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At Spearline we believe 
that it is essential to 
understand connectivity and 
communication practices
at a global level.

In this whitepaper, we examine the impact of connectivity and 
communication practices on emerging markets. One of our 
responsibilities as thought leaders is to help educate and guide global 
organizations about where they can improve their networks by providing 
excellent standards of communication with their customers.

Throughout this whitepaper, we will explore and discuss what exactly an 
emerging market is, provide insight into the vital role telecommunications 
networks play, and ask if the quality of telecommunications infrastructure 
is helping or hindering economic progress.
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Telecommunications play a vital 
role in supporting the growth and 
development of emerging market 
economies (EMEs), providing access
to services, information, and markets, 
and allowing people to participate
fully in the economy.

Emerging markets are important in global terms because they 
drive global economic growth. In fact, the EMEs are growing 
more than twice as fast as the advanced economies. So as 
advanced economies reach a saturation point for certain goods 
and services, the EMEs play an important role as developing 
consumer markets.

In terms of purchasing power parity (PPP), China is the largest 
economy in the world while India ranks third. Together 
these two major EMEs account for over 40% of the world’s 
population. In terms of mobile phone subscriptions, China 
has the biggest subscriber base in the world with more 
than 1.5 billion subscriptions. In line with the global trend, 
fixed-line subscription rates are falling in EMEs, while mobile 
subscriptions continue to rise. 
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RESEARCH TOPIC

How are emerging markets affected by the 
quality of their telecoms infrastructure?

Consumers in EMEs often rely on mobile services where no 
fixed landlines are available. For many consumers in EMEs, 
mobile devices are also the only means of accessing the 
Internet, so good mobile services are crucial for connectivity. 
How well connected are the EMEs, and is the quality of their 
telecommunications networks helping or hindering their 
economic progress?

 “
For many consumers in 

EMEs, mobile devices are 

also the only means of 

accessing the Internet ...

“
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What is an emerging market economy?

While we are all familiar with the term “emerging market”, 
do we know what it actually means? Who decides which 
countries are classified as emerging markets, and what criteria 
are applied to distinguish advanced markets from emerging 
markets?

Various organizations and financial institutions such as the 
International Monetary Fund (IMF), Morgan Stanley Capital 
Index (MSCI), Standard and Poors, and the Dow Jones all 
publish lists of advanced and emerging market economies 
(EMEs).

Each organization uses its own complex methodology,
and while there is no fixed set of rules, the main 
considerations include:

· Per capita income level (averaged over a number of years)

· Export diversification

· Degree of integration into the global financial system

EMEs tend to have some common characteristics:

· Lower than average per capita income

· Development programs to boost the economy and
   improve incomes

· Reform programs to open the local economy to global 
   markets

· Fast growing economies with increasing local and foreign 
   investment

· Volatility in terms of social change, prices, and policies

· Vulnerability to currency and commodity price swings

DID YOU KNOW?

The term Emerging 
Market was coined by 
Antoine W. Van Agtmael 
of the International 
Finance Corporation of 
the World Bank in 1981

The Economist | Defining Emerging Markets

BACKGROUND

The telecoms landscape
in emerging markets

The published lists of EMEs can vary, but all include 
the following countries:

   Philippines

   Brazil

   India

   Indonesia

   Mexico

   South Africa

   China

   Russia

   Thailand

   Turkey
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Taking the Philippines, South Africa, 

Brazil, and China as representative 

cases, we highlight our findings 

from the Spearline database - using 

datasets of call testing metrics that 

include call connection failure rates 

and audio quality measurements.

Emerging markets as drivers of global
economic growth

By definition, EMEs are developing and growing, and they 
typically grow much faster than advanced economies. In the 
World Economic Outlook for October 2019, the IMF estimated 
that the annual real GDP growth in emerging and developing 
economies was 4.6%, compared to 1.7% for advanced 
economies. In 2019, China and India recorded real GDP growth 
of 5.8 and 7.0 respectively, while the USA reported much more 
modest growth of 2.1%.

