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Guatemala is located in the Central Standard Time zone, which provides ready access to clients on 
both the Atlantic and Pacific coasts of North America. The capital, Guatemala City, is accessible by 
air to major US cities in only a few hours, with outlying municipalities like Villa Nueva only a short drive 
from the international airport. Supported by a robust telecommunications’ infrastructure, the country has 
a young, tech-savvy, and productive workforce. Governments at all levels – municipal, departmental, 
and federal – are committed to policies that encourage growth in the Contact Centre (CC) and Business 
Process Outsourcing (BPO) sector. The country’s economic policies have been aligned to appeal to 
direct foreign investment, with significant work being done to reinforce the country’s robust transportation 
infrastructure. There is strong consensus that English-language skills are critical to the development of a 
competitive workforces, and Guatemala has embraced private and public sector alliances to develop 
the talent necessary to support a growing, and dynamic, CC/BPO sector.



G UAT E M A L A :  
R ICH CULTURE  OF  INDEPENDENCE
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Guatemala is located in Central America, with the entire country on Central Standard Time. To the north, 
Guatemala borders Mexico and Belize, and to the south the country borders El Salvador and Honduras. 
As with most countries on Latin America, Guatemala was colonized by Spanish conquistadors in the 
16th century. The name of the country is derived from “Quauhtemallan”, which was the term used for the 
Mayan people by the Nahuatl-speaking indigenous allies of the Spanish. To this day, Guatemala has a 
large Mayan population, with many indigenous languages still spoken. 

The country achieved independence from Spain on 15 September, 1821. Today, Guatemala is a 
Presidential Republic divided into 22 departments. As a constitutional democracy, Guatemala has a 
civil law system, with judicial review of legislative acts, much as in the United States and Canada. The 
president of the country is elected to a four-year term, and is not eligible for a consecutive term. The 
president acts as both head of government and chief of state. He appoints his own cabinet.

Guatemala is the most populous country in Central America, with a population of 17.1 million, of which 
56% are a mix of Spanish and indigenous descent, and 42% are indigenous Maya, with the remaining 
populations a mix of African (Garifuna), and European descent, as well as other indigenous groups.
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C C  A N D  B P O :  
A V I TAL  SOURCE  OF  D IRECT  FORE IGN 
INVESTMENT

The Contact Center (CC) and Business Process Outsourcing (BPO) industry in Guatemala is an important source of 
job creation, generating around 45,000 direct jobs, and 105,000 indirect jobs. In total, these jobs contribute more 
than Q7.6 billion (US$1 billion) in annual wages. In 2019, the sector exported US$693 million dollars, and had 
approximately US$770 million in revenue. 

The CC/BPO sector in Guatemala is dominated by about 20 main companies, most of them foreign. These companies 
see Guatemala as an excellent place to invest in nearshore delivery centers because of the country’s close physical 
proximity to the United States and Canada, the near-perfect alignment of its time zone, and the cultural affinity of its 
workforce, which has strong English-language capabilities.  

As a result of these advantages, the federal government sees the CC/BPO sector as a vital source of direct foreign 
investment. The government has coordinated its strategic planning to prioritize sector-specific opportunities and the 
strengthening of human talent, specifically with regard to infrastructure investments and improved English-language 
training. Much of this is being accomplished with alliances between the public and private sectors. 

In Guatemala, the CC/BPO sector has enjoyed tax incentives since 2016, providing most companies with benefits 
such as a 100%, ten-year income and value-added tax exemptions, as well as exemptions from customs duties and 
other charges. Guatemala law allows for companies to receive these benefits no matter where they locate in the 
country.
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A COMMITMENT TO 
INFRASTRUCTURE 
INVESTMENT

The government of Guatemala’s infrastructure investments are focussed 
on improving connectivity – both inside the country, and to beyond its 
borders. One of the most important of these is the construction of the 
international cargo airport, which begins in 2020. The airport will be 
located in the department of Escuintla, near the Pacific coast.

The government is also promoting Public Private Alliances to realize 
mega-infrastructure projects such as the Puerto Quetzal-Escuintla 
highway, the modernization of La Aurora International Airport, and 
the construction of the Riel Metro.

Guatemala is embarking on an ambitious plan to extend rural 
electrification. The National Policy for Rural Electrification 2019-
2032 has as its main objective increased access to electricity across 
the country, with special emphasis on sustainable technologies.

