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In this InfoBrief

- A successful partner delivers operational value aligned with
an enterprise’s business outcomes. Enterprises seek strategic and
forward-looking organizational insights and process innovations,
not just cost arbitrage and incremental transactional improvements.
IDC survey data indicates that successful CX providers offer
consultative guidance, think long term, and deliver transformative
technology systems and solutions.

Customer experience (CX)
directly impacts enterprise
competitiveness, often
prompting organizations to
seek CX service partners who
can transform their customer
interactions. The challenge - This InfoBrief contains data from IDC's 2025 Worldwide Business

lies in identifying providers Process Outsourcing Services Survey, which queried enterprises on
who deliver beyond operational their existing and future business challenges, requirements,

efficiency to offer strategic and expectations of CX services partners. Respondents were enterprise
technology expertise, workflow buyers and decision-makers who use customer care and contact center
innovation, and quantifiable services from CX services providers. Respondents came from various
vertical markets and companies with 1,000+ employees, and they had
to be well versed in business process services and outsource at least
one functional activity.

business outcomes.
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Current business and operational challenges
for enterprises

Over 20% of 287 enterprises
say that IT system alignment
and data management
present their top challenges,
as they impact timely and
accurate decision-making and
operational efficiency.
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Which are the major operational challenges that your company/organization

currently faces?

Aligning business processes with the use of IT/technologies
Managing and analyzing critical data and information
Optimizing investments and managing financial performance
Having timely access to information on markets and customers
Managing supply and distribution partners

Protecting and controlling brand image

Ensuring privacy and accuracy of data/information

Hiring talented business and/or technology professionals

Launching new products/services quickly enough

22%

21%

18%

17%

16%

14%

14%

14%

12%

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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Enterprises prioritize operational efficiency
and CX improvements

i isfi What are the most important business priorities for your customer care

Enterprises are less satisfied P P y

with cost arbitrage or temporary company/organization over the next 12-24 months?

SaVIngS from thelr CX partners' Improve operational efficiency 34%

but rather seek ongoing

scalable value from operational improve customer experience 3%

efficiencies and improved CX. Reduce costs 26%
Drive innovation 22%
Offer sustainable products/services 21%
Identify and implement options for revenue growth 21%
Expand into new markets/geographies 20%
Increase employee productivity 19%

Improve talent performance, retention,

[¢)
and engagement 17%

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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CX partner selection criteria

In selecting a third-party provider for business process outsourcing
services, which of the following criteria would your organization use to

While pricing options rank as the
primary selection criterion,
enterprises emphasize flexibility in
contract structures rather than
cost minimization alone. The abillity
to adjust pricing models based

on performance and changing
needs reflects expectations for
dynamic partnerships, not static
vendor arrangements.
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down select/shortlist vendors?

Contract pricing options and flexibility (price, rate, performance)
Talent skills at vendor

Use of intellectual property and critical technologies

Provides dedicated team with access to vendor executives
Provides credible and compelling examples or use cases of ROI
Global scale

Track record of demonstrated results for my domain/industry
Offers road maps in transforming processes and/or technology

Provides credible and compelling proofs of concept (POCs)

Return to table of contents

28%

24%

24%

21%

20%

18%

17%

15%

15%

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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CX providers must demonstrate financial
value beyond cost saving

Though cost savings ranks as the
primary outcome, enterprises
evaluate CX partnerships across
multiple financial dimensions.
Operational efficiencies, such as
process productivity, also have a
direct impact on financial results.

—
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What quantifiable business outcomes and cost efficiencies do organizations
achieve when partnering with CX service providers?

Cost savings 25%
Revenue growth 23%
Productivity gains (e.g., revenue per employee) 22%
Return on investment (ROI) 21%
Profitability 20%
Align costs to business unit spending 15%
Gross margins 15%
Operating margins 13%
Return on assets (ROA) 12%

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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Enterprise functions most likely outsourced
to a CX partner

IDC's 2025 su rvey shows customer Which are the main customer care/contact center functions you currently
outsource or would most likely outsource to a third-party business process

analytics as the service most . :
outsourcing provider?

likely to be outsourced, compared

with the 2023 survey, which had Customer analytics 27%
fulfillment/transaction processing T Y i
in the top spot.
Customer retention management 22%
Inbound customer service 20%
Enterprises now prioritize customer Payment collections 18%
analytics that reveal behavioral
Inbound B2B sales 17%

patterns and predict outcomes,

such as USiﬂg contact center data Customer acquisition management 15%
to identify churn signals or uncover
cross-sell opportunities.