Not only are the EMEs growing faster than advanced economies 
- the largest EMEs rank among the top economies in the world 
in terms of population and GDP. China and India are two of the 
most populated countries in the world; China is also the largest 
in terms of purchasing power parity (PPP). India ranks third-
largest after the United States. Russia, Indonesia, and Brazil also 
feature in the top ten largest economies in the world.

EVIDENCE

Insights derived from the Spearline dataset 

SOURCE: International Monetary Fund World Economic Outlook (October 2019)

Rank Country 2019 GDP PPP in
Billions of Dollars

2019 GDP
Growth

1 China 27,308.857 5.8

2 United States 21,439.453 2.1

3 India 11,325.669 7.0

4 Japan 5,747.496 0.5

5 Germany 4,444.368 1.2

6 Russia 4,349.423 1.9

7 Indonesia 3,737.484 5.1

8 Brazil 3,456.357 2.0

9 United Kingdom 3,131.199 1.4

10 France 3,061.143 1.3
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Emerging markets evolving into consumer markets

China is  the factory of the world, while India is a leader in 
business process outsourcing, with both regarded as ideal 
bases for manufacturing and offshore services. An influx of 
foreign investment has boosted both economies, helping many 
people to escape poverty and transition to a better standard of 
living. The growing middle classes of India and China now have 
more disposable income, which naturally leads to a growth in 
consumption.

India has shown impressive growth in recent years and in 2018 
overtook China to regain the title of  fastest global growing 
economy. India is benefiting from a phenomenon known as 
a demographic dividend, which happens when the working 
age population exceeds the non-working-age population. The 
median age in India is 27.9 – much lower than China’s 37.4, or 
the US’s 38.1. The Indian economy is now enjoying a natural 
productivity boost.

Meanwhile China has also sustained steady improvements in 
reducing income inequality. As of 2018, the official poverty level 
is at a very low rate of 1.7% of the rural population. According 
to a recent report by the World Economic Forum, China’s 
economy is now poised to “advance from being a major 
manufacturing power to an active leader in digital innovation”.

Investment in telecoms supporting emerging
market growth 

Many EMEs have infrastructure development programs to 
boost their economies. These programs include transport 
infrastructure to support material distribution, energy 
infrastructure to support growth, and telecommunications and 
Internet services to support connectivity, e-commerce, and 
offshore services.

Academic studies have confirmed the growth dividend 
generated by effective telecommunications infrastructure. 
There is a clear correlation between investment in 
telecommunications infrastructure and economic growth. 
Policy makers in EMEs are aware of this link and the most 
successful EMEs are supporting access to telecommunications 
through reforms that encourage investment and competition.

EME average connection failure rates and the 
importance of voice

Communication is an essential need for all businesses.
The traditional phone call remains the number-1 choice for 
developing and maintaining relationships across geographic 
divides.

Voice communication is a real-time application that competes 
with other network traffic to ensure service quality.  Network 
arrangements that support a phone call from "point A" to 
"point B" can vary wildly as calls may originate on the traditional 
public switched telephone network (PSTN), via a mobile phone 
network or softphone technology. 

The Spearline Platform reaches global network points of 
presence, connecting with fixed-line providers and mobile 
operators, to test toll and toll-free services for connectivity 
and audio quality. With an accumulated dataset representing 
multiple business sectors, powerful insights can be derived 
regarding the performance of telecoms infrastructure.

Primary indicators of interest

Fundamental to any phone call is establishing a connection. 
Thereafter, good conversation is supported by a good audio 
channel.

Call connection rate - Connection is not always successful 
due to capacity constraints and other network events. The 
connection rate is an indicator of service quality with an 
expectation and objective of 100%.

Audio quality - The listening quality that the audio channel 
provides is a significant factor in the quality of any conversation.  
PESQ, the Perceptual Evaluation of Speech Quality, is a global 
applied industry standard for objective voice quality testing 
used by telcos.

