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Working age population of over 7 million within 
a 50 mile radius of Manchester city centre.*
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NO.1 FOR NEW BACK OFFICE FUNCTIONS‡

In a globalised economy the need to improve efficiency and strive 
for business process excellence are key drivers. Whether you’re looking 
to set up a business process outsourcing facility or establish a customer 
contact or shared service centre, the Manchester city region is the 
UK’s number one location of choice.

Manchester is home to the UK’s largest 
city region labour pool – over 7 million 
people within a 50 mile radius of the 
city centre – offering a flexible, highly 
qualified workforce. A large population 
of foreign nationals combined with the 
12,500 international students means 
staff with multi-lingual skills are within 
easy reach. 

The ability to sustain this labour pool is 
bolstered by the fact that 48% of 
graduates from the University of 
Manchester alone choose to stay and 
embark on their careers in the city 
region. This culture of retention is 
reflected by a recent study of call centre 
agent annual attrition rates which 
indicated that levels in Manchester and 
the North West are among the lowest 
in the country.

Serviced by a multi-modal transport 
system, Manchester’s workforce is 
incredibly mobile, with 50% taking less 
than 20 minutes to travel to work. 
Manchester’s excellent transport links 
extend beyond the city region with London 
just over two hours away by train and 
Manchester Airport – only 10 minutes 
from the city centre – providing direct 
flights to more than 200 destinations 
worldwide. Strengthened by an 
outstanding level of digital 
communications technology, Manchester 
is certainly well-connected. 

The ability to achieve cost-efficiencies 
whilst creating a facility of the highest 
quality has drawn major UK and 
international operations to the city region. 
With established support networks and 
best practise forums, business process 
excellence is not only entirely achievable 
in Manchester, but completely sustainable.

‡ UK Cities Monitor 2007 (Cushman & Wakefield)
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BUSINESS PROCESS OUTSOURCING

MAJOR OUTSOURCERS IN THE 
CITY REGION INCLUDE: 

Unisys  Insurance  Serv ices
Ceridian Centrefile * Fujitsu
Teletech * Capital Business Services
Hewlett-Packard * Liberata
IBM Global Services * Steria
Vertex * CSC ComputerServices
Log icaCMG * Xchang ing
Siemens Bus iness  Serv ices

MEDIUM TIER OUTSOURCERS 
IN THE CITY REGION INCLUDE: 

Prometric Thomson Learning
Iron Mountain (UK) * Communisis
Astron Document Solutions
Atos Origin * Efunds International 
AI Claims Solutions * Huntswood

11	 Payroll

2	 BPO

2	 Customer Contact

3	 Claims Management

2	 Policy Administration

1	 Document Management

8	 Financial Management

3	 HR Services

1	 Testing Services

SERVICES OFFERED BY OUTSOURCING PROVIDERS IN THE NORTH WEST

With a wealth of readily-available experienced 
staff, outsourcers are able to provide a range 
of activities and functions for their clients from 
within the city region. From IT support and 
processing centres to shared service centres in 
finance, human resources, IT and purchasing, 
the full range of skills are on hand to allow 
the up-scaling of any operation, within a short 
timeframe. An extensive range of affordable 
property available across all key employment 
sites means the city region has a facility to suit 
every size and cost base. 

In recognising the strength of the outsourcing 
sector in Manchester, the National Outsourcing 
Association (NOA) has worked closely with 
MIDAS to support the industry as it grows and 
consolidates in the city region. Through regular 
events and other forums, outsourcers can share 
best-practise and access an ever expanding 
support network.

The market for outsourcing 
continues to expand across 
Manchester and the wider North 
West. Established global players 
sit alongside fast-growing 
regional and UK firms, serving 
both domestic and international 
clients from the public and 
private sectors. 

Manchester’s excellent international 
connectivity has helped to attract key 
operations that form part of a multi-location 
portfolio – linking with sister centres in Eastern 
Europe, India, the US and other major 
offshore locations.

Source: Armstrong Craven 2006
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Manchester provides us with an ideal location for our northern 
operational centre.  
David Herd, Head of Performance Improvements Finance & Accounting SSC 
Manchester, Steria.

With combined revenues of   2 billion, and nearly 20,000 people worldwide, 
Steria and Xansa have formed a powerful new partnership. Bringing together 
complementary strengths in services and client base, they offer clients a complete 
portfolio of IT enabled business services, based on an integrated on/offshore 
delivery model which ensures competitive advantage. 

With around 500 people across two locations, Manchester provides the base from 
which Steria support some of their largest clients.  From IT outsourcing services for 
Co-operative Financial Services, to Finance and Accounting outsourcing for BBC, 
BT and O2, Manchester continues to be an important location for Steria in the UK.