Guatemala is the top remittance 
recipient in Central America as a 
result of the country’ large expatriate 
community in the US. These inflows 
are a primary source of foreign 
income, equivalent to two-thirds of 
the country’s exports, and about a 
tenth of its GDP. Many individuals 
have spent time in the United States, 
including in their formative years, 
and are thus able to speak English 
with a familiar American accent. In 
total, about one third of Guatemala’s 
exports are directed toward the 
United States.

E A S Y  A N D  Q U I C K 
A C C E S S  T O  M A J O R 
U S  C I T I E S

ECONOMIC 
AND CULTURAL 
T I ES  TO THE 
UNITED  STATES

Airline
American Airlines

Avianca

Delta Air Lines

JetBlue

Spirit Airlines

United Airlines

Volaris

Direct US Flight Locations
Dallas/Fort Worth, Miami, and Chicago-O’Hare
Los Angeles
Atlanta, Los Angeles
New York–JFK
Fort Lauderdale, Houston
Houston, Newark, and Washington–Dulles
Los Angeles



6

T H E  C C / B P O  O P P O R T U N I T Y 
I N  G UAT E M A L A

In Guatemala, the Contact Center and BPO sector mainly serves markets in the United States, Canada, Mexico, 
Central America, the Caribbean, and Spain, as well as domestic clients within Guatemala. The jobs generated are 
divided into voice and non-voice services. The first represents about 90% of activity. Of these, an estimated 67% 
are bilingual jobs, requiring an understanding of English, 30% are in Spanish, and 3% are in other languages   such 
as French, German, and Portuguese. In addition to these direct jobs, the industry generates indirect jobs in tertiary 
industries that are positively affected by investment in CC/BPO (telecommunications, security, food, transportation, 
infrastructure and health, among others).

B R E A K D O W N  O F  C C / B P O 
S E R V I C E S  I N  G U AT E M A L A

The CC/BPO industry in Guatemala provides a wide range 
of services, such as: finance, logistics, human resources, 
customer service, and knowledge services. These services 
are delivered to a variety of verticals, among them: finance, 
insurance, telecommunications, manufacturing-distribution and 
retail, construction, public services, and media/entertainment.

Guatemala’s Public Special Economic Development Zones 
(ZDEEPs) were created with the objective of generating 
economic development, employment opportunities, and 
technology transfer. The government establishes ZDEEPs in 
areas where the sacrifice of tax revenues can be compensated 
by attracting foreign investment and creating jobs. For this 
reason, ZDEEP approval is based largely on the beneficial 
economic and social impact to a given area. Villa Nueva, 
being one of the the most highly industrialized areas in the 
country, has signed cooperation agreements to promote 
ZDEEPs within the municipality. 

DIVERSE SERVICES AND 
INDUSTRIES

PUBLIC SPECIAL ECONOMIC 
DEVELOPMENT ZONES (ZDEEP)

Current employment in CC/BPO

Voice services

Bilingual (English) jobs

Spanish-only jobs

Bilingual (non-English)

Indirect employment generated

Total annual export value

Total annual revenue

45,000
90% 
67% 
30% 
3% 
105,000
US$693 million
US$770 million
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FINISHING SCHOOL FOR A 
WILLING AND ABLE WORKFORCE

Every year, Guatemala graduates 180,000 – 200,000 students from secondary school. This young populace is 
eager to work, and the CC/BPO industry represents an ideal opportunity for them.  Guatemala’s CC/BPO industry 
has allied with Guatemala’s Institute of Training and Productivity (INTECAP), specifically through its “Finishing School” 
certification program, which aims to raise youth from a basic level to an advanced level of English. INTECAP and 
the Youth Employment Program of the Ministry of Economy have received financial support from the European Union 
for the implementation of the Finishing School program. In 2019, 744 students were recruited to Finishing School, 
with Villa Nueva being one of the municipalities that’s been integrated into the strategy.  

Finishing School offers a face-to-face and intensive model that allows students, in just 400 hours 
over a 10-week period, to bring participants from level A2 to B1 (according to the Common 
European Framework of Reference for languages), and to learn the essential tools to work in the 
CC/BPO industry. The Finishing School methodology is specifically designed and certified by the 
industry for employability. Upon completion, a student receives the “FS Certification for Call Center 
Representatives,” a unique certification endorsed by the AGEXPORT CC & BPO Commission. This in 
turn makes it much easier for young people to obtain employment: after being trained, about 70% 
immediately find work in the industry.