PESQ listening effort scale

3.80 - 4.5
  EXCELLENT - No effort required

3.30 - 3.79   GOOD - No appreciable effort required

2.80 - 3.29   FAIR - Small amount of effort required

2.40 - 2.79   POOR - Moderate effort required

2.00 - 2.39   BAD - Considerable effort required

1.00 - 1.99   VERY BAD - No meaning understood

From the Spearline dataset, when the 10 emerging markets 
noted in the table on page 3 are considered in aggregate, 
call connection rate is 99.50% on average for the month of 
December 2019. Call quality measures averaged a very good 
PESQ 3.80 for the same period. In contrast, performance in 
the UK at this time for connection and quality was 99.40% and 
PESQ 4.08 respective, and for the USA was 99.80% and PESQ 
4.07. 
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SUCCESS STORY

The Philippines - call center capital
of the world

Over twenty years ago, the Philippine government identified 
the country’s business process outsourcing (BPO) and call 
center industries as key opportunities for employment and 
revenue generation. In the mid-1990s, the government 
established special economic zones; these zones are selected 
areas that were well-developed or had the potential for large-
scale development. The government also made the decision to 
deregulate the telecommunications industry; this was done in 
order to attract foreign direct investment into the country. The 
Information Technology and Business Process Association of 
the Philippines (IBPAP) Roadmap 2016 - 2022 aims for 1.8 million 
direct jobs and business process management (BPM) sales of 
US$ 40 billion, constituting a 15% share of the global market. 

The Philippines is now a leading location for offshore services 
and has been referred to as the call center capital of the world. 
According to the Contact Center Association of the Philippines 
(CCAP), approximately 1.4 million Filipinos are employed in the 
BPO industry. This sector contributes almost US$ 25 billion 
in revenue to the economy; an increase of 5.3% in the period 
2018 - 2019. The CCAP projects that by 2022 the BPO industry 
in the Philippines could grow to an estimated US$ 32 billion in 
revenue and employ 1.57 million individuals. At a global level, 
the country would then have a 15.5% share of the IT and BPO 
industries. 

The BPO sector is vital for the economy of the Philippines and 
is a major contributor to the country’s GDP. Several factors 
have influenced the success of the call center industry in the 
Philippines; firstly, the workforce is well-educated and 70% of 
these individuals can easily converse in English. The Philippines 
has highly competitive operating costs, and the government 
has strategically invested in national broadband and cyber 
security, along with establishing supportive policies for the BPO 
sector. The Philippines is now a leader in voice capabilities and 
is consistently growing in the areas of IT and non-voice business 
processing.

AT A GLANCE

Call Quality in the Philippines 

Connection Failure Rate:   0.88%

Average PESQ* Score:   4.05 (EXCELLENT)

*Perceptual Evaluation of Speech Quality

“
The Philippines is now a 
leading location for offshore 
services and has been referred 
to as the call center capital of 
the world. 

“

Q4 '19 - Average connection rate - 99.12%

Q4 '19- Average audio quality - PESQ 4.05

WHITEPAPER  How quality of telecoms impacts emerging markets
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CHALLENGES AHEAD

South Africa - Challenges for the
rainbow nation 

South Africa’s government has acknowledged that major 
structural reforms are required in order to improve the country’s 
negative economic outlook. Poor growth in 2019, along with the 
downgrading of its credit rating means that the expectation 
for 2020 is largely pessimistic. Public finances in the country 
are deteriorating and this trend is set to worsen in the coming 
years. South Africa has also experienced major electricity supply 
outages and poor mobile services with high data charges.

As in many EMEs, consumers in South Africa depend on the 
mobile sector for voice and data services because of limited 
access to fixed lines. Revenues in the telecoms sector have 
fallen, making it challenging for operators to invest in much 
needed infrastructure. The main obstacle is the lack of available 
spectrum - frequencies over which communications can be 
sent. Network operators want to switch off their older GSM 
services, but are struggling to deliver 4G due to the already 
congested data networks.

The release of additional spectrum was initially slow; however, 
at the end of 2019, the Independent Communications Authority 
of South Africa (ICASA) began the process of licensing high 
demand spectrum. ICASA has invited submissions from 
interested parties, with the aim of concluding the licensing 
process by the end of 2020.

