GOCONTACT PRESENTS...

THE GLOBAL OUTLOOK IN 2024
OF CONTACT CENTERS AND BPOS

WITH THE PARTICIPATION OF:
60 companies >
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mm 20% Latin America
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HYBRID WORK
MODELS ARE ON
THE RISE AROUND
THE WORLD:
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©  48% CURRENTLY. THE
] 96% MOST OFFERED
SERVICES ARE:

THE SECTORS WITH
THE GREATEST
IMPACT ON THESE
SERVICES ARE:

WE ARE ALREADY ON
THE ROAD TO AUTOMATION.
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IN THE FUTURE, THEY PLAN TO INVEST
IN SOLUTIONS LIKE:
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Speech Analytics Agent Assist Voice Bots Natural IVR
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' INTELLIGENCE (Al)
ALREADY DOMINATES
THE PRESENT
AND WILL SHAPE
THE FUTURE.

These are the most widely
implemented Al solutions today:
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Intelligent Call
Distribution

Robotic Process

Autornation Post-call surveys Intelligent IVR
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ALTHOUGH THE LARGEST
FUTURE INVESTMENT IS PLANNED FOR Al...

The intention to invest is also significant in:

THE BIG CHALLENGES OF
THE FUTURE WILL BE:

DIGITIZATION AND Al

TEAM MOTIVATION

SECURITY

CHANGES IN CUSTOMER EXPECTATIONS
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*Data taken from International Study of Contact Centers & BPOs 2024, conducted by Happy Work, with the support of GoContact.



https://www.gocontact.com/promo-page/international-study-download/

