relatively lower costs of leasing. These zones are primarily located in sub-

urban areas of metropolitan cities/tier 2 cities where commercial property rates are low. SME’s set in these 

Special Economic Zones have access to numerous favorable fiscal incentives such as tax exemptions in the 

initial 2-3 years, capital subsidy to purchase hardware and software, sales tax exemption on import of relevant 

items, capital subsidy on meeting recruitment targets, etc. These policies and facilities enhance the export 

competitiveness of ICT firms and start-ups, especially those that are in early/growth stages.  

 

(iii) Telecom Infrastructure Gaps  
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Quality telecom infrastructure (i.e. better broadband speed and signal reliability & coverage) is a basis for 

flexible working hours with a work from home arrangement, which will enhance better work life, especially for 

female employees. Co-located SMEs and start-ups in an ICT/BPM facility can share telecommunication lines to 

leverage reliability, and maintain cost effectiveness.  The better telecom infrastructure is more critical for DTS, 

such as big data analytics, cloud computing, and mobile computing because these services require a robust 

telecom infrastructure. For example, in mobile application development, testing is a key component, and the 

apps are tested on public Wi-Fi networks, different cellular spectrums as well as network conditions.  

(iv) Access to finance 

ICT/BPM firms have cited a contradictory opinion in this case. Some firms, such as a subsidiary firm, do not 

have financing issues because they can obtain financial support from a parent firm. But other firms have cited 

lack of financing options for expansion, and access to finance as a key constraint inhibiting growth. Most banks 

do not regard intellectual capital generated by KPO companies as collateral for lending. It is essential to 

enhance banks’ capacity to assess credit risk based on SME’s past business track record, client appreciation 

documents, order book entailing current projects and future revenue inflows. 

 

3.2. Specific Gaps for FAO 

To expand the industrial outreach and focus on high value-add services for the FAO sector, the following gaps 

were identified through stakeholder consultations and questionnaires. 

(i) People and Skills Gaps 

Lower wage level has been the primary differentiator for the success of the Sri Lankan BPM firms till date. As 

FAO services are moving towards high value added segment, BPM firms will face difficulty in recruiting 

qualified graduates with relevant technical skill set/domain knowledge. Even though reports suggest that Sri 

Lanka has a strong workforce in terms of providing FAO based services, the percentage of CFA is at 5% of 

people working in the FAO sector.28 Thus, unless there is an increase in numbers of such professionals, it would 

be difficult to expand into high-end FAO services such as Trade & Investment services, Valuation, Derivatives, 

and prescriptive analytics. 

Targeted steps to meet allied skill requirements for value added services 

To build capacity and attract finance professionals to the ICT/BPM industry, awareness sessions on the 

proposed service segments should be conducted at school level. This will change the general perception about 

the type of work involved in a typical BPM firm. For example, most CIMA certified students and accountants 

are agnostic about joining the FAO sector because of the type of work involved. They need to be informed about 

the future demand in the FAO market, the difference from the traditional FAO services and how candidates can 

utilize their domain skills to provide such value added services, etc.  

There should be focus towards facilitating increase in client interactions, primarily with senior stakeholders, to 

develop adequate allied and management skills such as problem solving, domain, language and 

communication, cross-cultural training, process compliance, project management, quality processes, team 

management, etc. Such skills should be imparted to students as part of the course curriculums at universities. 

Further, the interaction amongst universities, training institutes and industry bodies to help align course 

curriculum with market needs should be increased. The industry body needs to take proactive steps to ensure 

requisite changes in course curriculum are introduced, as this would help organizations reduce excess time & 

cost incurred on training fresh graduates. This will specifically benefit SME’s by reducing training costs. These 

steps would help the industry as a whole to position itself as a destination of choice for outsourcing work. 

 

                                                             
28 SLASSCOM FAO report, 2013 
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(ii) Gender Gap 

The entry level participation of women in the ICT/BPM sector in Sri Lanka has been approximately 40% as per 

the FAO report from 2013. Upon studying the organizational structure of sample firms, it can be observed that 

women participation drops as we move up the organizational hierarchy, which indicates how women drop out 

after remaining in employment for a certain duration. The most pertinent cause for female attrition has been 

cited as follows:  

Stringent Client Requirement: Shareholders pointed out that for a typical KPO, the business/operating 

conditions are pre-dominantly set by clients. Thus, to meet stringent client requirements relating to data 

security, firms find it difficult to enact and implement employee friendly measures like allowing them to work 

from home, work flexible hours, etc. 