ICASA is also attempting to address the high cost of data with 
its “End-User and Subscriber Service Charter” amendment; 
these new regulations aim to protect consumers against unfair 
business practices in the telecommunications industry. The 
charter stipulates that customers are allowed to rollover unused 
data, transfer data to other users on the same network, and 
that they will not be charged out-of-bundle rates without their 
consent.

It is important to note that South Africa has achieved some 
success as a BPO destination. As well as voice-based services, 
South Africa provides non-voice services such as specialist 
banking, insurance, financial services, legal services, and IT 
services. The financial services sector is particularly important 
in South Africa and its banking sector compares favorably with 
those of industrialized countries. As a result many foreign banks 
and investment institutions have set up operations in South 
Africa over the past decade.

Deloitte’s 2016 report on the BPO industry in the country 
states that the government needs to “free up spectrum and 
accelerate implementation of broadband rollout” and “further 
reduce connectivity tariffs to help drive the growth of a globally 
competitive BPO/BPM industry”. While South Africa is certainly 
facing significant challenges, recent actions taken to improve 
the telecommunications sector are undoubtedly steps in the 
right direction.

AT A GLANCE

Call quality in South Africa 

Connection Failure Rate:   0.20%

Average PESQ* Score:   3.70 (GOOD)

*Perceptual Evaluation of Speech Quality

Q4 '19 - Average connection rate - 99.80%  

Q4 '19 - Average audio quality - PESQ 3.70 
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PROGRESSING
Brazil - progress through regulatory reform

Brazil accounts for approximately one third of the population 
of Latin America and it is the region’s largest telecoms 
market. A major recession in 2015 and 2016 saw the country’s 
economy contract by 7%, Brazil’s economy has struggled 
in recent years. The telecoms sector suffered due to both a 
depressed economy and outdated regulations. For example, 
one of the country’s major fixed line and mobile operators, 
Oi, has been in protective bankruptcy since June 2016. 

The Brazilian telecommunications regulator, Anatel has 
reformed the telecoms sector and liberalized restrictions 
and regulations with the aim of boosting investment and 
competition. In October 2019, a reform was passed, which 
eased restrictions on the sale of assets that were previously 
owned by the state; this reduced the financial pressures 
on some of the country’s operators. Today, almost all of 
the public telecommunications operators in Brazil are fully 
privatized. Mobile and Voice over Internet Protocol (VoIP) are 
the two most popular channels in the country. 

VoIP is a technology that converts your voice into a digital 
signal, allowing you to make a call directly from a computer, 
a VoIP phone, or other data-driven devices. Anatel regulates 
telecoms services, but not the technologies used to 
implement these; as a result VoIP has been left unregulated. 
This lack of regulation has led to a high number of VoIP 
providers and widespread competition between them.

Brazil remains a popular and financially competitive option 
for US companies that are looking to engage in nearshoring 
- the act of transferring an area of business operations to a 
nearby country. The key benefits to this include proximity, 
similar time zones, and an accomplished workforce with 
strong English skills.

AT A GLANCE

Call quality in Brazil 

Connection Failure Rate:   0.13%

Average PESQ* Score:   4.04 (EXCELLENT)

*Perceptual Evaluation of Speech Quality

“
Brazil’s economy has struggled 
in recent years following a 
major recession in 2015 and 
2016 that saw the country’s 
economy retract by 7%. 

“

Q4 '19 - Average connection rate - 99.87%

Q4 '19 - Average audio quality - PESQ 4.04  
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EMERGING WORLD LEADER

China - The largest telecom market
in the world

The Chinese telecom market is the largest in the world in 
terms of subscribers and is close to saturation point. Future 
growth in the sector is likely to come from applications, the 
move to 5G, and the Internet of Things (IoT).

China is known for being a major hub for technological 
manufacturing. China is now a leading designer of 
technology products and services, and has been influential in 
the evolution of digital business models. China’s world-class 
telecommunications infrastructure is seen as a key enabler 
in its rise.

With an expansive deployment program for fiber-to-the-
premise, and with the world’s largest 4G network, China
is positioned also to be one of 5G’s leading markets.  

