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Introduction

Several headwinds are weighing heavily 
on the global economy, shaped primarily 
by persistent and broadening inflation 
pressures, scarce and expensive talent, 
and global supply challenges, which 
signal an imminent recession. Nobody 
comes out of a recession unscathed. 
And with the risks tilting firmly to the 
downside, what were once competitive 
advantages are now merely table stakes. 

Can businesses navigate constant change 
and drive sustainable growth amid 
increasingly complex consumer demands, 
rising expectations, and turbulent market 
conditions? Outsourcing customer 
experience (CX) management may very 
well be the silver bullet.

In the digital era, consumers definitely 
have the power, with much more 
resources to leverage over brands. Always 
connected and digitally native, they want 
consistent, fast, and expert support 
whenever, wherever. And thanks to the 
ubiquity of social media, they openly 
share their experience with a brand for 
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everyone to see. Hence, earning their 
trust means putting their needs first and 
delivering excellent customer service. The 
sum of all interactions customers have 
with a brand makes up their CX. It is their 
perceptions, feelings, and opinions about 
a brand formed throughout their buying 
journey. Each interaction, therefore, is an 
opportunity for brands to enhance their 
CX, build a stronger connection with their 
customers, and foster loyalty. 

But in an ever-evolving CX landscape 
where cloud-based platforms, automated 
tools, advanced workforce optimization 
technologies, remote service delivery 
models, digital channels, online trust 
and safety protocols, and the need 
to integrate back-office functions all 
intersect, companies that manage their 
CX in-house are faced with a behemoth 
task outside their core functions. 
They must hurdle rapid technological 
transitions, operational challenges, and 
outdated on-premises systems that would 
otherwise limit their CX-specific research 
and development (R&D), scale, and reach.

It’s no surprise that forward-looking 
companies, to get ahead of the curve, are 
turning to external partners to support 
the people, process, and technology-
related aspects of their CX delivery. This 
white paper explores why you should, 
too, especially in this extended period of 
uncertainty.
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The CX landscape

The standard of CX is ever-changing, 
just as consumer behaviors, needs, 
and expectations are constantly in flux. 
With CX evolution inextricably tied to 
technological advancements, winning 
the CX race is certainly a challenging feat, 
especially for those who manage it in-
house. In today’s tech-driven landscape, 
customers are more sophisticated, 
informed, and impatient than ever. As 
such, they are more difficult to please. 
And with a sea of competing brands 
vying for customers’ attention, a single 
unsatisfactory experience can prompt 
them to take their business elsewhere. 

Indeed, CX can make or break a brand. 
So, when customer interactions shifted 
online during the peak of the pandemic, 
and the use of digital channels increased, 
companies and industries accelerated the 
creation of digital or digitally enhanced 
offerings, including the digitization of 

their core internal operations (such 
as back-office, production, and R&D 
processes) and interactions in their supply 
chains.1 However, not all investments paid 
off. It’s one thing to adopt digital tools 
and concepts and roll out an omnichannel 
CX offering. It’s another to integrate new 
technology into processes and ensure 
that people understand and know how to 
use it. Of the 400 executives surveyed by 
Harvard Business Review Analytic Services 
in April 2020, 68% said that incompatible 
systems and technologies lead to 
complexity in their organization. Further, 
67% said that IT complexity frustrates or 
confuses employees, while 43% said it 
decreases the quality of CX or customer 
service offered by their organization. 

The technology challenge is compounded 
by economic, social, environmental, and 
political forces, disrupting how business 
is typically conducted and making it even 

harder to deliver a consistent, high-
quality CX. While a rebound in consumer 
confidence, a growing sense of normalcy, 
and the rapid pace of innovation continue 
to influence consumer behavior, inflation 
is undoubtedly impacting spending 
habits. For businesses, inflation has 
resulted in supply, demand, and labor 
constraints. Supply chain disruptions 
mean limited available inventory vis-à-vis 
product demand. And with growing labor 
costs, which are very much in line with 
broader employment trends leading to 
labor shortages, some companies don’t 
have the workforce needed to scale up 
and meet rising consumer demands. 
Additionally, consumer expectations 
now include a focus on sustainability, 
which, for companies, could translate into 
growing pains, temporary inefficiencies, 
and short-term costs.

1 McKinsey & Co., “How COVID-19 has pushed companies over the technology tipping point — and transformed business forever,” October 5, 2020
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Challenges in delivering a great CX

Addressing high customer 
expectations, intense competition, 
and more rapid customer 
interactions across an ever-
increasing number of channels have 
resulted in some of the toughest 
challenges CX management must 
overcome to delight customers 
quickly, efficiently, and cost-
effectively. 