Cost Burden: Firms have cited that to implement policies like work from home and flexi-hours in a KPO, 

adequate investment would be required towards technology in terms of data security and privacy such that 

employees can conveniently work from home and at the same time do not compromise data security and 

privacy. Since implementing such policy is a cost burden and the KPO firms are currently in a growth phase, it 

is reasonable to understand that they would prefer candidates who are ready to work irrespective of such 

flexibility.  

To cater to the needs of female employees, industry association needs to look at measures to resolve this issue. 

This part is captured in detail in the ICT/BPM HR Gap report. 

 

3.3. Specific Gaps for Digital Technology Solutions (DTS) 

DTS is revolutionizing the way business is conducted. Global firms are leveraging DTS capabilities to gain a 

competitive edge. However, to develop and maintain such high end technologies, businesses outsource 

activities to ICT firms across the world to leverage their specialized expertise. Thus, the Sri Lankan ICT sector 

has several competitors when it comes to providing services in DTS space. To gain competitive advantage over 

ICT sectors in other countries, the following gaps should be addressed: 

(i) Skill Gaps 

The skill gaps pertain mostly to availability of quality people with requisite skill set and limited women 

participation. Based on the responses to questionnaire, we have assessed the supply side gaps. 

 

 

 

 

 

 

 

 

 

High training cost. For DTS, it is essential for candidates/graduates to have at-least a bare-minimum 

preparedness (in terms of technical skills, management skills, allied skills) before deciding to work in the sector. 
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Since the services offered are disruptive and highly innovative, employees undergo training after joining the 

firms. In the case of most college hires not being industry ready (as evident from the survey), the training costs 

for the company tend to be high. To mitigate this scenario, firms in the ICT sector should offer capacity building 

initiatives at universities, so as to sensitize students on key and emerging trends in analytics, mobile computing, 

cloud, internet of things, etc. This will ensure that students are aware of such value added service offerings in 

Sri Lanka and interested candidates will prepare accordingly for a career in digital technology services. 

Students with non-ICT background. DTS has the potential to increase uptake of graduates, since 

graduates from non-ICT backgrounds can be a part of this service offering. People with background in math, 

business management, basic science and statistics are equally competent to work in certain areas of DTS. 

Industry associations could conduct awareness sessions for such students, sensitizing them on the career paths 

available to them, and requisite certifications like Tableau, Hadoop, Java, etc. to help them make a career in 

DTS. 

Though the responses to the questionnaire indicate that the emerging technological skillset of the employees 

are moderate, it was gathered that specific interventions may be required at the university level. To develop a 

threshold competency in mobile computing & analytics, firms may have to actively participate in organizing 

events at universities, hold industry seminars on technological trends & skill requirements (problem solving, 

domain, innovation, project management etc.), kick-start certification programmes on desirable technologies, 

etc. Since the technologies in analytics & mobile space are rapidly evolving, regular updates should be made in 

university training curriculums, through constant interactions amongst industry associations and universities. 

These interactions should focus on development of career guidance frameworks, formulating train the trainer 

modules, etc. 

 

 

Additionally, relevant training institutes should offer training programmes on latest technology skills and 

courses on upgradation of skill-sets to bridge the gap in skill demand and supply of the industry, especially for 

the SMEs and start-ups that may not have in-house training departments. Training certifications could be 

facilitated for data analytics, mobile app development, mobile & cyber security etc. so as to create a diverse 

talent pool with all requisite skillsets that the market demands especially from advanced countries (See 

Appendix A.2 – Access to Japanese Market). 

(ii) Gaps in Capacity Building Programs 

The followings are some of the examples of events organized by key industry associations like SLASSCOM and 

FITIS to promote disruptive services like big data analytics, mobile computing, artificial intelligence etc. 
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SLASSCOM Conclave 06: This session offered a platform to create awareness amongst the ICT community 

about the trends and advancements in the field of Artificial Intelligence (AI) & other disruptive areas like 

sentiment analytics, machine learning and various other advanced technological topics.  

SLASSCOM “The art of fearless programming”: The session was held for university graduates, new to 

the field of programming. The event focused its discussions on developing robust codes, mitigating challenges 

faced in agile development, etc. Since Sri Lanka is poised to offer high value added services like software 

development & programming in the field of mobile, analytics, cloud, AI, etc., sessions like these prove to be 

beneficial. 