China has enthusiastically promoted 5G and is leading 
the way in its implementation, with the main mobile 
operators launching commercial 5G services at the end of 
October 2019. The rollout of 5G is actively supported by local 
governments in the major cities and is expected to initially 
be available in approximately 50 cities throughout China. 
By 2025, China is projected to become the world’s largest 
5G market accounting for more than two-thirds of all 5G 
connections.

For regulatory purposes, telecoms services in China are 
classified as either basic telecoms services (BTS) or value-
added telecoms services (VATS). BTS and VATS are subject to 
different licensing and administration. There are restrictions 
on foreign investment in the telecoms services sector, and 
not all telecoms services are open to foreign investment. 
However, China is moving towards a more open telecoms 
market, and in January 2019, BT became the first foreign 
telecoms firm to receive a license to operate in the
Chinese market.

While the rate of economic growth in China was impacted 
by trade wars in 2019, GDP nevertheless grew by 6.1%, in 
line with the target range of 6.0%-6.5%. The focus on trade 
negotiation, however, has now shifted as China became the 
focal point for the emerging global Covid-19 pandemic.

AT A GLANCE

Call quality in China 

Connection Failure Rate:   0.15%

Average PESQ* Score:   3.80 (EXCELLENT)

*Perceptual Evaluation of Speech Quality

Q4 '19 - Average connection rate - 99.85%

Q4 '19 - Average audio quality - PESQ 3.80

WHITEPAPER | How quality of telecoms impacts emerging markets
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Call quality comparison

The table below summarizes how the four EMEs reviewed 
compare with some advanced economies, using the United 
States and the United Kingdom as comparisons. Call 
connection failure rates measured for the USA and the UK were 
0.14% and 0.24% respectively. The EMEs we have considered 
do compare favorably, though the Philippines does stand out 
with the highest failure rate. With regard to audio quality, the 
USA and the UK slightly outperform the Philippines and Brazil, 
though both South Africa and China show some room for 
improvement. 

With increased rates of economic development, 
telecommunication services as well as other key infrastructure 
components (roads, ports, utilities) can struggle to meet 
increasing demands. Call connection rates will decline where 
demand consumes available network capacity, creating 
bottlenecks at key moments. Slower-paced advanced 
economies have the luxury of a longer planning horizon.

The data suggests that the EMEs are investing in, and 
leveraging, their telecommunications infrastructure to support 
their economic growth.

The reliance on mobile technology

Some EMEs missed out on the era that saw advanced 
economies investing in fixed line infrastructure, while other 
EMEs have such a rural landscape and dispersed population 
that full fixed line coverage is simply not feasible. As a result, 
consumers in many EMEs are highly reliant on mobile services.

Mobile services are quicker and cheaper to roll out than fixed 
line services, and where no fixed lines are available, consumers 
quickly opt for mobile services. In India, for example, the 
number of fixed line subscriptions is as low as 2 per 100 people, 
while the number of mobile subscriptions is 91 per 100 people. 

In the EMEs, fixed line penetration is consistently low, and it 
has been flatlining or falling for the last ten years. Meanwhile, 
mobile penetration has steadily increased. Mobile connectivity 
is a vital lifeline for those living in rural areas. Mobile phones 
are providing access to services, information, and markets that 
would otherwise be impossible to reach. For many consumers 
in EMEs, smartphones are the only means of accessing the 
Internet.

The The Global System Mobile Association (GSMA) predicts 700 
million new mobile subscribers by 2025, with 24% of those new 
subscribers coming from India and 8% coming from China.