In a December 2020 Harvard 
Business Review Analytic Services 
survey of more than 1,000 
executives, organizational silos 
proved to be the most cited barrier 
to improving CX (53%), followed 
closely by data silos or disconnected 
systems (48%), cultural resistance to 
change (35%), and outdated legacy 
systems (35%).

Organizational silos
 
Every stage of the customer journey 
affects the customer’s experience of a 
brand or product. Having completely 
separate teams focusing on each 
aspect of the customer journey 
doesn’t just inhibit communication. 
It can also distort the organization’s 
view of the customer, resulting in 
inconsistent or competing objectives, 
marketing, service, and measurement. 
Organizations that are not internally 
aligned risk creating disconnected 
brand experiences throughout the 
customer journey, which, all too often, 
the customers have to stitch together 
themselves. This challenge is likely 
made worse by teams being physically 
separated.

Data silos
 
In today’s data-driven world, 
companies must leverage customer 
data to make informed decisions and 
improve their business. However, 
some organizations still struggle with 
outdated or insufficient information. 
Those that are able to capture data 
often fail to piece it together because 
it is stored in multiple sources and 
systems. Both situations can result 
in data silos — sets of information 
that can be accessed only by certain 
groups within an organization. In 
a customer service context, data 
silos prevent support agents from 
having all the information they need 
when interacting with a customer. 
Inefficient and complicated customer 
service interactions lead to a 
negative CX.
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Challenges in delivering a great CX

Cultural resistance to 
change
 
Customers are not privy to what’s going 
on behind the scenes. They only see the 
brand; anything that happens with it 
represents the whole organization. That’s 
why support needs to be everyone’s 
responsibility, where solutions are 
developed with support at their core. 
For companies to successfully conceive, 
implement, and maintain customer-
centricity, a meaningful cultural shift is 
needed. But this shift can only occur when 
CX improvement is strongly driven by the 
top executives, along with the rank and 
file. Without organizational alignment, it is 
difficult to develop empathy and a better 
understanding of the impact of individual 
roles, which are crucial to ensuring 
decisions are made with the customers’ 
best interests at heart.

Outdated legacy 
systems
 
With technology developing at breakneck 
speed, there are constantly new and 
updated tools that can be harnessed 
to deliver the best CX. Unfortunately, 
many organizations still run on outdated 
premises-based systems, the inflexibility 
of which has been greatly exposed by 
the introduction of digital channels — 
disparate, parallel channels that are 
not as easily addressable with physical 
phone banks and basic staff management 
processes. While migration to new, 
more dynamic cloud-based platforms 
has been imperative, it has proven to 
be lengthy and painful. And with the 
massive and rapid transition to remote 
or hybrid environments brought on by 
the pandemic, operational tasks such as 
forecasting, scheduling, and workforce 
monitoring are more critical than ever.  
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Why CX partnership?

One thing is clear — today’s business 
climate has created a perfect storm of 
challenges: multiple headwinds weighing 
on growth, industry shifts such as the 
transition to cloud-based CX platforms, 
the rise of new service-focused vendors, 
and the decline of traditional, premises-
based providers. Additionally, recent 
workforce trends such as remote service 
management and delivery, combined 
with technological advances, particularly 
artificial intelligence (AI) and analytics, 
require new capabilities to design, deliver, 
and monitor. Together, these factors have 
led to many difficulties for companies 
— let alone those with in-house CX 
operations — in providing a high-quality, 
seamless, and integrated omnichannel 
experience that meets growing consumer 
expectations.

With incredibly high pressure to get CX 
right, those confined in the dark ages of 
CX can’t be expected to move forward and 
yield the kind of outstanding results that a 

company specializing in CX management 
can. That’s why it makes perfect sense for 
organizations to turn to CX outsourcing 
for on-demand access to hard-to-source 
talent and expertise in technology 
and transformation. By leveraging the 
knowledge, capability, and capacity 
of external partners, organizations 
can bridge the gaps where they fail to 
meet their standards and customers’ 
expectations.

In Deloitte’s Global Outsourcing Survey 
20222, prioritization of capabilities for 
outsourcing eclipsed the typical cost 
reduction drivers, with 81% of executives 
turning to third-party vendors to provide 
their cybersecurity capabilities, while 
96% of executives citing service providers 
as the source for the development of 
data and analytics capabilities. But to 
truly succeed in this space, outsourced 
CX must still be tightly integrated with 
the business, especially as core business 
operations remain internally managed. 

After all, CX experts don’t know the client’s 
business as much as the client does. 
Conversely, the client doesn’t know CX as 
much as the CX expert. Hence, combining 
knowledge between partners is vital to 
ensure the best possible customer service 
and make the most out of investments.