FITIS Tech forum on Big Data 2015: The objective of this event was to promote and disseminate useful 

knowledge on software and technology, to all relevant stakeholders of the industry, enabling them to enhance 

their contribution to the growth and development of the Sri Lankan national economy. 

These capacity building programs may be insufficient. First, most of these events are of a short duration (1.5 to 

2 hours) and are conducted once or twice a year. Such events may have to be held more frequently and the 

period of engagement should be longer, such that a threshold impact/awareness on DTS is generated. Second, 

the locations are concentrated within Colombo and are seldom targeted at college students. Few initiatives have 

been taken in locations like Kandy and Jaffna. However, capacity building programs need to be conducted 

across Sri Lanka. 

(iii) Barriers to Entrepreneurship 

Most of the start-ups in Sri Lanka are technology based. DTS is an integral part of their service offering. These 

start-ups are mostly SME’s facing the following issues: 

Lack of affordable space: Availability of physical infrastructure is limited to Colombo, restricting 

entrepreneurs to set up operations in other parts of Sri Lanka. Associated costs like commercial property 

leasing rates, electricity costs, etc. add to the barriers in establishing Sri Lanka as a technology start-up hub. 

Establishing Special Economic Zones and incubators can help mitigate such barriers and boost the start-up 

ecosystem (See 3.1. Setting up Special Facilities for ICT/BPM SMEs in India).   

Entrepreneurial Mindset: A SLASSCOM survey indicated that the propensity of risk appetite amongst 

budding Sri Lankan entrepreneurs is low. The structure of primary and secondary education needs to be 

evolved in order to foster innovation. Industry associations and the government need to work together to 

enhance awareness on new digital services, new age skills, certifications required, career guidance at school and 

college levels, provision of training on business development (marketing, finance, operations etc.) to technical 

graduates, and training on allied skills like project management, problem solving, innovation, agile thinking, 

communication & conduct at the university level will improve industry readiness and entrepreneurial mindset. 

Access to Risk Capital: Financing options are limited with non-competitive interest rates and high collateral 

requirements. Banks tend to be risk averse and avoid lending to start-ups since the nature of business model is 

often complicated and start-ups do not possess any tangible assets. Since DTS is a disruptive area, banks believe 

that any changes in regulatory policies, trade relations & laws, macroeconomic fundamentals, emergence of 

new technology could render the business model of a start-up obsolete. The success rate of start-ups is low 

leading to low confidence amongst banks and investors. For entrepreneurs, it becomes a challenge to access 

finance, since banks are wary of the scarce degree of success of start-ups in Sri Lanka which impacts lending 

decisions. Most of the entrepreneurs use self-funding as a route to finance their business operations, since the 

scale of venture capital and angel investments is limited. 

 

Addressing financing issues for start-ups in India 

In India, to address the financing woes of start-ups, the government of India launched an initiative called 

“Start-up India”; the government, in coordination with venture capital investors created a “fund of fund” for 

MSME’s amounting to approximately USD 1.5 billion. Entrepreneurs who want to access the risk capital have to 
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go through a multi stage screening process prior to approval of funds. The screening process is conducted by a 

panel of venture capitalists who evaluate potential entrepreneurs. Recently, MSME’s from several industry 
verticals successfully obtained capital from the fund. The funding is provided either as equity, secured debt, 

unsecured debt, mezzanine debt, hybrid debt, sub-ordinated debt, etc. Thus a similar initiative could be 

launched in Sri Lanka.  

 

Digital payment infrastructure: Large number of existing and aspiring entrepreneurs saw the lack of 

convenient online payment gateways as a major operational issue. Sri Lanka is currently restricted from 

receiving payments through certain global payment gateways, which may hinder many business owners from 

attracting overseas customers.29 

(iv) Gender Gap 

Women are an integral part of the ICT workforce. Based on the survey we found that women participation was 

30% at entry level for firms offering mobile based services. The limited women participation at entry level need 

to be addressed by providing capacity building sessions on women entrepreneurship at university level, citing 

examples of women entrepreneurs who have excelled in the field of disruptive technologies and how women 

across the world are entering the technology space (See Appendix A.3 – Example of Women Entrepreneurs in 

ICT-BPM sector in Sri Lanka). Working in DTS is favorable for women as it generally involves working in 

regular shifts, lower travel requirements (desk jobs) and relatively better work life balance than other roles. 

Industry associations could provide handholding support to universities such that they address such traditional 

perceptions. 