SOURCE: CIA World Factbook 2018 Figures

Emerging Market 
Economy

Fixed Line 
Subscriptions
Per 100 people

Mobile Subscriptions 
Per 100 people

China 14 119

India 2 91

Brazil 18 99

Russia 21 161

Mexico 17 95

Indonesia 3 122

Turkey 14 99

Thailand 4 182

South Africa 6 167

Philippines 4 127

 

Spearline Platform: Q4 2019 data

Philippines South
Africa

Brazil China United 
Kingdom

United 
States

Connection 
Failure Rate

0.88% 0.20% 0.13% 0.15% 0.24% 0.14%

PESQ Score
(Perceptual 
Evaluation 
of Speech 
Quality)

4.05
Excellent

3.70
Good

4.04
Excellent

3.80 
Good

4.07 
Excellent

4.12
Excellent

SOURCE: Spearline platform
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Mobile devices and VoIP calls still 
cannot match fixed landlines in 
terms of call quality. With mobile and 
VoIP calls, you can get dropped calls 
and audio problems that negatively 
impact the call quality and experience.

Call quality depends on several factors including the quality of 
the connection, the audio format, the signal strength, and the 
compression technologies (codecs) used by the call carriers. 
Weather conditions can create static that affects call quality, 
and because callers are now mobile, they may move to an area 
with a weaker or non-existent signal during a call.

Perhaps even the model of mobile device plays a role in 
call quality. A recent article by TechRepublic suggests that 
smartphone manufacturers are more focused on design 
features such as the display, camera, and usability while audio 
quality is largely forgotten about. As consumers demand better 
support for texting, social media, photos, and videos, talking 
is the one experience that has not improved for mobile phone 
users.

It’s not all down to the design of the mobile device. The network 
plays a major role in determining the call quality, and in 
particular, the underlying codec used by the carrier to convert 
the audio signal into a digital signal. Codecs that produce 

FURTHER RESEARCH

Voice call quality on mobile devices

higher audio quality use higher bandwidth, but in a data-
hungry age, mobile carriers are facing increasing demands 
on their limited bandwidth. With applications, and videos 
in particular, requiring a lot of bandwidth, less bandwidth is 
available to be allocated to voice calls. When bandwidth is in 
demand, carriers may choose to transcode audio quality from 
the highest quality codecs to lower quality codecs in order 
to reduce strain. Transcoding can be done continuously or 
periodically when network demands become challenging to 
manage.

For EMEs that have transitioned from primarily being a low-
cost of production destination to being an attractive consumer 
market, the pervasiveness of mobile telecommunications may 
present challenges for customer service. While businesses will 
pay for inbound services with an expectation of high quality, a 
mobile consumer market will likely create an environment of 
degraded customer experience; at least when compared with 
markets where superior audio is found.

Three significant factors are likely to combine in support of 
an improved mobile experience. Firstly, growth in mobile 
telephony can be seen in advanced economies and these 
economies also have a desire for improved audio quality and 
an improved customer experience. Secondly, investments 
in advanced voice technologies such as voice-biometrics for 
secure access, voice/conversation-bots in service and support 
processes, and more, all require a clear audio channel. Finally, 
commercial interests focused on the EMEs as consumer 
markets will collaborate to ensure business potentials are 
realized to the fullest.     

WHITEPAPER | How quality of telecoms impacts emerging markets
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What is 5G and will it improve mobile
call quality?

5G is the next generation of mobile network technology. It 
promises to provide super-fast download speeds and more 
prompt response times. 5G is not simply an upgrade to existing 
4G; 5G is a new and emergent type of mobile network. 5G 
networks are software-based and while some cabling is still 
required, 5G networks operate mainly wirelessly in the cloud. 

5G networks operate on much higher radio spectrum 
frequencies to previous mobile networks and use shorter 
wavelengths, which are transmitted through small antennas in 
a precise beam. A 5G base station can support many of these 
small antennae, which in turn means that each base station 
can support a greater number of devices per meter than a 4G 
base station can. 5G networks are capable of sending higher 
volumes of data to more users at very high speeds with strong 
precision and almost zero latency. The potential uses of 5G are 
exciting and include applications such as self-driving vehicles, 
smart cities, and remotely operated equipment for healthcare, 
agriculture, and industry.

5G promises such low latency that data can be transmitted 
in almost real time. 5G is expected to improve the level of call 
quality experienced on mobile devices. However, there are 
many factors at play and the underlying transcoding format will 
ultimately be the deciding factor on what level of call quality 
can be achieved. 

