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By 2025, about 65% of contact center leaders
will outsource at least some of their service
capacity to BPOs, according to Deloitte's
Global Contact Center Survey. That's up

by almost 10% in just the last two years.

Why? Because the rules have changed.
Customers demand faster responses, more
personalization, and a seamless omnichannel
experience. Meanwhile, your operations
budgets are squeezed tighter than ever.

BPOs are the unsung heroes of scalability
and specialization. Once considered a
stopgap for cutting costs, BPOs are now

a strategic engine behind agility and
innovation in the contact center industry. In
fact, some of the biggest, brightest brands
(including Fortune 500 companies) are using
BPO, not just to keep up, but to leapfrog their
competition.

But let's not sugarcoat it. Outsourcing isn't
a magic wand. It's a tool. And tools are only
as effective as the user behind them. And
the user must have the right strategy (and
optimizations), to get the most out of their
tools. That's what this ebook is about: giving
you the strategic edge to turn outsourcing
into your company's superhero.

We'll breakdown the complex shifts into

actionable insights designed to help you



https://www.deloittedigital.com/us/en/insights/research/contact-center-survey.html
https://www.deloittedigital.com/us/en/insights/research/contact-center-survey.html

What is a BPO?

In the simplest terms, a Business Process
Outsourcer (BPO) is exactly what it sounds like—a
partner that takes specific business processes off
your plate so you can focus on higher value tasks.
In the contact center world, that might mean
outsourcing customer service, technical support,
or even the entire CX experience. These partners
ensure your processes run like a machine while you
stay laser-focused on growth.

BPOs used to be just about cutting costs. Now?
They're about cutting complexity.

Understanding the
Advantages of BPOs

We get it. Your margins are tight, and customer
demands are off the charts. But the secret to
staying ahead isn't doing all the things all yourself.
It's knowing what to hand off.

Here's how BPOs make that handoff a win:

. Cost reduction. Outsourcing doesn't just
trim the fat. It carves out efficiency. By shifting
tasks to a BPO, you can save on overhead,
recruitment, technology, and infrastructure
costs without sacrificing quality.

. Access to advanced technology. BPOs live
and breathe innovation. They bring tools like

Al-powered chatbots, predictive analytics,
and workflow automation to your operation—
tools you'd otherwise spend years trying to
implement solo.

. Flexibility and scalability. Expecting a
holiday surge? Maybe you have a product
launch coming up. Or perhaps you're making
a sudden pivot. BPOs are built to flex with
your needs, scaling up or down without the
hassle of hiring, training, or letting go.

« A focus on core business. \When a BPO
takes the reins on day-to-day operations, you
free up your team to tackle the big stuff like
strategy and growth.

How to Get the Most from
Your BPO Strategy

Outsourcing isn't (or shouldn't be) a set-it-and-
forget-it solution. To reap the rewards, you need a
solid game plan. Start below:

Build Strategic Partnerships

Don't treat your BPO like a vendor, but rather a
partner. Share your goals, pains, and vision for the
future. The relationship should be based on trust,
open communication, and shared objectives. The
best results come from alignment, not
transactions.
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Add Intelligent Automation

Automation isn't the enemy of great service—it's
the sidekick. The Robin to your Batman. The Spock
to your Picard. Lean on your BPO to integrate Al and
bots that handle repetitive tasks, giving your human
agents more bandwidth to solve complex customer
issues.

Use Advanced Analytics

Your data is a goldmine. And with the right BPO
partner, and the right analytics tool (*cough* like
ours *cough*) you can dig into customer behavior,
identify patterns, and make strategic, data-backed
decisions that drive both efficiency and satisfaction.

Create Personalized Interactions

There's nothing customers hate more than being
treated like a number. We see it all the time when
customers come to us saying their previous CCaa$S
platform literally gave them a number and only
referred to them by said number. Whoa. That's not
the experience anyone wants. So, work with your
BPO to design a process that personalizes every
interaction and create more relevant offers.