This is a six-week training module, provided by Finishing School, that provides certification to teach in the school’s 
elite program. The program consists of four weeks to learn the industry methodology, and two weeks of class 
observation, including teaching practice within a call center environment.

Finishing School offers a face-to-face and intensive model that allows students, in just 400 hours over a 10-week 
period, to bring participants from level A2 to B1 (according to the Common European Framework of Reference for 
languages), and to learn the essential tools to work in the CC/BPO industry. The Finishing School methodology 
is specifically designed and certified by the industry for employability. Upon completion, a student receives the 
“FS Certification for Call Center Representatives,” a unique certification endorsed by the AGEXPORT CC & BPO 
Commission. This in turn makes it much easier for young people to obtain employment: after being trained, about 
70% immediately find work in the industry.

A  F A C E -T O - F A C E ,  I N T E N S I V E 
L E A R N I N G  M O D E L

T R A I N  T H E  T R A I N E R

N E W,  D Y N A M I C  P R O G R A M M I N G
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L E G I S L AT I V E  S U P P O R T  F O R 
I N D U S T R Y

PRONACOM

AGEXPORT

The Guatemalan government is serious about improving conditions for doing business in the country. The attraction of 
foreign direct investment is a national priority, and a significant amount of effort has gone into writing and promoting 
legislation that assists business. This effort includes laws that simplify paperwork, advance tax relief in free zones, 
provide legal protection to foreign investments, as well as legislation that promotes the creation of technology parks. 
Guatemala also subscribes to double taxation treaties. 

The National Competitiveness Program – known as PRONACOM – is part of the Ministry of Economy, and has 
assumed a leadership role with regard to attracting and serving potential foreign investors. PRONACOM has a 
multidisciplinary team, including a group focussed exclusively on the CC/BPO sector. This is a fast-track program that 
continually works to position Guatemala as an attractive investment destination, and that provides the best possible 
assistance to potential investors to establish themselves in the country. PRONACOM has also received funds from 
the Millennium Challenge Corporation, a United States foreign aid agency, to work with the Ministry of Education to 
strengthen the capacities and curriculum to train of mid-level English-language teachers.

The Guatemalan Exporters Association – AGEXPORT – is a private, non-profit entity, with a mandate to promote 
and develop the export of products and services from Guatemala. The Association has a division, formed in 2007, 
that is devoted exclusively to the CC/BPO sector. AGEXPORT makes strategic alliances with the public and private 
sectors, as well as with the international community. These alliances include training, international trade promotion 
events, technical assistance programs, international contacts, public-private alliances, and work clusters, among other 
initiatives.



9

VILLA NUEVA: THE IDEAL 
LOCATION FOR CC/BPO

Villa Nueva is a Guatemalan city close to the nation’s capital, Guatemala City. The center of Villa Nueva is 
located only 16 kilometres (10 mi) south of Guatemala City. With a population of about 1.1 million, Villa Nueva 
is the second largest city in Guatemala. It is one of the country’s industrial hubs, generating a significant amount of 
economic activity. 

As with the country at large, Villa Nueva has a young, ambitious workforce. The municipal government is 
committed to creating meaningful opportunities for employment. To accomplish this, the city has engaged the 
private sector, and other levels of government, in order for the city to be a premier location for foreign direct 
investment, and for the development of qualified labor. This is a long-term view that involves investment in skilled 
labor specific to CC/BPO, with economic benefits extending beyond individual workers to positively affect their 
families, and the society at large. 

Villa Nueva is working to create Special Public Economic Development Zones in the city. This is being done in 
coordination with federal government officials, the tax administration, and other free zones, in order to create an 
environment that delivers the greatest benefit to companies and workers.

“The vision of our administration is for the citizens of our city to live in a place that 
dignifies them, and for them to develop in all areas of their lives,” says Gramajo. “For 
this, it’s essential for us to create job opportunities.”

In order to accomplish this, it’s clear that an environment has to be created that’s conducive for business investment.

“That’s why we’re committed to improving conditions for companies,” says Gramajo. 
“We want to create a climate where there’s business confidence, and that offers 
competitive advantages. This is how we’ll deliver quality jobs to our people.”

“Being the second most populous city in Guatemala, and one of the five largest in 
Central America, with 12% of the country’s GDP, Villa Nueva is the most important 
investment center in the region,” says Javier Gramajo, the Mayor of Villa Nueva.

