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My job:
Pat Keogh

Job: Carbery Plastics, one of Ireland’s
leading manufacturers of moulded
liquid storage containers, based in
Clonakilty, Co Cork, wants to recruit a
junior sales executive and a part-time
delivery driver as part of an expansion of its
team.

Duties: The sales executive will work
with the existing sales team to continue
driving the company’s impressive sales
across Ireland.
The driver will be involved in delivering
products across the country, using

both van and rigid trucks.

Qualifications: Previous sales experience
would be an advantage for the sales
executive role, but the company says
training will be provided for the right
candidate.
The driver must have a full, clean driving
licence. A full category C licence would be
an advantage.

Applications: Send your CV to info@
carberyplastics.ie by close of business
today.

Arema’s shared platform keeps lid on costs

as a potential solution. So, in effect, we
are working with our perceived com-
petitors for the benefit of Ireland and
job creation. The outsourcing of social
media monitoring is going to be a huge
growth area over the next few years,”
he predicts. “Customer support via
video for technical support queries will
have to be factored in as well.”

So far, 2017 has been extremely posi-
tive for the company and puts it on tar-
get to increase sales turnover by 33%,
compared to 2016.

“In order to service one of our largest
clients we are in the process of opening
a second office with a capacity of 60 ad-
ditional seats, and we will be concen-
trating on the American market in the
short and medium term. The main aim
is to work with American companies
looking to export to Europe and UK,
where we have the experience and the
knowledge to assist them in all aspects
of their CRM requirements.”

Looking to the future, Pat Keogh is
quite optimistic: “Thankfully, our
client base in Cork is getting stronger,
so there certainly is an upturn and long
may it continue.”

Having established Arema
Connect’s parent company,
Key Answering Systems
Group, in 2001, Pat Keogh

has since grown the group into a multi-
million pound business with operations
in the UK and Ireland.

“Our fundamental objective was to
reduce our clients’ administration and
receptionist costs by offering a shared
agent platform,” said Keogh. “We re-
branded to Call Management in 2004
and our relocation to larger offices en-
abled us to consolidate and expand our
service offering to 24/7 support.”

Responding to client demand, the
company subsequently broadened its
service offering to include market re-
search projects, which included cus-
tomer satisfaction surveys and bespoke
database management.

“Our client portfolio has grown ex-
tensively to include clients from all
corners of the world, ranging from our
initial SME sector to large multi-
national companies based in America,
Britain, France and Australia.”

In 2012, the company was nominated
for the European Business Awards,
Small Firm Awards and Irish Sales
Champion Awards.

“Call management has grown signifi-
cantly over the last 17 years, and we
have developed expertise in managing
customer contacts through email, so-
cial media and live chat, in addition to
our 24/7 telephone answering service.
This multi-channel approach meant
that we decided to re-brand and launch
Arema Connect in 2013 to reflect the
growth in technology-based solutions
within the Customer Relationship Man-
agement field.”

Having previously worked with
Imagine Telecoms, Diageo, Showerings
and James Adams Vintners, Mr Keogh
is responsible for the strategic direction
of Arema Connect, while also maintain-
ing a direct involvement in the day-to-
day running of the business.

The company was awarded the
‘Highly Commended’ Best Growing Call
Centre in 2014 by the Contact Centre
Management Association.

“We are opening our second office in
Blackpool this month, and we will be
recruiting up to 50 customer support
agents to support our clients in the UK,
USA and Australian market,” he says of
the company’s current trajectory.

“The last four years have been ex-
tremely positive for Arema Connect in
terms of growth and employment, and
we have doubled our turnover in that

Arema Connect will recruit up to 50 customer support agents when it opens a second office in Blackpool, Cork, to support its overseas clients, says Pat Keogh, the company’s managing director.

the name as we no longer handle calls
only.

“The easiest path to growth is creat-
ing new business from existing clients
and we realised a few years ago that the
name needed to be changed to reflect
our current and future positioning.

“We now trade under the name
Arema Connect so that we can promote
our company and develop a well-known
brand from Cork.”

With the telecoms industry having
changed immeasurably over the last 17
years, Arema Connect can now source
telephone numbers from all over the
world at competitive rates.

“Call recording is now standard, as is
fast reliable broadband — which is
imperative for our business. In order to
stay competitive, it is essential to keep
up to date on new technologies, and so-
cial media has had a huge impact on our
business both as an opportunity for
growth and as a service level metric.”

Choosing Cork as its geographical
centre has benefited the continued
growth of the company, he says: “Cork
was always the only option for us and
we moved to a purpose-built space at
The Atrium Building in Blackpool in

period and increased our manpower to
55 full-time employees. This has been
achieved by developing long-lasting re-
lationships with national and inter-
national clients.”

The company’s business plan of 17
years ago is very different to the ser-
vices it offers today, he explains: “A
number of key elements have changed
since 2001, including the services that
we provide, our processes, technology
and workforce.

“Initially, we focused entirely on tele-
phone answering services and our pri-
mary market was the SME sector. Our
client base now is very different, allow-
ing us to provide Omni-channel cus-
tomer support to national and inter-
national clients.”