“Manchester is the location for one of our main UK Finance and Accounting (F&A) 
centres of excellence which works closely with our India operations to provide integrated 
on and offshore delivery to our clients. From the skilled finance and accounting 
personnel to the excellent communications links, Manchester provides us with an ideal 

location for our northern operational centre.”    
David Herd, Head of Performance Improvements Finance & Accounting SSC 
Manchester, Steria.
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CUSTOMER CONTACT CENTRES 
IN THE CITY REGION INCLUDE: 

* 	Alliance & Leicester
* 	Automobile Association
* 	Barclaycard
* 	British Telecom
* 	Cable & Wireless
* 	Caudwell
* 	Centrica Telecommunications
* 	Citi Card
* 	Co-operative Bank
* 	Esure
*	 N.Brown Group / JD Williams
* 	Friends Provident
* 	HBOS Direct Line
* 	IBM
* 	NTL
*	 O2
* 	Pearson
* 	Ticketmaster
* 	Tote

With more than 250 operations employing over 62,000 people, the 
Manchester city region has established itself as a much sought after 
location for customer contact centres.

Key to Manchester’s success in fostering the 
industry on such a large scale is the ability to 
support a multitude of centres in terms of size, 
scope and sector with a flexible and multi-
lingual skilled labour force.

The city region’s labour pool continues to live 
up to its reputation as one that delivers 
excellent service at a reasonable cost – factors 
critical to the success and sustainability of 
any customer contact centre. With a number 
of distinct labour pools – from experienced 
staff to students and university graduates – 
Manchester has the capacity to support both 
UK and international operations on a long-
term basis. This is reflected in the average 
age of customer contact centres in Manchester, 
which currently stands at 10 years.* 

Instrumental to this is the ability to provide 
continued professional development for 
employees within the industry. The North West 
has worked to develop a career path for the 
industry with Skills Solutions, Call NorthWest 
and University of Central Lancashire now 
providing sector-specific qualifications from 
basic customer service up to a Master’s degree 
in Call Centre Management.

Home to a diverse range of operations, from 
leaders in the financial services industry to 
specialists in transport and travel, the 
Manchester city region boasts a broad vertical 
market split. Underpinned by the quality and 
flexibility of the workforce, this diversity allows 
increasingly sophisticated operations to take 
root and thrive in the city region.

*Call North West 2005

MULTI-LINGUAL SKILLS IN GREATER MANCHESTER

Source: HESA 2006/07

Source: Labour Force Survey (Census) 2001 ONS
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Greater Manchester provides a wealth of talent to allow us 
to retain and recruit world-class people to ensure that the 
business is on track for further growth.
Colin Davies, Head of Support Services for LBM
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LBM Contact opened it’s first Call Centre in the Manchester city region in 1997 and 

has seen its business steadily and consistently grow ever since. The first site was 

established in Altrincham and new centres have since come on stream in Bredbury 

and Middleton. LBM now employs over 2,000 people working in the call centres and 

is firmly committed to Manchester.

“Greater Manchester provides a wealth of talent to allow us to retain and recruit 

world-class people to ensure that the business is on track for further growth. 

Excellent transport and communication links along with a support system that 

embraces both central and local government functions have also been key to the 

success of our operations.”

Colin Davies, Head of Support Services for LBM

www.investinmanchester.com



SHARED SERVICE CENTRES

Kellogg’s

Tetra Pak

Esso-Serve
Europe

AstraZeneca

JT International

Company Process

Financial SSC

Financial SSC

Logistics SSC

Financial SSC

Financial SSC

Headcount
in SSC

Languages Spoken

140

100

450 – 500

180

130

SHARED SERVICE CENTRES IN 
THE CITY REGION INCLUDE: 

* 	Adidas
* 	AstraZeneca
* 	BUPA
*  Co-op Group
* 	Esso-Serve Europe
* 	ITV plc
*  	JT International
* 	Kelloggs
* 	Marks & Spencer
* 	Network Rail
* 	Odeon Cinemas
* 	Royal Bank of Scotland
* 	Ryder
*	 Sainsbury’s
* 	Sodexho
* 	Stagecoach
* 	TDG
* 	Tetra Pak
* 	Tyco
* 	Woolworths

www.investinmanchester.com

French, Spanish, German, 
Nordic Languages, Italian, 
Portuguese, Baltic and Eastern 
European Languages

French, German, Austrian, 
Spanish, Italian, Nordic Languages, 
Portuguese, Polish, Dutch.
Also languages covering Russia, 
Eastern Europe and Central Asia

French, German, Spanish, 
Italian, Dutch, Nordic languages

French, Spanish, Italian, 
German, Dutch, Portuguese, 
Nordic Languages

German, French, Italian, 
Spanish, Dutch, Finnish, Danish 
Languages

LEADING PAN-EUROPEAN SHARED SERVICE CENTRES IN MANCHESTER

Over the last decade, Manchester has emerged as one of Europe’s 
leading Shared Service Centre hubs. With a proven track record in 
supporting and sustaining high quality services, the city region alone 
is now home to a cluster of 30 facilities, with a total of over 50 in 
the wider North West. These centres, both UK and Pan-European, 
serve a variety of functions – currently concentrated in finance, 
procurement, human resources and IT – with the range constantly 
expanding as centres mature.

