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Imagine coming into your office and finding your annual report sitting on your desk, waiting for your 

approval. Imagine opening that report and discovering that over the course of the last fiscal year, you reduced 

operating costs by 35 per cent. Think it’s impossible? It’s not. 

 Good afternoon ladies and gentlemen. My name is John Tasker, president of the Great North Company. 

Thank you for inviting me here today to speak with you. It’s an honour to be asked to address the Canadian 

Management Association, as its membership consists of some of the best and brightest minds working in 

business today.  

 One of the last times I stood before a room of this size to speak, I had the regrettable task of announcing 

that the Great North Company would be closing 300 of its stores and undergoing a massive corporate 

restructuring. To be able to stand here a year and a half later and speak about how we achieved unprecedented 

success with our restructuring is satisfying, to say the least.  One of the practices that was most instrumental in 

our success is the topic that I will be addressing here today: the outsourcing of labour. I hope to offer some 

insight into how the Great North Company successfully utilized outsourcing to regain our position atop the 

Canadian department store industry, and hopefully provide you with advice that can be incorporated into daily 

operations of your own. 

 Let me begin by taking you back in time for a second to the year 2010. In the business world, it was a 

time of regrowth after several years of economic hardship. I’m certain that every manager and director in this 

room felt at least a minor strain on their company’s economic welfare following the recession, but as most of 

you are aware, the Great North Company was struggling particularly hard. As the largest department store chain 

in Canada, we were operating 350 stores across the nation, employing 20,000 people. With the unemployment 

rate soaring and customers wary of spending, we began to see diminishing returns quarter after quarter. Finally, 

despite our best efforts, it became clear that we could no longer continue to operate at our current level if we 

were to keep the company afloat, and tough decisions needed to be made. Ultimately, we had to make the 

toughest decision of all, which was to close 300 of our stores. We decided to concentrate our efforts on the 

Ontario market and continue to operate the 50 locations in our province.  

 As it turns out, starting over is easier said than done, especially when you’re talking about a company 

that has operated successfully for over a century. But clearly our existing business model was no longer cutting 

it, and in order to regain financial stability, we started looking to other companies to see what practices we 

could adopt to make our spending more efficient. A member of my management team proposed the idea of 

outsourcing some of our labour functions to offshore locations in order to cut costs. He referenced a statistic 

that said 22 per cent of businesses cited “accelerated restructuring” as their number one reason to outsource. I 

was skeptical. Though I knew that outsourcing was increasing in popularity, I couldn’t reconcile the decision to 

give away Canadian jobs to foreign labourers at a time when I had just laid off thousands of employees. After 

some rationalizing, though, I realized that I could continue to take our company down an unprofitable path and 

jeopardize the jobs of our remaining employees, or I could start spending more efficiently in order to save every 

Canadian job I possibly could. Is it not better to save as many passengers as possible than to let the whole ship 

sink and let everyone go down? 

 One of the main benefits of outsourcing is that it allows companies to perform well in their core 

competencies and mitigate shortage of skill or expertise in the areas where they want to outsource. In our case, 

our product offerings and our face-to-face customer service have always been the hallmarks of our brand. We 

decided that by seeking outside expertise in the areas of accounting, call centres and information technology, we 

would be able to concentrate our dollars on improving in the areas that matter most. But before I could climb 

onboard completely with the decision to outsource, I had to do some serious research. And that is my first 

suggestion for any of you who are considering adopting this practice yourself: do your research! I’m here to 

offer you insight into the Great North Company’s success with outsourcing, but there are many factors that must 

be considered before taking the leap.  



 Besides crunching the numbers and mapping out a new chain of command, much time must be spent 

deciding which country will be the best fit for the services that your company requires. There are a variety of 

factors to consider, like international laws and security measures. In our case, we were looking for expertise in 

the areas of customer service and technology. In terms of customer service, we made a special effort to find a 

country whose workers were culturally similar to the majority of our customer base. It’s common to hear 

complaints from people about calling a company’s help line, only to be frustrated by the operator’s poor 

language skills. 

 After much researching, we settled upon India. India is the leading recipient of the outsourcing of IT 

functions, like software development and maintenance, and of business process outsourcing, including 

accounting and call centres. It has the highest corporate confidence rating of any country and its BPO 

companies continue to grow, with revenues expected to cross $100 billion this financial year. India is home to 

several of the world’s most prestigious technical universities, producing 75,000 IT grads annually. Overall, two 

million English-speaking Indians graduate from university each year, and their telecom infrastructure is very 

dependable. India ranks third on the “Resources and Skills Index,” behind only Canada and the United States. 

  In comparison to other popular outsourcing nations, like China and the Philippines, India ranks first 

overall on the “Cost Competitiveness Index,” with a cost advantage for offshoring of 1:3. While its employee 

wages may be somewhat higher, as business leaders, it’s our job to minimize total costs, not wages. In the end, 

it is more expensive to invest in countries with low wages and lax standards, because they tend to have 

economic, political and structural impediments to operating smoothly and cost-effectively.  

 Thus far, the Great North Company’s outsourcing to India has proven to be an extremely shrewd 

investment. I wasn’t exaggerating when I said that in our last annual report, we had reduced our operating costs 

by 35 per cent. Outsourcing has allowed us to have much greater flexibility and control over our budget. In 

retrospect, it’s become painfully clear how much money we had been wasting by employing full-time staff at 

each of our locations who were trained in specialized areas. The functions of telephone operating, technical 

support and accounting are ones that need to be available 24 hours a day. But in reality, they’re not actually 

being utilized anywhere near that often. It’s simply not cost-effective to employ highly-skilled domestic 

workers and pay them to do very little for much of their working day, and then pay them overtime to stay on-

call. Now we can pay for the services we need, when we need them, and have leveraged those cost-savings to 

provide our customers with the best possible products and service in the country. 

 Before I wrap up, I’d like to reiterate once again that I am not here to advocate the use of offshore 

outsourcing in your companies. Obviously outsourcing is not without its risks, some of which I have mentioned, 

and others that I encourage you to research for yourself. But I hope that I’ve provided you with a helpful look at 

my own experience with outsourcing. For those of you looking to re-work your budget to include skilled labour 

at an affordable cost, perhaps it will prove to be the answer that you’re looking for. As the Great North 

Company enters what will hopefully be another profitable year, I am proud to stand here as a testament to the 

power of innovation. By looking to new business models while concentrating on what we’ve always done best, 

I am excited about what’s in store for our future. Thank you. 

 