Since the nature of work in DTS requires working with senior stakeholders, building allied skills such as 

analytical prowess, problem solving, domain expertise, language and communication skills, cross-cultural 

sensitivity, process compliance, project management, etc. is imperative to growth in the sector. Traditionally, 

women are well-placed to acquire the allied skills faster. 

                                                             
29 Start-up Sri Lanka Report, 2016: SLASSCOM 



  

  

ICT/BPM in Sri Lanka DC02 May 2017 

PwC   16 
 

4. Conclusion & Next Steps 

The Sri Lankan ICT/BPM sector requires rapid progression from conventional service offerings to new age 

disruptive technologies, such as high value added KPO, data analytics, mobile computing, cloud computing, and 

digital marketing. to enhance export earnings of the overall sector. There are many gaps, as evident from the 

study, relating to access to markets, availability of skilled industry-ready workforce, infrastructure gaps, 

women-centric barriers, etc. that inhibit growth in the sector. In the next stage, we will develop an 

implementation plan and formulate strategies to address the gaps identified in this report.  

The following issues will be looked at during the strategy formulation/ implementation phase: 

A) Short term issues ( 1-2 years)  

1. Addressing the need to enhance capacity creation of additional 14,000 people annually, promoting 

students to choose ICT/BPM as a career option and acquire industry-specific skills. This also entails 

raising awareness on the nature of work in FAO and DTS industries, at schools, universities and 

corporates. 

2. Compiling required training programs on technology, domain and allied skills, and undertake capacity 

building initiatives to boost participation of women in FAO and DTS. This also entails: 

a. creating awareness on the industry and nature of work, at schools, university, institutes, spread 

across Sri Lanka  

b. understanding and addressing the socio-cultural issues 

c. creation of groups and forums for mentoring and supporting women to enhance their participation 

and curtail attrition, within the industry as well as individual organizations 

d. compiling training programs to address specific needs of women staff, such as assertive 

communication, and conflict resolution. 

e. capacity building of women entrepreneurs to addressing specific issues related to networking, 

funding, and business planning & initiation 

3. Sharing among stakeholders the importance of other ICT/BPM capacity enhancers including:  

a. quality certifications 

b. data security needs 

c. contractual enforcement driven by a strong judiciary system 

B) Medium to Long term issues (3-7 years) 

4. Infrastructure – addressing physical and telecom infrastructure related gaps especially expansion of 

ICT/BPM industry beyond Colombo. The key stakeholders to meet for this would be relevant 

government telecomm bodies, telecomm companies, heads of ICT development centers, corporates, 

industry associations and bodies 

5. Creation of ICT/BPM knowledge hubs outside of Colombo. SLASSCOM, FITIS, Corporates, ICTA, and 

it would  

a. enhance the talent pool by creating awareness of FAO and DTS 

b. enhance industry-readiness by putting into place relevant training curriculums 
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Appendix A.1 – Selection of 2nd ICT/BPM Value Chain 

Based on the performance of the value chains, ratings were assigned against the above six parameters on a scale 

of 1 to 3 (3>2>1). The parameters were also assigned distinct weights on a scale of 1/2/3 (3>2>1), to indicate 

relative importance amongst each other. Weightage of 2 has been assigned to demand side factors like expected 

global demand, incidence of repeat business & new customers added whereas weightage of 3 has been assigned 

to supply side actors like addition to employment, favorable for women participation, revenue realization cycle.  

The rationale for providing higher weightage to supply side factors is due to the fact that ICT industry potential 

is measured in terms of revenue/employee. If number of employees are less, revenue earned will be less. Thus it 

is essential for the ICT sector to build supply side which could then be leveraged to bag projects leading to more 

exports.  

Then the weights and the rating were multiplied to yield an overall score. The value chain with the highest score 

has been identified as the 2nd potential value chain for the Sri Lankan ICT/BPM Sector. The detailed table is 

provided below. The table has been converted into a 2x2 matrix (provided in the next page) where we compare 

the relative position of the value chain in the matrix. 

The schematic matrix below represents the relative positioning of Analytics vs Mobile Computing vs Product 

Engineering against certain set of parameters. The positions in the matrix for the probable value chains is based 

on the explanations provided below the schematic matrix. 

 

 

Analytics market is expected to grow 

to USD 203 bn by 2020 as per IDC. 

Sri Lankan ICT firms have expressed 

greater future revenue from BFSI, 

Retail & Healthcare based industry 

domains. The use of analytics in 

these domains as per 

markets&markets is going to 

increase exponentially over the 

years. From the survey ICT firms 

have stated that they expect high 

growth from analytics based 

services. 