7White Paper |
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Finding the right partner

A successful CX partnership stretches 
from selecting the right partner to 
managing the relationship on an ongoing 
basis. Thus, companies must develop 
criteria — from location and technology 
to cultural fit, quality processes, and 
the approach to training and talent — 
for finding the right partner. And once 
the partnership is forged, manage the 
relationship in alignment with their 
internal workforce, global in-house 
centers, and business-led tech strategies. 

CX service providers typically offer a 
wide array of opportunities, training, and 
experience to fuel flexible and scalable CX 
programs, including access to expertise 
built on multiple technology deployments 
and associated solution architectures. 
Partner relationships, on the other hand, 
seek to achieve seamless integration — 
a very high-touch approach with a high 
level of trustworthiness, transparency, 
and business understanding, where both 
parties iterate, test, and evolve processes 
together. The company’s level of maturity 
often dictates the degree of integration 

and the aspects of service it wants to be 
handled by a partner. According to Derek 
Gallimore, founder and CEO of Outsource 
Accelerator, “If the company is mature 
and stable and already has the metrics 
and KPIs and understands what good 
quality service levels are like, then you can 
transfer across those metrics very easily.” 
He also adds, “If you’re an immature 

or fast-growing company, where the 
processes are continually changing 
over time, that’s where you need to 
properly consider CX service providers as 
partners.”

The following sections outline the critical 
factors company leaders should look into 
when evaluating CX partners.
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Cultural alignment and trust

Cultural alignment and compatibility 
between an organization and a 
potential CX partner may be the most 
significant aspect of a successful 
relationship. Since corporate culture 
encompasses a business’s core values, 
both organizations need to be cut 
from the same cloth, so to speak. 
To put it simply, is there chemistry 
between the individuals on the client 
side and those with the outsourcer? 
Do both companies uphold similar 
values, processes, and initiatives? 
Corporate culture should be viewed 
on two fronts — internally and 
externally. For example, if a company 
wants to be viewed by the public as 

innovative, will a particular CX partner’s 
culture support and strengthen this 
image? If a cultural fit is absent, the 
partnership is destined for failure.

Companies need CX partners that 
are strongly committed to client 
satisfaction, willing and able to 
go beyond what is stated in the 
service contract and assist clients as 
consultants for improving service 
delivery and enhancing CX. Successful 
issue resolution, accountability, open 
communication, and transparent 
processes are the earmarks of 
a unified and trustworthy CX 
partnership.

Finding the right partner
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Finding the right partner

People-centricity

A new report from Indeed and Glassdoor3 finds that labor supply 
will remain tight, especially as the number of people of working 
age continues to decline. This fundamentally impacts the 
workplace — not only will hiring be more difficult, but employees 
will have more power to demand change.

In the face of labor supply constraints, organizations should 
make people-centricity a key priority and take steps to protect 
their most valuable asset — their workforce. A good CX partner 
must be able to mirror this goal with a people strategy that 
strongly values the satisfaction of its employees, taking on the 
onus of recruiting, training, and developing and retaining the 
right talent.

When employees are happy, customers are happy; when 
customers are happy, clients are happy. The CX partner that 
offers employees enjoyable work environments, job satisfaction, 
recognition, and opportunities for career development is likely to 
benefit from high employee satisfaction.

3 Indeed Hiring Lab and Glassdoor Economic Research teams, “Indeed & Glassdoor’s Hiring and Workplace Trends Report 2023,” 2022
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Security processes and infrastructure

The threat landscape is expanding, 
continuously challenging the 
effectiveness of legacy security controls 
against new attacks and increased 
customer friction. In an IBM report4, 
83% of organizations studied have had 
more than one data breach, and 60% of 
organizations’ breaches led to increases in 
prices passed on to customers. The cost 
of a data breach reached an all-time high 
of $4.35 million in 2022, a 2.6% increase 
from the previous year. 

As more companies experience 
catastrophic security breaches, it 
becomes even more necessary to have 
an ongoing, proactive approach to 

4 IBM Corporation, “Cost of a Data Breach Report 2022,” July 2022

Finding the right partner

threat prevention that is entrenched in 
a company’s culture. Picking the right 
CX partner — one with solid processes 
in place — and working with them as 
an extension of the organization can 
strengthen defenses against fraud and 
data breaches. Ideally, a CX partner 
should be able to deliver a highly 
secure environment for its clients, their 
customers, and employees. More than 
just “checking the boxes” regarding 
security compliance, the CX partner must 
have made security a guiding principle, 
with ongoing investments in additional 
best practices and innovations to make 
its clients more secure throughout the 
partnership.
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Finding the right partner

Innovation

Customer expectations today are much 
higher — and continue to accelerate. 
However, only 34% of business support 
leaders believe they can meet them.5 
Additionally, an abundance of new 
communication channels to master 
and issues with changing workforces to 
navigate, such as the management of 
remote operations, the implementation 
of technologies to facilitate the work-
from-home (WFH) model, and the 
significant investments needed to 
provide a high-quality CX, amplify the 
gap between what customers need 
and what CX teams can offer. Evidently, 
we’re now at a critical tipping point 
where all businesses need to embrace 
change — or risk losing customers and 
talented employees.