“The call center industry has been one of the fastest growing sectors in Guatemala 
in recent years,” says Gramajo.  “Guatemala, as a country, and especially the city of 
Villa Nueva, has all the potential to be the investment center of this industry.”

SPEC IAL  PUBL IC  ECONOMIC DEVELOPMENT  ZONES
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I M P R OV I N G 
T R A N S P O R TAT I O N  W I T H  T H E 
V I A  A LT E R N A  D E L  S U R  ( VA S )

“We’ve been very impressed by Mayor Gramajos’ English 
program, and have offered our support to scale up the 
program even further.” 
Francisco Cirici, developer of Villa Nueva Business Park

At present the mayor of Villa Nueva estimates that about 400,000 people, using 150,000 vehicles, commute daily 
to Guatemala City, often taking from three to five hours a day. This problem is being addressed with the construction 
of the Via Alterna del Sur (VAS), a private toll highway which will directly connect Villa Nueva with Zone 12 in 
Guatemala City in about 30 minutes, and which will provide access to the international airport. VAS is part of the 
larger Southern Cone Plan, which seeks to execute 10 projects to unite Guatemala City and Villa Nueva, focusing 
on issues related to road infrastructure, mobility, public transport, transit, and citizen security.

The construction of the VAS is already underway, with 11 kilometers having been completed by mid-2020. This 
construction is notable for the effective cooperation between municipalities, and the shared contribution of labor, 
materials, and machinery. This engineering marvel includes ambitious tunnel construction and rock cuts, allowing 
for a more direct route with panoramic views of Lake Amatitlán, and an exit to the Mayan Golf Club, the oldest in 
Guatemala. 

“Our Plan 2020 includes many things, ranging from general investments in infrastructure to targeted investments 
in cultural programs, sports, educational initiatives, and health centers,” says Gramajo. “We have a program we 
call PADA which refers to parks, water, drains, and road paving. It’s intended to serve population sectors that have 
been neglected in the past, but which are essential for development, and for improving the standard of living of our 
citizens.”

The city of Villa Nueva is working with the municipality of Guatemala City to widen the lanes on Calzada Aguilar 
Batres, which is the main access route between the two cities. It is also collaborating with the federal government 
to jointly develop various overpasses, which should alleviate traffic congestion between Guatemala City and Villa 
Nueva. As well, the municipality has plans to construct a technology center, named Villa Tech. The center will be 
designed to train citizens for the technology jobs that will be in high demand in the future. 

“We are making investment plans, as well as preparing English language training programs for the BPO sector,” says 
Gramajo. “This year we will have 200 people trained in a virtual English-language program, in order to prepare 
them to work in the sector.”

V I L LA  NUEVA’S  COMMITMENT  TO INVESTMENT



“Today it is essential to be in the world of electronic commerce, 
to make yourself visible 24 hours a day, every day.” 
Javier Gramajo, Mayor of Villa Nueva.

MIPYME  DIGITIZATION PLAN

The Municipality of Villa Nueva, via its Local Economic Development Directorate (DEL), has joined the MIPYME 
Digitization Plan, which is promoted by the Vice Ministry of Development of MIPYME of the government of Guatemala. 
(In Spanish, “MiPyME” is an acronym for micro, small, and mid-sized companies). Guatemala’s MIPYME Digitization 
Plan is part of an alliance with the Organization of American States (OAS) and Kolau, an international technology 
company, to mitigate the economic impact of the COVID-19 pandemic, and to close the digital divide. The intention 
is to assist all Guatemalan entrepreneurs, especially smaller and mid-size companies, by providing indefinite, 
unlimited, and free support in establishing a web presence. 

Villa Nueva’s pilot English program, supported by USAID, 
included 100 students in the first group, and successfully 
placed 80 of these in call centers. The program has now 
been expanded to include 500 people, with plans to grow 
that even further. In 2021, Villa Nueva intends to advance 
English training on the virtual platform, which provides face-to-
face learning opportunities seven days a week, and even in 
the evening. 

With the coordination of the city’s Office of Economic 
Development, Villa Nueva has held job fairs that include the 
participation of the mayor, and the attendance of more than 
35 companies, with thousands of attendees.

