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Private Assets

Webhelp6.

Canyon7.

Voodoo8.
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Olivier
DUHA 
Founder & CEO
of Webhelp

Private Assets
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Game-changing
customer journey
We are your global partners that
designs, delivers and optimizes
unforgettable human experiences
for digital world
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Webhelp has three Distinctive Capabilities
to Offer CX End-to-

6. Webhelp

Solution Designer Technology Enabler Service Provider

CREATE BUILD OPERATE

Leveraging our combined expertise to transform customer journeys

Global consulting business 
helping clients design and solve 
their most complex customer 
journey challenges

• CX Audit and Diagnosis

• Customer experience strategy

• Customer Journeys Design

• CX Operating Models

IT services and integration 
capabilities implementing state 
of the art CX Digital tools 
and customised tech-enabled 
solutions

Leading provider of outsourced 
customer engagement services,
helping brands build better
customer experiences

• Best practice infrastructure
and core technology platforms

• Technology agnostic at 
application level

• Flexibility in integration with 

• Full set of digital solutions: IVR, 

• Customer Contact

• Payment/Collection Services

• Back Office Processing

• Managed Services
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6. Webhelp

Commercial
Assistance

Technical
Support

Sales

CX 
Advisory

Technology 
Services

Managed 
Services

Legal &
Regulated

Digital
Processes

Payment
Services

Enterprise
Sales

Helpdesk & 
Specialist Support

Healthcare 
Services

1
Customer 
Engagement
Services

Skilled advisory services 
to manage omnichannel 
support and problem 
resolution for clients

2 CX Solutions

Services that help clients 
to optimise and transform 
their customer operations 
and experiences

4
Specialist
Sourcing

Services designed 
to address a specific 
client business area

3
Business

Process
Outsourcing

Management of business 
process end-to-end on 

behalf of a client
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886
927

1,366

1,456

1,637

2000 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020
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What Have We Achieved? - From a Local Pioneer to a Global CX Expert
6. Webhelp

End-to-end partner 
across all B2C and B2B 

customer journeys

Active M&A strategy:
23 acquisitions

since 2013 

Unique best-shoring 
approach, 

combing onshore,nearshore, 
offshore and home-shore 

for all languages

Founded in 2000
Founder-led management 

team Strong
entrepreneurial culture

Strong organic growth: 
double-digit growth 

in average over 
the past 5 years

Evolution of Turnover ( Webhelp Today

#1 player

Europe

Top-3

In most 
European 
Countries

c.

2020 
EBITDA

c.

2020 
revenue

90,000

Employees

170

Sites

50

Countries

Investment 
Holding 

GBL
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The CRM-BPO Market is Large, Growing and Underpenetrated
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Our Market
6. Webhelp

Large, Growing... Underpenetrated Market

'15A '16A '17A '18A '19E '20E

Other
3.0% CAGR

Government
3.4% CAGR

Energy and 
Utilities

3.4% CAGR

Travel
2.0% CAGR

Retail
4.8% CAGR

Financial 
Services

3.1% CAGR

Telco
(0.8)% CAGR

Healthcare
3.7% CAGR

Media
2.3% CAGR

High-tech
7.8% CAGR

Strong growth to be further
driven by Covid-19

In-house

~

Outsourced 

2019E Customer 
Engagement Market

Scalability

• Need for greater capacity and 
flexibility to launch products 
and services allowing for 
seasonality/crisis management

Best Practices

• Benefiting from experience 
of providers focused on 
outsourced tasks and 
knowledgeable in multiple 
industries

Consistency

• Ensuring consistency between 
channels and between internal 
services (sales, commercial 
services and technical 
assistance)

Best-in-class 
Technology

• Access to state-of-the-art 
technology (speech analytics, 
RPA, AI and platforms)

• Industry standard APIs to 
interact with brands

Improved 
Financials

• Driving revenues through 
upselling

• Achieving cost savings through 
best-shoring, process 
engineering and technology

Source: McKinsey analysis
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The level of outsourcing
is still low

context
more and more 
companies are moving 
to cheaper and higher 
quality outsourcing

26%

74%

have Led to an Accelerated Digitalization of Our Societies which has a Significant Impact
for the Better Positioned Players in the Customer Engagement Industry
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The Year 2020 and Covid-19
6. Webhelp

CE is a remote service

• no face-to-face interaction 
with clients 
and end customers

• The Industry is able to 

clients and own staff safe

resilience during the crisis 
by swiftly adapting its 
business model through 
large scale and sustainable 
work from home operations