The good news is that the CX 
outsourcing market is becoming 
much more tech-intensive. Emerging 
technologies can create a seamless 
and effortless CX while significantly 
reducing costs across front- and back-
end operations. The best CX partners, 
therefore, are those with innovation 
in their DNA, which empowers them 
to adopt AI, advanced analytics, 
omnichannel capabilities, natural 
language processing (NLP), and 
streamlined security tools that all play 
an essential role in this competitive and 
dynamic business landscape.

5 Intercom, “Intercom Customer Support Trends Report 2022,” 2022
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Finding the right partner

Demonstrated vertical expertise

A CX partner with proven domain expertise in the client’s 
industry vertical is in a great position to understand 
the crucial trends of the market and the unique needs 
of the target customer base. Unlike random vendors 
that have served other industries, an industry vertical 
expert is already a subject matter expert with the most 
suitable know-how to customize services and solutions 
to meet and exceed customer expectations. An adept 
CX partner from the same niche can also provide 
compliance guidance on ever-changing industry laws 
and regulations that require more complex systems, 
processes, and controls to be in place. 

But what’s even better is when the CX partner also has 
established expertise across a wide variety of verticals. 
Not only does this partner have all the knowledge about 
the nitty-gritty of the client’s vertical, but also the best 
practices and relevant experiences from other verticals 
that enable the delivery of cross-functional/cross-vertical 
insights and innovation.
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Finding the right partner

Options for delivery locations

Besides looking for onshore, nearshore, 
and offshore delivery locations, 
companies should also look for delivery 
options inside and outside urban areas, 
work-at-home options, and multilingual 
capabilities. Other key considerations 
should include workforce skills, labor 
costs, wage inflation, infrastructure, 
diversity of pricing in location options, 
and political and country risks. Not to 
be overlooked are the data stewardship 
restrictions of moving processes offshore 
to a preferred location. For instance, 
regulatory restrictions, freedom of 
information laws, legal issues, and 
potential risks to property may hamper 

data transfer arrangements. Neglecting 
this issue could affect data security.

In cases where a CX partner has just 
a few offshore or nearshore options, 
those locations become “one size fits 
all” for client needs. Partners with an 
extensive offshore/nearshore footprint 
can be much more consultative in 
their approach to perfectly matching 
client needs, culture, and preferences 
against available options. Furthermore, 
CX partners with multiple delivery 
locations within a large global footprint 
can offer clients the most cost-effective, 
flexible, and scalable options.
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Finding the right partner

Omnichannel capabilities

According to Teleperformance CX Lab’s 
most recent Global CX Survey6, Voice 
(40%) remains the most-used channel to 
contact brands, with older generations 
driving the increase in usage, followed by 
Email/Web Form (30%), and Mobile App 
(19%). With customers engaging with 
companies in a multitude of ways (via 
traditional and/or digital channels), it is 
now imperative for companies to embark 
on an omnichannel transformation, 
where touchpoints are viewed as part of 
a seamless customer journey instead of 
in isolation. For example, if a customer 
begins an interaction on the phone 

and then decides to switch to instant 
messaging later, customer service agents 
should be able to pick up the conversation 
and continue to assist the customer as if 
the interaction had never paused.

Since customer journeys are a series of 
handoffs between different channels, 
varying by consumer segment, a CX 
partner must keep pace with rapid 
technological advancements and ever-
changing channel preferences to deliver 
the best service possible. Other aspects 
to consider include strategy, people, 
processes, and metrics.
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Building lasting customer value

The CX landscape is shifting rapidly, and companies 
across the board are recognizing the significance of 
delivering exceptional CX as a competitive differentiator 
and a means to power growth. And while data and 
technology are essential in running a best-in-class CX 
operation, the driving force behind these investments 
is to get closer to the customer and support human 
interaction. With people and technology playing 
complementary roles in customer support, the 
human touch should still be prioritized as much as the 
technology and process-related aspects of a CX partner 
offering. 

Shep Hyken, a customer service and experience expert 
and New York Times best-selling author of The Cult 
of the Customer, says that “71% of people are now 
willing to use digital support, but the majority (87% of 
Boomers and 60% of Gen Z) say the number one way 
they still like to reach out to a company is by phone. 
There should always be the option to transfer to a 
human-to-human interaction if a customer needs it.” 
Those that establish an integrated CX partnership that 
strikes a balance between high-tech and high-touch 
may be best placed to deliver the best value service and 
CX now and in the future.
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