SUPPORT FOR ENGLISH-
LANGUAGE INSTRUCTION

JOB FAIR IN VILLA NUEVA
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VILLA NUEVA BUSINESS PARK

AT  THE  FOREFRONT –  DES IGN

A SOL ID  TELECOM 
BACKBONE

12

Given the advantages provided by the country of Guatemala, and the city of Villa Nueva, it make sense that a 
business park in Villa Nueva that provides space for CC/BPO offerings, as well as executive office space for 
other industries, and training facilities, would be well-positioned to meet market demand.

The design of a business park is critical to its success. The Villa Nueva Busines Park is a low-rise, four-story 
structure, with extensive landscaping. The offices have access to an inner garden, which are visually appealing 
and also improve ventilation. The facility has a very large footprint, allowing for a company’s entire office 
presence to exist on one level, and greatly reducing the inefficiencies of having a workforce divided among 
floors. Each floor represents 3,000 square meters, with the building having 12,000 square meters in total. 
These individual floors are significantly larger than in a typical building, which might be at 600 to 1,000 
meters.

“As a real estate developers, we believe good design is good business,” says Francisco Cirici, a leading 
engineer and property developer in Guatemala, and a leading force behind the Villa Nueva Business Park 
project. “Our design, with large open public and private green courtyards, and large flexible layouts, perfectly 
lends itself to new spacing and ventilation guidelines.”

Francisco Cirici brings significant expertise to the project. As a civil engineer, he has been behind the building 
of 2,000 built homes, over 25 real estate projects, and over 300 warehouses in five countries. Mr. Cirici was 
the first to introduce several construction techniques to Guatemala, and is highly respected as an innovator in 
development and construction circles. He is a leading advocate of underground transportation in Guatemala, 
and has also built several technical schools as an alternative to university for young Guatemalans. 

The Villa Nueva Business Park can deliver 
connectivity to a 99.99% redundancy level. 
The Business Park benefits from the fact that 
Guatemala’s telecommunications’ network is 
centered in the Guatemala Department – where 
Villa Nueva is located. Guatemala itself has 
landing points for the ARCOS, AMX-1, American 
Movil-Texius West Coast Cable, and the SAm-
1 fiber-optic submarine cable system. An open 
regulatory framework in Guatemala, combined 
with competition, and greater disposable 
household revenue, has resulted in steady growth 
in both mobile-cellular and broadband, as well 
as improved and more reliable service levels. 



A COMPLETE AND 
AFFORDABLE OFFERING

EXPER IENCE  COUNTS

LOCAT ION,  LOCAT ION,  LOCAT ION
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The Villa Nueva Business Park is notable for the thoroughness of its design plan. There is a separate building, 
closer to the street, that can be used as an English School, Telework Training Center, or for Human Resources. 
The developers have offered free space to the Villa Nueva English training initiative, which is supported by 
USAID.

The building has a large green amphitheatre in the back. This is a general-purpose outdoor area that will be 
connected to the cafeteria and recreational center, and will allow for open-air picnicking.  The roof will contain 
a gaming area, as well as general open space with gardens, to allow for multiple uses. Additional aspects – 
such as a heliport – are being considered. As a facility in development, there is opportunity for the market to 
inform the use-profile of the various spaces, with a “build to suit” approach a possibility.

And all of this can be accomplished in an affordable manner, providing a high-quality, low-cost option for CC/
BPO operations. For clients, there can be significant value in having a facility that can provide such extensive 
support for employees’ quality of life, working close to home, and in an affordable manner that is only two or 
three hours from head offices in the United States.

Nuevos Horizontes, investor and co-developer in the project, has experience in this area. The company has 
developed several buildings in San Pedro Sula, Honduras and counts several BPOs as clients as well as 
managing the largest co-working space in Central America. In the future, as social distancing is normalized, 
buildings with large footprints, and access to open areas – both indoors and outdoors – will be critical to the 
success of CC/BPO facilities.

“As developers, we are firm believers in Villa Nueva,” says Cirici. “This is our fourth property in the area, and 
other developers are already rushing in. The VAS will completely transform the city and the surrounding area. 
We always prefer to be first movers.”

The Villa Nueva Business Park is located close to, and between, the two largest shopping malls in Villa Nueva. 
With the construction of VAS, the Park will be only 30 minutes from Guatemala’s international airport.  It is 
45 minutes away from Antigua Guatemala, one of the country’s premier tourist destinations, and close to the 
Mayan Golf Club, established in 1918, and popular with the Textile and Manufacturing Executives in the 
Villa Nueva Area. This geographic location, as well as recent investments in transportation infrastructure and 
possible heliport access, will be of significant appeal.