The E-Commerce boom 
has accelerated the need 
for more omnichannel
interactions
(chat, email and social media)

There are expected to be over

2bn digital buyers

in the world in 2020 (1)

80% of Internet users 

in the US have made at least 
one purchase online (1)

52% of online stores have 

omnichannel capabilities (1)

Companies are 
increasingly looking for 
global players to address 
their global or regional 
CE needs

Global presence, consistency, 
agility, client management policy 
and solid BCPs are key competitive 

Advanced Tech and solution design 
offerings are a requirement to 
fulfill client needs

Level of 
outsourcing
in Customer 
Experience 

in 2019 (2)

In house

(1) https://99firms.com/blog/ecommerce-statistics/#gref
(2) Everest 2019 annual report
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Webhelp
6. Webhelp

High

Low High

Everest Group Customer Experience Management (CXM) 
in EMEA Services PEAK MatrixTM Assessment 2020 

Leaders Major Contenders Aspirants

Vision & capability
(Measures ability to deliver services successfully)

2021E Plan vs. Forecast

Initial Plan (2019) Latest Reforecast (2021)

EBITDA Revenues

+15%

Source: Company public information
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Key 
Characteristics

Premium Clients with a Focus on Profitable Segments of Growth

72

Who Do We Serve? 
6. Webhelp

Established and Resilient 
Clients (c.40%)

Digital Transformed
Industries (c.35%)

Digital Native Companies 
(c.25%)

Market 
dynamics

• Market players in large scale markets 
with low switching costs for their end-users 
(e.g. Telcos, Utilities)

Mature outsourcing between different vendors

Already large and sophisticated users of 
Customer Engagement BPO

Looking to offshore when possible

• Large market players looking to digitalize 
all or part of their activities, especially 
retail and travel, and/or looking for a full 
transformation of their omnichannel 
journey

• Generally, start-ups or global clients with 
strong expansion needs, most of the time 
going international quickly. Usually rely strongly 
on a few vendors to support their growth

• 3 subcategories:

1. Large and International Digital Companies

2. Multi regional Digital Companies

3. Domestic Digital Companies

Key 
logos GAFAM 2

GAFAM 1

Source: Company public information
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What Makes Webhelp Different?
6. Webhelp

Unique Best 
Shoring Footprint

• Best shoring
approach combing 
onshore, 
nearshore, offshore 
and home-shore 
for all languages

• Multilingual capability 
in dedicated hubs

• Unique access to 
specialised talent pool and 
round-the-clock availability

• Optimized delivery mix (54% 
onshore, 27% nearshore 
and 19% offshore in 2020A)

Unequalled Tech & 
Consulting Capabilities

• Consultant-led 
approach 
to customer needs

• Transformation-led 
outsourcing

• Best practice infrastructure 
and core technology 
platforms

• Technology agnostic at 
application level

Solid Track Record of 
Upselling/Cross-selling
With Large Clients

• Consistently 
growing with 
clients since 
inception

• Increasing reach in served 
languages and geographies: 
from local to global 
coverage

• Progressive scope 
extension of provided 
services: commercial 
assistance, Cloud services, 
content moderation, etc.

Proven Ability to Create
Value Through M&A

• Successful 
track-record: 23 
acquisitions 
since 2013

• Proactive origination: 
early contact and active 
participation

• Value-driven execution: 
rigorous approach to 
diligence and price 
discipline

• Integration: tailored, 
respectful and progressive 
approach
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WebHealth

Everything 
we do is brought 

to life through

our culture 
& people

engagement initiatives 
74

6. Webhelp

We are a 
people-first 
company

We put our
client at the 
heart

We are 
passionate
game-changers

We strive
to enjoy
every day

1

Colleague Voice Recognition Communities
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Key Credit Highlights - Summary
6. Webhelp

Best-in-class operating model and technology services1

2

3

4

5

6

7

Leading market position with unique best-shoring positioning

Strong founder-led management team, 
highly invested in the company

CRM-BPO is large, growing, diversified, underpenetrated 

and supported by digitalisation trends accelerated by Covid-19

Diversified by countries, segments and industries with a large 
and loyal customer base, providing strong business resilience

Consistent and proven track record of growth, profitability 
and cash flow conversion

Focus on implementing an ambitious ESG strategy
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Roman
ARNOLD
Founder & Chairman 
of Canyon

(video)

Private Assets
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Alex
YAZDI
Founder & CEO 
of Voodoo

Private Assets
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8.a. Background