Revenue Realization time for 

Analytics will be lower relative to 

Product Engineering. 

Based on the detailed 

questionnaire based survey 

conducted, the incidence of repeat 

business and new customer 

addition was relatively very high 

for analytics based services. 

Almost all the firms cited increase 

in repeat business and new 

customer addition for analytics 

services 

Firms offering mobile based 

services have average female 

participation of 30% at entry 

level. Highly favourable for 

women since it involves less 

travel (mostly desk jobs), 

normal working hours 

preferably in regular shifts30. 

Also addition to employment 

will be high since the current Sri 

Lankan graduates are 

developing key competencies in 

Mobile, Cloud, Analytics space 

as per the ICTA workforce 

survey 2013. 

 

                                                             
30 Glassdoor survey reveals roles in analytics & mobile app development have better work life balance 
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Similarly, the Global Demand for 

Mobile based enterprise applications 

development and related services 

will increase to 5 times31 the current 

levels. Mobile based products have 

lower development cycles leading to 

faster realization of revenue. 40% of 

the Sri Lankan firms (from the 

online survey) are into Mobile 

development, and from the survey 

ICT firms have stated that they 

expect high growth from mobile 

enabled services. 

Based on the detailed 

questionnaire based survey 

conducted, the incidence of repeat 

business and new customer 

addition was relatively high for 

mobile based services. Many Sri 

Lankan ICT firms offered mobile 

services, thus we expect the 

service/revenue levels to increase 

in the years to come. 

From a supply side we see that 

some of the students graduating 

with ICT relevant degrees are 

increasingly preferring to work 

in areas like mobile application 

development, data analytics and 

other disruptive areas. This has 

been validated by stakeholder 

meetings with various 

educational institutes. This 

ensures a potential to further 

groom students through 

capacity building and ensure 

higher addition to employment. 

This offering needs people from 

a diverse range of educational 

backgrounds such as 

Technology, Engineering, 

Science, Math, and Business 

Sri Lankan ICT firms have a rich 

history in product engineering. They 

have developed world class products 

which serves various industry 

domains. But most of the firms from 

the survey haven’t cited Product 
Engineering to have high expected 

growth rates. Product development 

cycle is comparatively very high due 

to the infrastructure and setup costs 

involved (R&D, hardware, software), 

product design, product testing & 

configuration time etc. This will lead 

to slower rollout of products and will 

delay exports in the medium term. 

Information on Product 

Engineering related to repeat 

business and new customers added 

was not available.  

Based on stakeholder 

discussions it was observed that 

women prefer Quality Analyst & 

Business Analyst roles rather 

than product development, 

coding etc. As stated by some 

institutes, the prolonged 

working hours involved in 

product development is not 

suitable for women. 

Since product development 

requires a team of few highly 

skilled technical candidates this 

does not aid the SLASSCOM 

vision to add 120,000 

employees by 2022. 

 

  

                                                             
31 http://www.firstpost.com/business/demand-enterprise-mobile-apps-grow-5x-faster-available-development-capacity-2299722.html  

http://www.firstpost.com/business/demand-enterprise-mobile-apps-grow-5x-faster-available-development-capacity-2299722.html
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# Parameters Weights 

Rating* (1 /2/3) where 3>2>1 

Analytics 
Mobile 

Computing 

Product 

Engineering 

1 Expected International Demand 2 3 3 3 

2 

Revenue realization cycle/product 

development cycle – leads to 

quicker product/service launch 

thus faster impact on exports 

3 2 3 1 

3 Incidence of Repeat Business 2 3 2 1 

4 New Customers Added 2 3 2 1 

5 

Addition to employment – leads to 

increased revenue (as no. of 

employees is a key indicator to bag 

large projects which will lead to 

higher export earnings) 

3 2 3 1 

6 

Favourable for women – working 

hour flexibility, lower travel 

requirements 

3 2 2 1 

TOTAL 36 38 19 
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Appendix A.2 – Access to Japanese Market 

The following outline on accessing the Japanese market has been prepared based on the stakeholder meeting 

with Japan External Trade Organization (JETRO). 

Japan is identified as a potential market for IT exports from Sri Lanka and some promotional efforts have been 

undertaken in recent years with EDB. It was noted that limited availability of IT human resources in Japan 

offers the potential for IT exports from Sri Lanka.  

