


Companies using non-customized services from 
giant BPO providers are beginning to take notice 
of the mediocre results received from their 
investment. The following five points illustrate 
how the big shops can make an outsourcer feel 
like a small fish in a big pond.



The size of a company can play a significant role in attrition. According to 
the 2014 Global Contact Center Survey conducted by Deloitte Consulting, 
large outsourced contact centers have the highest turnover rates. The 
survey finds that large BPOs tend to experience very high annual turnover 
rates among its call center agents while smaller companies offering a more 
customized experience typically keep agents longer.
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What is the annualized turnover 
rate for your organization’s 
contact center representatives?
Findings
•  53% of contact centers have <10% turnover
•  As centers get larger, turnover increases
•  <100 reps: 3% have 50% turnover
•  100-500 reps: 5% have 50% turnover
•  500+ reps: 31% have 50% turnover



Customer experience affects your bottom line, as evidenced by 
Watermark Consulting’s study finding customer experience leaders 
outperformed the S&P 500 Index by 35 points. These days smart 
companies pay more than lip service to customer service, as the numbers 
show investment in current customers yields greater returns, allowing 
companies to realize the full Customer Lifetime Value.  

A 10% rise in customer retention yields a 30% increase in value to 
the company (Bain & Company)

A $10 billion company would experience more than a $300 million 
revenue increase from modest experience improvement (Forrester)

Forrester’s Customer Experience Index leaders had a 43% gain 
in performance from 2007 to 2012, compared to a 14.5% increase 
for the S&P 500 Index and a 33.9% decrease for a portfolio of 
customer experience laggards (Forrester)

Given the importance of customer experience, a BPO partner needs to 
bring the same level of attention to your customer’s needs as you would. 
Trusting your customers to a BPO provider who can give you their A team 
brings peace of mind. When it comes to providing the best in quality, there 
can be no B team.

http://www.watermarkconsult.net/docs/Watermark-Customer-Experience-ROI-Study.pdf


For the largest BPOs, organizational charts become like the most intricate 
of spider webs. The center of the web includes a team dedicated to your 
business, likely with a manger experienced in serving clients in the similar 
vertical as your business. But who does that manager report up to?
Does the org chart route through several overseas geographies before 
making it back to the States?  Does your BPO partner have leadership 
experience on your side of the outsourcer/provider relationship? Do the 
front-line leadership have access to upper levels of leadership, creating 
increased buy-in for the overall objectives and strategy?



Those who stand still fall behind. Today, 91% of companies see innovation 
as important or critically important to their success. As a result, outsourcers 
entrusting their work to a BPO company depend on their partners to drive 
innovation in addition to their internal efforts.

• Almost half of surveyed companies regularly meet 
with supplier to discuss innovation

• Two-thirds of surveyed companies have incentives 
built into outsourcing operations to encourage and 
reward innovation
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Source: Aecus and HP, “The Innovation Agenda”
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How many hours a week do you spend managing your vendor programs? 
Do you find yourself spending an inordinate amount of time managing 
vendors — leaving you with little to no time to work on the business? Too 
often vendor fatigue can leave you too exhausted to recognize whether your 
existing BPO provider is delivering quality performance while leaving you 
feeling as if you are lost in a sea of clients.
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