The adoption of 5G technology is expected to happen gradually. 
3G and 4G networks were relatively cheap to roll out because 
they could operate on existing frequencies that are available 

on the radio spectrum. 5G networks use different technology to 
3G and 4G and will require large-scale investment to support 
the higher frequencies and much greater bandwidth required 
for roll out. The GSMA predicts that by 2025 the breakdown of 
global mobile phone connections by type will be:

The rollout and adoption of 5G will take some time, and in 
the meantime the majority of consumers will continue to use 
4G. As adoption progresses, we can expect to see expanded 
development and continued use of high-definition (HD) voice, 
using wideband technology, as well as further acoustical 
enhancements to deliver high-quality voice calls. With 5G’s 
super-fast speeds and near zero latency, the added data 
demands of higher quality voice will be easily met. 

4G
(59%)

3G
(20.6%)

5G
(15.1%)

2G
(5.3%)



Due to a lack of access to fixed lines, consumers in EMEs are 
highly reliant on mobile services, this can have a significant 
impact on call quality. Although mobile networks are relatively 
inexpensive and quick to roll out, they can be complex to 
manage. Many factors contribute to call quality, but when there 
is competition for limited bandwidth, carriers often make the 
decision to deliberately degrade audio quality. 

From the Spearline dataset, we observed that the ten largest 
EMEs noted in this document demonstrated a combined 
average call connection failure rate of 0.49% for the month 
of December 2019, and a combined average PESQ score of 
3.80, just entering the band of “excellent”. EMEs seem to be 
considering telecommunications as a strategic component of 
their economic growth plans, and they appear to be achieving 
some results.

With regard to the four EMEs that were examined in this report, 
the evidence suggests that they are rising to the challenges 
of developing their networks in line with overall development. 
There are clear benefits to pursuing a focused strategy, as in 
the case of the Philippines where telecoms infrastructure is 
directly supporting job creation in the BPO sector. Similarly 
China’s dominance in the technology manufacturing sector 
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has enabled its rise to a leader in the design of technological 
products and services. 

Voice and video have become applications in the data network, 
however their real-time requirements make them unique and 
demanding in network management terms. In addition to their 
realtime qualities, voice calling and video collaboration are 
often done with persons outside of a business's private network, 
where conditions beyond the edge of the private network are 
subject to poor visibility and little control or influence. For those 
who have, or are considering locating off-shore services in an 
emerging market, it is important that they first consider how 
they will know if the voice-based services are fit for purpose and 
what strategies will be put in place to ensure a quality of service 
that supports their business objectives.  

To really understand the quality and consistency of your voice-
based services, you need to measure it – by measuring it, you 
can manage it; and by managing it, you can improve it. 

IN CONCLUSION

Telecommunications play a vital role in underpinning any 
economy - enabling the flow of information, providing access 
to wider markets, and facilitating commercial transactions. In 
developing economies, good telecommunications can really
help to propel growth. 
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We hope that you found this whitepaper helpful. If you would like 
to find out more about the role of telecoms in emerging markets,
please get in touch at info@spearline.com
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Spearline is a technology company that 
proactively monitors toll and toll-free numbers
for connectivity and audio quality globally.  

As well as supporting telecom based organizations, such as contact 

centers and conferencing companies, Spearline works with other major 

organizations to ensure their global telecoms infrastructure is performing 

to the highest standards. Spearline works with large enterprises across 

diverse sectors, such as financial services, pharmaceutical, travel, and

retail multinationals. 

Spearline has conducted millions of test calls worldwide, resulting in 

billions of data-points. It has global coverage and operates a support 

service 24 hours per day, 365 days per year for its customers internationally.  

It is headquartered in Skibbereen, Co Cork (Ireland) and has offices in 

Waterford (Ireland), Romania, and India.

Contact us
—
 
+353 (0)28 51460
info@spearline.com 
www.spearline.com

Follow us
—
 
facebook.com/spearlinegroup
twitter.com/spearline_
linkedin.com/company/spearline
instagram.com/SpearlineHQ

Want to improve your organization's 
telephony experience? Get in touch today.