Offer Omnichannel Experiences

Your customers are everywhere—social, email, chat,
SMS. Your service needs to be, too. An omnichannel
approach ensures customers get consistent,
seamless experiences no matter how they reach
out.

Provide Continuous Training
Opportunities

Maintaining quality customer service and reducing
churn are key. And agents are only as good as the
training they get. Collaborate with your BPO to
ensure their teams are always improving, from soft
skills to product knowledge.

Emerging Trends in BPO-
Provided Customer Service

The future of BPOs isn't just about taking over

high call volumes. Rather, it's about redefining how
service is delivered. These trends are shaping the
way BPOs help companies like yours stay efficient,
effective, and ahead of the competition.



Chatbots and Virtual Assistants

Chatbots and virtual assistants are becoming
industry standard. They're no longer clunky auto-
responders. Instead, these Al-backed systems are
handling FAQs, processing payments, and even
escalating issues with a human-like touch. This
leaves more complex tasks to the human agents,
leading to faster response times and a better use of
human resources.

Artificial Intelligence

Al is your secret weapon for predictive support.

It anticipates customer needs, solves issues
proactively, and optimizes workflows. And it does it
without adding to the agent's plate.

Hyperfocus on the Customer Experience

Customer loyalty is built (or busted) on CX. The

best BPOs are obsessed with delivering moments
that matter, ensuring every single touchpoint adds
value. This means they're investing in agent training
advanced technology (like ours) to help monitor
customer satisfaction.

Expanded Remote Work

Remote work isn't a trend. It's the new normal.
And BPOs are leading the charge in creating agile,
remote-first teams that deliver consistently stellar
experiences from anywhere. Plus, the flexibility of
remote work lets you attract talent from different
regions, reducing operating costs and improving
employee satisfaction.

Security and Compliance

Data security and regulatory compliance aren't an
option. They're a must-have for your partner. The
right BPO has airtight protocols for security, like
data encryption and two-factor authentication.
They're also focusing on regulatory compliance with
SOC Il and GDPR. This ensures your customer data
stays safe.

Sustainability and Social Responsibility

Your customers expect you to care about the world
we're living in. BPOs with eco-friendly practices
and social responsibilities are starting to take over
across the globe. Initiatives like this can improve
your company's image and attract conscientious
customers.
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The Benefits of Working with
a BPO

Here's what you can expect when you choose the
right BPO:

Skyrocket Your Operational Efficiency

A BPO brings expertise and streamlined processes,
transforming bottlenecks into well-oiled machines.

Boost Your Conversion Rates
With personalized interactions and advanced
analytics, a great BPO turns prospects into loyal

customers.

Increase Customer Satisfaction

Faster response times. Seamless resolutions. Happy

customers, every time.

Cut Costs

Outsourcing reduces expenses while improving
service quality—giving you more bang for your
buck.

Add Flexibility and Scalability

Your business isn't static. Your service shouldn't be

either. BPOs scale as you do, ensuring you're always

ready for what's next.
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Invest in Innovations You Otherwise
Would Miss

From Al to advanced analytics, a BPO puts cutting-
edge tech within reach—without massive upfront
costs.

How to Choose the Right BPO
Partner

When choosing a BPO, consider these factors:

. Experience. Choose a BPO with proven
industry experience.

« Technology. Check that the BPO has the
technology needed to offer the best solutions for
your company.

» Team. Make sure the BPO has a qualified and
experienced team of agents.

» Culture. Choose a BPO with a culture that
aligns with your company.



The Future of
Customer Service
Using BPOs

The future of customer service

is intricately linked to BPOs.
Technology will continue

to advance, and customer
expectations will keep rising. As a
result, BPOs will play a crucial role
in CX strategies for businesses of
all sizes.

Companies that invest in strategic
partnerships with BPOs are
positioned to succeed. BPOs

will continue to drive innovation
using advanced tech like Al and
advanced data. Over time, this
leads to a substantial bump in
CSAT and a nice return on your
investment, too.

So, are you ready to rethink your
outsourcing strategy? We'll be
happy to help you learn about
your options, whether it's through
a partner in our CXHub or
through an in-house team. Let's
connect!
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