Private Assets
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Voodoo in a nutshell
8.a. Background

#1
Publisher

5 Billion
Downloads

200+
Games live
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Voodoo Timeline
8.a. Background

Helix Jump

Fund raise 
with BAs 

Company 
Creation

Quiz Run Publishing 

Scale Casual 
Gaming 

Paper.io

2013 2014 2015 20172016 2018 2019 2020 2021
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8.b. Activities

Private Assets
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Our value chain for Hyper-casual games
8.b. Activities

Game Lifecycle

PUBLISHING GROWTH GAME OPS

Identify

Coach

Test

Iterate

Launch

Scale

Monetize

Optimize

Test

Factorize
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1st success with Bubble Buster 2048
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Going casual
8.b. Activities

Launched in 

July, 2021
4.2M 
downloads
so far

>$3M 
revenues
to date,

>$8M 
expected 
before 
end 2021
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Real Money Gaming
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Blitz
8.b. Activities

Leveraging 
our unique Assets
• Catalog of 

200+ casual games

• Network of 350 Studios

Take advantage of the 

booming market 
of mobile gaming
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Social network for Teens
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Wizz
8.b. Activities

TOP 10 
social 
networking 
apps in the U.S.

150k
DAU

2.8M 
downloads
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8.c. Vision & Strategy

Private Assets
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Long-term vision
8.c. Vision & Strategy

Sell Ads

Acquire Users

Store User Cross-Apps Data

HC games Casual games Consumer apps
Cross 

Promote
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Synergies with acquisitions
8.c. Vision & Strategy

User Acquisition Ad Monetization
Cross promotion 

between apps
Product

learnings
Ambitious

culture & goals

Hyper-casual studios Consumer appsCasual studios
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8.d. Partnership with GBL

Private Assets
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Agility Long-term 
investors

Support on M&A 
transactions
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A long-term partnership
8.d. Partnership with GBL
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This presentation has been prepared by Groupe Bruxelles
information purposes. This presentation is incomplete without reference to, and should be 
viewed solely in conjunction with, the oral briefing provided by GBL.

This document should not be construed as an offer, invitation to offer, or solicitation, or any 
advice or recommendation to buy, subscribe for, issue or sell any financial instrument, 
investment or derivative thereof referred to in this document or as any form of commitment to 
enter into any transaction in relation to the subject matter of this document.

This presentation has not been reviewed or registered with any public authority or stock 
exchange. Persons into whose possession this presentation come are required to inform 
themselves about and to comply with all applicable laws and regulations in force in any 
jurisdiction in or from which it invests or receives or possesses this presentation.

None of the interests of funds managed by GBL or any entity of its group has been registered 

any U.S. state or other relevant jurisdiction. No such registration is contemplated. Neither the 
U.S. Securities and Exchange Commission nor any U.S. state or other authority or securities 
commission has reviewed or passed upon the accuracy or adequacy of this presentation. In 
addition, none of the funds managed by GBL will be registered as an investment company under 

on one or more exclusions or exemptions therefrom. This presentation relates to investments 
managed by GBL, which is not registered as an investment adviser pursuant to the Investment 
Advisers Act of 1940, as amended. As a result, the protections of such registration shall not be 
afforded to any investor in any fund managed by GBL

Prospective investors are required to make their own independent investigations and appraisals 
of GBL before taking any investment decision with respect to securities of GBL.

All statements in this presentation, other than statements of historical facts, are forward-looking 
statements. These statements are based on the current expectations and views of future events 
and developments of the management of GBL and are naturally subject to uncertainty and 
changes in circumstances. All forward-looking statements speak only as of the date of this 
presentation. Forward-looking statements include statements typically containing words such as 

forward-looking statements, which reflect the current views of GBL. These statements are subject 
to risks and uncertainties about GBL and are dependent on many factors, some of which are out 

materially from those in the forward-looking statements.

The information contained in this presentation includes alternative performance measures (also 
known as non-GAAP measures). The descriptions of the alternative performance measures are 
available on https://www.gbl.be/en/glossary.

In the context of the management of its public relations, GBL processes information about you 

on its website (http://www.gbl.be/en/General_Privacy_Policy). We invite you to carefully read this 
General Privacy Policy, which sets out in more detail in which context we are processing your 
personal data and explains your rights and our obligations in that respect.

By using or retaining a copy hereof, user and/or retainer hereby acknowledge, agree and accept 
that they have read this disclaimer and agreed to be bound by it.

92

Disclaimer

https://www.gbl.be/en/glossary
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