The Villa Nueva Business Park can be of benefit to more than just CC/BPO. The high level of industrial activity 
in the area, including among textile manufacturers, has resulted in demand for quality office space close to 
manufacturing operations. In the future, these spaces may have to address some degree of social distancing. 
Operations have to keep people safe, while also producing a competitive business model, and the planned 
layout for the Villa Nueva Business park achieves these goals.

SOCIAL DISTANCING: MORE THAN CC/BPO



A  C O M M I T M E N T  TO 
G O O D  G OV E R N M E N T
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Amongst the 25 countries in Latin America and the Caribbean, Guatemala has a citizenry that reports the 
second highest trust in government, after only Costa Rica. Guatemalans also report the highest confidence in the 
judiciary of any country in the region. The Guatemalan people have a reputation for being the hardest working 
people in Central America, and have embraced a collective commitment to stable governance.

Guatemala is a low-tax environment. Out of the 25 countries in Latin America and the Caribbean, Guatemala 
has the lowest tax to GDP ratio, at 12.4%. Corporate incomes tax represents 19% of general revenue, and 
personal income taxes only 4%, with the lion’s share of revenue coming from value added taxes, at 39%. 
In 2017, Guatemala ratified the Mutual Administrative Assistance in Tax Matters, underlining the country’s 
strong commitment to greater transparency and international co-operation in tax matters. Guatemala also has 
a streamlined public sector: in the region, Guatemala has the third lowest share of public employment to total 
employment, at only 6.4%.

The government has a national strategy on open government data and implementation, with a steering group 
that includes public sector organizations, the private sector, civil society organizations, local governments, and 
academia. When compared to other counties in Latin America and the Caribbean, Guatemala had one of the 
highest scores for stakeholder engagement with regard to digital transformation. 

Guatemala has also made significant progress to ensure data availability, with a clear “open by default” 
approach informed by formal consultations, with data always available in machine-readable format from 
a central, one-stop shop portal. The OECD has commended Guatemala for “performing relatively well in 
promoting data literacy among government employees.” The government’s digital transformation includes an 
eProcurement system that allows for announcing tenders, eSubmission of bids, provision of tender documents, 
eAuctions, and electronic notification of awards. The country also has a national strategy to promote public 
integrity.

“As a country, we need to seek out new and better 
opportunities for future generations and the BPO market 
could be just that. Our people are of the hardest working in 
the region, its time the world knows about it.” 
Francisco Cirici



INNOVATION AND 
COMMUNITY ENGAGEMENT

A VOTE  OF  CONF IDENCE  FROM INDIA

DEMOGRAPHICS  SUPPORT  LONG -TERM 
GROWTH IN  CC/BPO

PERCENTAGE OF POPULATION BY 
AGE CATEGORY

AGE CATEGORIES OF CC/BPO 
WORKERS IN GUATEMALA
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During the Covid-19 pandemic, BPO operators in Guatemala erected a neighborhood contact center for the 
Guatemala City authority to reach out to affected people. The city authority used the contact center, armed with 
interactive voice response (IVR) system developed by the BPO firms, to deliver medical and psychological care, 
as well as food aid, to the local residents. The IVR system made it easier for the city residents to register for the 
service by identifying themselves through water or electricity bills. Small and mid-sized businesses could also 
use the contact center to seek financial aid. 

In 2020, India’s Ministry of Foreign Affairs instructed its country’s IT and BPO companies to consider establishing 
operations in Guatemala. The Ministry argued that the ready access to talented, English-speaking workers, 
and the fact that Guatemala shares a time zone with many US states, makes the country an ideal location to 
serve US clients. Three Indian BPO providers (24/7, Genpact, and HCL) already operate delivery centers in 
Guatemala, with a combined workforce exceeding 4,000.

In Guatemala, the vast majority of the population is in the southern part of the country, where Villa Nueva is 
located. Urbanization is at 51.8% of the total population, with the rate of urbanization growing at 2.68% 
annually (2015-20). The median age for women is 23.8 years, and for men it is 22.6 years, with an average 
of 23.8. Over half of the population (53.44%) is under the age of 25, making it the youngest population in 
Latin America. Guatemala is not only the most populous country in Central America, it also has the highest 
fertility rate, and the highest population growth rate in Latin America. This represents a significant resource base 
to support CC/BPO operations today – and for many years to come.