Several initiatives have been launched to build a good image of the Sri Lankan IT industry and establish 

industry relations.  Recently, more and more Sri Lankan firms have been attending Japanese IT exhibitions in 

Sri Lanka, such as CEATEC IT technology exhibition.  

The potential target for Sri Lankan firms will not be the large Japanese companies. Subsidiary companies and 

SMEs are considered ideal. However, these companies most often do not operate at an international level. 

Strengthening relationship between Japan Information Technology Service Industry Association (JISA) and 

industry associations such as SLASSCOM will help foster ICT/BPM trade in future by establishing business 

relationship between Sri Lankan firms and Japanese SMEs. 

To penetrate Japanese market, the following areas need to be addressed by the Sri Lankan IT sector:  

 Japanese Language skills among ICT/BPM sector work force: Competing countries, such as Vietnam 

and the Philippines, have a significant number of Japanese-speaking engineers who can be dispatched 

to Japan. In addition, training programs on Japanese language are also available in these countries. 

In Sri Lanka, University of Kelaniya and the University of Sabaragamuwa offer courses in the Japanese 

language. Although Sri Lanka has some people who can speak Japanese, they do not use their language 

skills in practice. Thus, ICT/BPM firms with Japanese client base could tie up with universities and 

training institutes to provide Japanese language training to employees. 

 Understanding the way Japanese Clients Conduct business: If more Sri Lankan firms are successful in 

learning Japanese business customs, Japanese firms may be more inclined towards awarding contracts 

to Sri Lankan firms. Firms could tie up with institutes like Metatechno Lanka, who provide training on 

IT engineering and Japanese business customs. 

 Certifications required: Sri Lanka does not have certifications related to the Japanese IT industry. The 

Ministry of Economy, Trade and Industry (METI) in Japan, is promoting the Information Technology 

Engineers Examination (ITEE) in Asian countries. Several competing countries including India and 

Philippines have these certifications. Sri Lanka may need to consider getting the workforce certified 

with ITEE examinations as Japanese firms find it difficult to determine the grade of the engineers 

without this qualification.  
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Appendix A.3 – Example of Women Entrepreneurs in ICT-

BPM sector in Sri Lanka 

The following case studies highlight women entrepreneurs in ICT BPM sector in Sri Lanka. The first case study 

is regarding a women entrepreneur in the DTS services. The second case study is about a women entrepreneur 

setting up software design and development company. These cases prove that there is a potential to harbor 

many women entrepreneurs in Sri Lanka by addressing their pre-conceived perceptions regarding working in 

the high value added ICT BPM services. Only 4% of startups in Sri Lanka are established by women 

entrepreneurs. 

 

 

 

 

 

 

 

 

 

 

 

  

Zmessenger - Jayomi Liyanage 

Zmessenger Private Limited provides mobile-based marketing solutions. Founded in 2003 by Jayomi 
Liyanage, the firm offers mobile marketing and mobile media programs, and SMS-based applications to 
media stations. The company offers mobile marketing solutions, including SMS-based Info campaigns, 
SMS coupons with barcode readers, flash SMS-Self destructive SMS, and MMS; and services for integrated 
media campaigns, such as SMS-based competition management-text and wins, coupons, interactive above 
the line advertising with SMS integration, and SMS bidding/auctions. The company provides mobile media 
applications, such as ICatcher, an integrated media application that allows media stations worldwide to 
interact with viewers/listeners through SMS; SMS game applications for TV stations; and Mobile CRM and 
BPO solutions. Its software services comprise software research and development, product design and 
development, design consulting, product migration and re-engineering, full product/software testing cycle 
and quality assurance, and product maintenance and support. It serves Sri Lankan and international 
consumer and service brands. Zmessenger Private Limited was founded in 2003 and is headquartered in 
Colombo, Sri Lanka. 

IronOne Technologies - Lakmini Wijesundera 
  
IronOne Technologies, is a software design, Development Company located in Sri Lanka and USA. Started 
in 2006. Company size 51 – 200 employees. Over the past few years they had the good fortune to have 
worked with clients ranging from Fortune 500 companies to startups with great ideas. IronOne is an award 
winning company with our quality standards recognized in the region. IronOne is the “National Best Quality 
Software” gold and silver medal winner in the past two consecutive years (Sponsored by HP and BCS). 
IronOne has experience in servicing large corporate clients, and offers customized methodologies through 
its offshore development center based in Sri Lanka. IronOne also offers several pre-built software solutions 
enabling clients to achieve their requirements faster. 
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