Technological advances and custom-
er needs have a major impact in their
market sector, he says: “In order to be
competitive and offer our clients what
they need we have a host of new ser-
vices including e-mail handling, web-
chat support, social media monitoring,
market research, database manage-
ment and administrative support. A lot
of our clients would know us as ‘Call
Management’, but we have outgrown

Arema Connect recruits from vari-
ous sources, including referrals from
existing staff, universities, online and
recruitment agencies, and have a dedi-
cated training support team where all
new recruits are given extensive train-
ing prior to joining the frontline team.

“The sector is competitive and in
order to combat this, the larger busi-
ness process outsourcers specialise in a
specific market sector and gain econ-
omies of scale. We are proud to be part
of the Crios Group, which was set up in
2012 by 10 of the largest BPO’s in Ireland
in conjunction with Enterprise Ireland.

“The main aim of the Crios Group is
to attract international clients looking
to outsource and put Ireland on the map

2008 to allow for future growth, as well
as proximity to the city. Cork is a vi-
brant city with a large pool of potential
clients and staff, and we are extremely
fortunate to have so many excellent 3rd
level institutions here and continue to
work closely with them on various pro-
jects. There is a very strong customer
base in Cork and we try and source our
own suppliers from Cork as much as
possible.”

In a business dedicated to providing
customer relationship management
support, employees are the company’s
most important resource. “We started
with three staff in 2001, and now we are
55 full-time employees — which will
rise to 90 by next October.”

Name: Pat Keogh
Occupation: Managing
director, Arema Connect
Background: Arema
Connect is a business
solution outsourcing
provider with services
divided between market
research and
multi-channel customer
support contact centre.
The Cork company is
opening its second office
in Blackpool this month,
and will recruit up to 50
new staff to support
clients in the UK, USA
and Australian markets.

South East economy lagging
behind many other regions

The quality of jobs in the South East
is dramatically lower than the national
average, and there is no evidence of this
improving, which means disposable in-
comes and consumption in the South
East is lower than the rest of the
country.

John Casey, lecturer in the Depart-
ment of Accounting and Economics
notes that nationally it is clear that the
agencies charged with economic devel-
opment, IDA and Enterprise Ireland,
are underperforming with regards to
the South East.

“They now have specific objectives to
promote a more regional distribution to
their activities, however we do not see
any evidence of this in the South East.
We can see what these highly effective
organisations can do when they put
their mind to it. They need to give more
support to their regional offices and tar-
get this gap in their activities,” he says.

Mr Casey adds that the South East’s
economy will not get back into step with
the rest of country while there continu-
es to be a cap on higher education ca-
pacity.

“Investment in higher education is
key to closing the gap by raising job
quality and supporting the IDA in
bringing knowledge economy jobs into
the region. It beggars belief that €1.7bn
was spent on new university buildings
over the past five years, and not one of
these state supported investments was
made in the South East.

“As currently proposed, the techno-
logical university will not add any edu-
cational capacity unless it is accompa-
nied with significant investment to ad-
dress the deficit caused by many years
of under-investment.”

but the South East. “We cannot see any
Government action aimed at closing
that gap,” he says.

Lecturer in finance and economics,
Dr Cormac O’Keeffe says that the
national policy approach is focused on
the crisis being over; the economic cri-
sis is still unfinished business in the
South East.

“The South East region is home to
10.7% of the national population, yet it
is clear there is no plan to turn the re-
gional economy around,” he says.

“Low income, low skills jobs are
driving the employment growth; it is
pretty simple, the good jobs lost in the
recession are being replaced by poorer
jobs,” Dr O’Keeffe added.

John Daly

Absence of IDA support jobs, insuffi-
cient Enterprise Ireland activity and a
low higher education capacity are
among the reasons why the economy of
the South East is in relative decline.

The recent second annual South East
Economic Monitor found that while the
South East economy is growing, it is
doing so much more slowly than the
other regions of Ireland.

The South East Economic Monitor,
produced by the Waterford Institute of
Technology School of Business, tracks
key economic indicators, capturing
data on the economy of the five counties
of the South East — Carlow, Kilkenny,
Tipperary, Waterford and Wexford; a
region with 10.7% share of the national
population.

While there has been a drop in unem-
ployment — from 12.5% in Q1 2016 to
9.3%, and with 9,900 net new jobs bring-
ing first time unemployment below 10%
in eight years — the South East is the
only region not meeting the Govern-
ment’s Action Plan for Jobs target.

Dr Ray Griffin, lecturer in strategy,
says that the improvement in unem-
ployment masks significant relative
economic decline: “The South East is
the only region of the eight not meeting
Government’s Action Plan for Jobs tar-
get to have regional unemployment less
than 1% of national rate. There is very
little variation between the counties in
the region.”

Dr Griffin added that the govern-
ment’s Action Plan for Jobs commit-
ment to bring every region’s unemploy-
ment rate to within 1% of the national
average has been achieved everywhere

Ray Griffin, lecturer in strategy, Waterford
Institute of Technology.