Supporting this community as it continues to 
expand is the North West Shared Service 
Forum. The Forum provides an outlet for 
members to share best practice and new 
industry devopments, benchmarking both 
processes and salaries in the drive towards 
back-office excellence. 

Whilst focusing on strategic issues, the Forum 
has also seen the development of sub-groups, 
set-up to deal with the practicalities of specific 

process areas. The People Management 
Network is an example of such a group, 
which working together to support best 
practise in recruitment and training 
undertakes exercises such as annual salary 
surveys. The network has also created the 
unique BTEC qualification in ‘Providing 
Shared Services’ which was piloted by four 
of the largest centres and offers continuous 
professional development for employees in 
the sector.



www.investinmanchester.com

Sainsbury’s

Committed to making Sainsbury’s a great place to work, the decision to create an 

HR Shared Service Centre in Manchester was critical to the success of Sainsbury’s 

HR change programme.

“In selecting Manchester, we conducted a cost-benefit analysis for many locations in 

the UK. Manchester has the most shared service centres and provides a great network 

of expertise, talented labour, services and facilities.  The area provides the best 

facilities and value for money in the UK.

”MIDAS was key in developing our relationships with existing shared service centres, 

the Northwest Regional Development Agency (NWDA) and other companies and 

organisations.  It is clear, through the Shared Service Forum that MIDAS has developed, 

that there is a genuine leading edge expertise in the area which we are able to draw 

on to ensure success.  At every stage both the NWDA and MIDAS were open to 

discussion, followed up leads and provided us with the information we needed to 

both carry out the analysis and establish our centre in Manchester.” 

Jason Rawlings - Head of HR Change

Manchester has the most shared service centres in the UK and 
provides a great network of expertise, talented labour pool, 
services and facilities. The area provides the best facilities and 
value for money. 
Jason Rawlings - Head of HR Change
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With the growth of Manchester as a location for achieving Business 
Process Excellence, the city region has developed a strong, established 
network of agencies and organisations to support this. From recruitment 
and training assistance to forums for sharing best practise, Manchester 
can provide a soft-landing for companies looking to maximise business 
efficiencies from the city region.

KEY SUPPORT NETWORKS

MIDAS - Manchester’s Investment Agency

Working in partnership with the ten local authorities and the Northwest Regional Development 
Agency (NWDA), MIDAS, Manchester’s inward investment agency, provide information on a 
wide range of specific location factors, including the business case, training and recruitment, 
property, financial assistance/grants and networking and PR for the city region. MIDAS services 
are completely free and confidential and are tailored to support both UK headquartered and 
foreign owned companies.

For further information on MIDAS as a location for Business Process Excellence, please contact 
Tim Newns on 0161 877 3000, email tim.newns@midas.org.uk or visit www.investinmanchester.com

The North West Shared Services Forum

With over 40 members the North West Shared Services Forum is the largest regional forum in 
this field. The Forum is open to any company operating a Shared Service Centre in the UK and 
works to strengthen the North West as a centre of excellence for shared services whilst providing 
a portfolio of unique benefits to members.

For more information on becoming a member of the Forum, please contact Rachel Green on 
0161 877 3000, or email rachel.green@midas.org.uk
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National Outsourcing Association

The NOA is the UK’s only outsourcing trade association and represents outsourcing end users, 
vendors and other companies which support outsourcing, such as legal firms, consultancies and 
HR. The NOA is involved in research, events, education and public affairs with the objective to 
boost the effectiveness and success of outsourcing, through the promotion of best practice and 
innovation in the application and development of outsourcing.

For further information please visit www.noa.co.uk

The Regional Language Network North West 

A division of CILT, the National Centre for Languages, The Regional Language Network NW 
operates as an advice and information exchange. Working for international business, language 
professionals, community groups and individuals in the North West region, the network aims 
to promote a greater capability in languages by supporting and developing multilingualism 
and cultural skills.  

For further information please visit www.rln-northwest.com

Call North West

Call North West is a knowledge hub that aims to bring together various organisations intent 
on building call centre infrastructure and helping to develop world-class customer management 
centres in the region. In order to achieve this, the main focus of activities is around raising 
image and profile, training and development, recruitment and retention and sector specific 
business intelligence.  

For further information please visit www.callnorthwest.org.uk