18-25 26-30 31-40 41+ 65+

19.76%

36.45%

33.68%

5.41%
4.70%

62%

16%

20%

2%

18-25 26-30 31-40 41+



FOREIGN DIRECT INVESTMENT 
(FDI) IN GUATEMALA
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The Guatemala government offers foreign investors technically equal treatment to national investors, with 
Guatemala receiving US$1,06 billion for FDI inflows in 2018 – a 4.23% increase from the previous year. 
In the third quarter of 2019, foreign currency inflows from foreign direct investment (FDI) reached US$671.4 
million, a 6% increase compared to the same period in 2018. 

Guatemala has the highest GDP out of the seven countries in Central America. In 2018, the country sported a 
GDP of US$78.46 billion, with FDI flow from the United States reaching US$122 million.

The key sectors receiving a focussed amount of FDI in Guatemala include:

The following large CC/BPO players are active in Guatemala: Allied Global; Asistencia G&T; Alorica 
Atento; Barrascout Rivas & Asociados; Capgemini; C3/CustomerContactChannels; Conduent; Genpact; 
TELUS International; 24-7 Intouch; Productive Business Solutions; OneLink; Pronto BPO; Tu Salud Global; 
Nearsol; VXI; Xerox.

AN IMPRESSIVE CC/BPO FOOTPRINT

Sector
Information and communications

Finance and insurance

Electricity, water, and sanitation

Manufacturing

Vehicle trade and repair

FDI received (US$)
$81.5 million
$103 million
$123 million
$164 million
$166 million



GUATEMALA: 
BY THE NUMBERS
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LABOR AND EDUCAT ION
Labor force

Unemployment rate

Size of services sector

Services sector labor force

Education expenditure

Literacy rate

Average years of schooling

US$6.664 million
2.75%
63.2% of the economy
55.8%
2.8% of GDP
81.5%
11

MACRO ECONOMIC DATA 
Per capita GDP

Annual per capita GDP growth rate

Industrial production growth rate

Public debt

Inflation rate

Exports

$8,200
~US$100
1.8%
24.7% of GDP
4.4%
US$11.12 billion

POWER  INFRASTRUCTURE
Installed generating power

Fossil fuels

Hydroelectric plants

Renewable sources

4.605 million kW
41% of total installed capacity
31% of total installed capacity
28% of total installed capacity

At 33.6%, Guatemala has the 
lowest share of women in total 
employment compared to any 
other country in Latin America and 
the Caribbean. This represents a 
significant opportunity for the CC/
BPO industry.

WOMEN – AN 
UNDERUTILIZED 
RESOURCE



 

Nearshore Americas, established in 2009, stimulates engagement between customers, investors, 
service providers, regional and country-based investment agencies, and other stakeholders in 
the “Nearshore” technology-services industry. We have supported over 100 organizations 
during the last eleven years producing specialized market consulting and analysis, brand-
building and lead generation programs, live event and matchmaking forums, country-focused 
missions, and a variety of other advisory projects throughout Latin America and the Caribbean. 
Our knowledge, insights, and connections run deep across the Americas, providing our team 
with unusual access to authoritative data and senior-level contacts across a range of countries 
and disciplines. Our followers become engaged with our brands through interactive platforms 
and repeatedly demonstrate their loyalty by attending our live events, reading our content, and 
engaging our editors and analysts in order to gain market knowledge. These relationships are 
vital to all of our activities and are crucial in ensuring we are constantly aware of trends that 
influence and drive this fast-growing, yet commonly misunderstood marketplace.

Villa Nueva Business Park is designed specifically for the custom needs of BPOs and strategically 
located to attract the best of the Guatemalan workforce. With oversized efficient floor plans, 
heliport, dedicated training center, recreational facilities, internet redundancy, 100% backup 
power, abundant parking, and work class design, no other project comes close in its vast 
offerings. Our open design with landscaped public and private green courtyards provides 
ample opportunity to meet natural ventilation guidelines. Our expansive layouts allow for 
versatility in accommodation new spacing preferences without losing efficiency. Conceived 
from the start to meet updated LEED Guidelines and U.S. Fire Protection Specifications. The 
VAS, a private highway toll system, is scheduled to open in November 2020. It will connect 
Villa Nueva not only to Guatemala City Airport but also to the suburbs of the capital. With over 
64 years of experience, delivering for our clients in five different countries, we are confident 
we are the ideal choice as your local partner. Our vast experience in residential, industrial, and 
commercial real estate has made us the trusted provider for many global organizations.