In conversation with

John Daly
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Client Name Job Title Location Job Ref.

ACCOUNTING

FIRSTAFF PERSONNEL AUDIT & ASSURANCE MANAGER DUBLIN SOUTH 15251787

NETWORK PERSONNEL CONSULTANTS PAYROLL SPECIALIST CORK 15250948

PRC CHARTERED ACCOUNTANTS TRAINEE ACCOUNTANT KERRY 15250321

ENGINEERING 

MATRIX RECRUITMENT PRODUCTION MANAGER GALWAY 15249153

FRS RECRUITMENT JUNIOR RELIABILITY ENGINEER CORK 15252178

PE GLOBAL ASSET CARE MANAGER CORK 15248219

EPS GROUP PROJECT ENGINEER CORK 15251785

JONS CIVIL ENGINEERING CIVIL ENGINEERS DUBLIN 15249104

BOLGERS LASER MACHINE OPERATORS CLARE 15249140

MATRIX RECRUITMENT TEST PROCESS ENGINEER TIPPERARY 15250492

KELTEC ENGINEERING LTD. MECHANICAL ENGINEER LIMERICK 15247293

CAREERWISE RECRUITMENT COMMISSIONING & QUALIFICATION ENG LIMERICK 15249145

FRS RECRUITMENT FIELD SERVICE ENGINEER KILDARE 15249366

FINANCE/BANKING

ZAGG INTERNATIONAL DISTRIBUTION ACCOUNTS ADMINISTRATOR CLARE 15247733

SWISS FINANCIAL SERVICES SHAREHOLDER SERVICES DEPARTMENT WATERFORD 15250346

HOTEL/CATERING/TRAVEL

BLUE HAVEN HOTEL BAKER CORK 15252255

BREAFFY HOUSE RESORT JUNIOR SOUS CHEF MAYO 15252153

MANUFACTURING/PRODUCTION/MATERIALS

GOODMAN MEDICAL IRELAND LTD PROCESS TECHNICIAN GALWAY 15252143

PE GLOBAL MAINTENANCE TECHNICAN CORK 15248466

BIOTECTOR ANALYTICAL SYSTEMS ANALYZER TECHNICIAN CORK 15249681

KERRY FOODS CHARLEVILLE MANUFACTURING TEAM MEMBERS CORK 15250315

BOLGERS FORKLIFT DRIVER / OPERATOR CLARE 15249143

SIGMAR RECRUITMENT PRODUCTION TEAM LEAD WATERFORD 15250112

ISS RECRUITMENT FORKLIFT/WAREHOUSE OPERATIVE KILDARE 15251927

RETAIL 

THE HR SUITE CHEF DE PARTIE /COMMIS CHEF DUBLIN NORTH 15251269

EXCEL RECRUITMENT DELI MANAGER CORK 15251411

NETWORK PERSONNEL CONSULTANTS STOCK CONTROLLER CORK 15252284

NETWORK PERSONNEL CONSULTANTS TRADING SUPPORT ADMINISTRATOR CORK 15252100

THE KILKENNY GROUP DEPUTY MANAGER STILLORGAN DUBLIN 15251440

EXCEL RECRUITMENT DELI MANAGER WATERFORD 15251412

SALES 

FIRSTAFF PERSONNEL TERRITORY SALES MANAGER DUBLIN WEST 15249450

SIGMAR RECRUITMENT AREA SALES REP. CORK 15252065

PHONEWATCH SALES REPRESENTATIVE CORK CORK 15250960

CORK CHAMBER OF COMMERCE MEMBERSHIP EXECUTIVE CORK 15250038

SKY IRELAND CUSTOMER SERVICE ADVISOR DUBLIN 15250615

PHONEWATCH SALES REPRESENTATIVE DUBLIN DUBLIN 15250962

MEDGUARD SALES REP (OFFICE BASED) MEATH 15251914

SCIENCE/PHARMA/FOOD

MATRIX RECRUITMENT QUALITY EHS OFFICER DUBLIN SOUTH 15250095

FRS RECRUITMENT QUALITY CONTROL (FOOD) CORK 15252165

LIFE SCIENCE CONSULTANTS LTD QA SPECIALIST CORK 15251380

CAREERWISE RECRUITMENT MICROBIOLOGIST CORK 15250347

LOGISKILLS QUALITY ASSURANCE SPECIALIST CORK 15250915

LIFE SCIENCE CONSULTANTS LTD SR. QC BIOANALYTICAL SCIENCES DUBLIN 15249950

ALS LIFE SCIENCES MICROBIOLOGY LABORATORY TECH TIPPERARY 15250382

FRS RECRUITMENT SENIOR TEST ENGINEER LIMERICK 15249949

LIFE SCIENCE CONSULTANTS LTD EQUIPMENT VALIDATION ENGINEER LIMERICK 15249682

TECHNICAL/ELECTRONICS

GOODMAN MEDICAL IRELAND LTD FACILITIES TECHNICIAN GALWAY 15252152

CAREERWISE RECRUITMENT SUPPLY CHAIN ENGINEERING DIRECTOR CORK 15248520


