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earthquakes and floods, political unrest. 
We run workshops for all these things and 
have back-up locations set up for all of 
those sorts of things. What we didn’t have, 
however, was a plan for a global pandemic. 
But, you know, I guess all the other BCP 
training we did paid off because we were 
able to react very well. 

We had close to 94% of our 2,500+ 
workforce operating from home within 
48 hours, and that was partly due to the 
planning and preparation that we put into 
place. Another element was teamwork. 
When we did make the call to move, the 
way in which all the teams worked together 
was just fantastic. And, of course, you also 
need a little bit of luck with some of these 
things so we attribute our success this 
year to those three factors.

Once you set up the new operation 
model, how was Cloudstaff able to fare 
throughout the pandemic?

Well, being an almost entirely cloud-based 
company, we were able to adapt to the new 
conditions fairly quickly without too many 
of the issues that many companies were 
faced with this year. 

Of course our customer base, which 
is made up of small to medium-sized 
businesses in high-cost economies, was 
also quite adaptable, because by working 
with us, they had already embraced 
varying degrees of cloud-based remote 
working practices into their businesses. 
We had also been looking at building a 
work-from-home product offering for quite 
some time before this all happened. COVID 
just forced our hand and moved a lot of 
processes forward.

What changes did you have to make to 
make the new model work?

We had to add mobile tech support and 
purchase cars to deliver and support 
hardware at the homes of the staff. We 
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Can you tell us a little bit about how 
Cloudstaff was traveling coming into 
2020?

The year actually started really well for 
us. January and February were both 
record sales months for us and the whole 
outsourcing/offshoring model that forms 
the basis of our operations was continuing 
to develop momentum. In fact, we were 
looking at a series B fundraising round at 
the time and had already been working on 
the due diligence process since November 
with the aim of completing it towards the 
end of March.

Which is exactly the time that COVID 
really exploded around the world. How 
did that affect the funding round?

Yeah, so that was interesting. Trying 
to complete a AU$ 30 million series B 
investment as the world’s businesses were 
all being shut down isn’t ideal but somehow 

we made it. We moved over 2,500 staff into 
a work-from-home setting, I think on March 
the 12th, just days away from the due date 
to finalize the deal. Obviously this was a 
dramatic change to the working model that 
we were used to, but on the Thursday night 
before we were due to close, we met with 
the new investors and they decided to push 
ahead. Of course we were worried that 
COVID could end the deal, but It turned out 
that the investor’s willingness to continue 
was partly due to how we were able to 
respond to the pandemic and how well we 
set up the work from home staff.

How were you able to prepare for such a 
major operational shift?

We always try to be prepared for disasters. 
Business Continuity Planning is a big part 
of everything that we do and is something 
our customers depend on us for. We 
operate primarily from the Philippines so 
we prepare for volcanoes and typhoons and 

“We were worried that COVID could end the deal, but it turned out that the investor’s willingness 
to continue was partly due to how we were able to respond to the pandemic and how well we set 
up the work-from-home staff.”
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also built staff support applications, 
changed the way we approach employee 
engagement, and reconfigured our 
offices once some staff started to 
return. 

It’s been non-stop, but we think that 
the investment is important because we 
think this is just the way in which the 
world is going to be moving forward. 
Millions of people around the world were 
given a rapid lesson in remote working 
via cloud technology and as such more 
businesses are now awake to the fact 
that people don’t always need to be in 
their office. 

Over many years we have observed a 
direct correlation between businesses 
adopting outsourcing as they adopt 
cloud-based technologies so we are 
optimistic about what the future holds.

How did the pandemic affect the 
wider outsourcing industry?

Different sized BPOs were affected 
differently. There were a number of 
larger BPOs that didn’t manage to 
respond as quickly as we did or didn’t 
have operations that could be conducted 
in a work from home setting

Being in a developing country also 
meant that many staff in the industry 
didn’t have access to a reliable home 
internet which really affected a lot of 
competitors.

I mentioned that element of luck earlier 
and in regards to home internet, we 
definitely had a lot of luck fall our way. 
Two years ago, we ran a promotion for 
our staff with a local internet service 
provider offering home fiber internet 
with a bit of a discount on the fee. As 
a result, when we moved to work from 
home, it turned out that far more staff 
had fiber internet in their homes than 
we expected. I think our survey showed 
that it was 60 or 70% of staff.

Do you feel that operations are 
starting to return to normal now?

I think this is the new normal. It’s just 
the way in which everything is going to 
be moving forward. I look around and 
feel that after the operational changes 
that so many businesses made this year, 
things will never quite be the same again. 

For us that means a permanent mix 
of home-based and office-based staff 
with all of our facilities still available 
whenever the home based staff need 
them.

In light of the year’s events, what 
opportunities have you identified for 
2021?

Overall, we grew approximately 32 or 33% 
during 2020 in spite of COVID. January 
and February were record months for us 
so we would have liked to have achieved 
a much higher growth rate. Everything 
slowed right down when the pandemic 
hit but things have turned around now 
as businesses are looking for ways to 
sustainably rebuild after taking a big hit 
this year. We hit a new sales record in 
November, and December looks like it 
may be even bigger again. 

I don’t want to say that it was a good 
year because there are so many people 
that have been affected by COVID and 
will be for some time. We have, however, 
certainly made the best of a bad situation 
and can see many opportunities for our 
model to assist businesses around the 
world as they embark on their recovery 
strategies. 

Cloudstaff Modern Workforce, a 
leading global cloud-based workforce 
provider, raised AU$ 30 million in 
Series B funds from Philippines-
focused private equity firm Navegar. 
Cloudstaff is incorporated in Australia 
and based in the Philippines. 

Navegar was previously an investor 
in TaskUs, a large provider of 
BPO solutions, which was sold to 
Blackstone for AU$ 250 million 
in 2018. Building on this success, 
Navegar identified Cloudstaff as a 
leader in this sector. The investment 
will be used to accelerate Cloudstaff’s 
growth and development.

Clairfield acted as Cloudstaff’s 
corporate advisor. We added significant 
value by helping management to 
articulate the strong growth story, 
and managing discussions with 
multiple parties throughout Australia 
and Asia. Ultimately, we were able 
to complete the transaction despite 
severe market disruption due to 
COVID-19 restrictions. 
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