Order fulfillment and transaction processing 1%

Inbound B2C sales 9%

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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Holistic execution separates leading
CX providers

250/0 Of enterprises VieW basiC deliverables Which of the following factors drive the hlghest level of satisfaction
with the business process outsourcing provider(s) that
your company/organization utilize(s) to support your function?

(including delivery alignment, SLA/KPI
fulfillment, and improved financial
management) as the most important Effectively align the delivery of services 259

. . with your company °
elements that determine enterprise

. . . Meet SLAs/KPIs as required 24%
satisfaction. They also value provider
. . Improve overall financial management 249
partnerships that include contract of your company o
flexibility for service-level adjustments. Enable improved product innovation 22%
and leadership
Improve employee satisfaction 20%
Drive down costs further than expected 19%
Be proactive in providing advice 18%

and guidance

Respond to changes when needed 16%

Take a long-term view of what will be o
) 16%
needed to support your business

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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Where the market is heading:
Emerging agentic Al technology in CX services

Please indicate what stage your company/organization is at in utilizing
agentic Al as part of its business process outsourcing services.

While generative Al (GenAl) infuses
many mainstream solutions, agentic Al
goes a step beyond in CX services.

For example, an agentic Al system
could detect a customer’s billing
Issue, autonomously coordinate with
payment and account systems to
resolve it, and proactively notify the

customer before they ever need to call.

Today, 32% of enterprises deploy
agentic Al, while only 6% report no
interest in this technology.
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We have identified potential use cases but have
not deployed agentic Al

We are exploring agentic Al but have not identified
use cases

We have deployed less than five agentic Al uses cases

We are taking a wait-and-see approach for agentic Al

We have deployed 6 to 10 agentic Al use cases

We have deployed more than 10 agentic Al use cases

We are not interested in utilizing agentic Al

Return to table of contents

28%

22%

16%

1%

9%

7%

6%

n = 287; Source: IDC's Worldwide Business Process Outsourcing Services Survey, July 2025
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Essential guidance for choosing

a CX services partner

Enterprises should seek the following capabilities from a CX services partner:

o, | Transformation e
ooy . ati . Jatefe
1> | Aprovider should have a modernization plan for business STe

processes utilizing digital technologies to improve employee
productivity and enhance the customer journey.

Data governance and security

Competency in data quality is important, as are privacy

standards that include information security, legal oversight, &
and regulatory compliance. The provider should have

a risk management function that assigns risk levels to Al

technologies for CX services and tests these technologies

to confirm reliability.

vy
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Domain expertise

Look for an understanding of the dynamics and complexities of
your organization’s specific industry needs. Risk, compliance,
and regulations vary by sector, requiring partners to possess
specialized competencies in CX services.

Al strategy

A provider should have the ability to build an Al strategy,
maturity assessment, and operating model. They also need
to support responsible Al policy development, reskill staff,
and handle business process and workflow productivity.

Agentic Al

Ask about the provider’'s knowledge of agentic Al solutions in
customer care and CX scenarios and how they propose

to use them to boost productivity and enhance customer
engagement across multiple channels.

1
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Raymond Pucci
Research Director, Intelligent Finance and Customer Care Business Process Services, IDC

Raymond Pucci is research director for IDC's Intelligent Finance and Customer Care Business
Process Services program. Pucci's research focuses on providing valuable insight at the
worldwide level into the dynamics of business process services markets (also referred to

as business process outsourcing services) and the competitive landscape serving these
markets. These markets include coverage of customer care, finance and accounting,
procurement, and logistics business functions. In developing research for this program,

this practice also provides analysis on how technology solutions and capabilities such

as Al, machine learning cloud and analytics impact the use, and adoption of these business
process services. Additionally, this program develops research that examines buyer
adoption patterns in utilizing these services and in what areas vendors need to invest to help
enterprises achieve critical objectives, such as process improvement, workforce digitization,
cost effectiveness, revenue optimization, and higher profitability.

( More about Raymond Pucci - >
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Message from the sponsor

TELUS Digital

TELUS Digital is a CX transformation partner to over 600 global clients.

Operating at enterprise scale while maintaining a focused, client-centric approach, we help
brands accelerate revenue growth and operational efficiency with Al-fueled technology
and expert teams. With customer experience management solutions that span CX strategy
and transformation, contact center outsourcing, and customer care Al and technology,

TELUS Digital is positioned to help brands win the moments that matter, right across the
customer journey.

Learn more about TELUS Digital
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IDC Custom Solutions produced this publication.
The opinion, analysis, and research results presented herein are drawn from more detailed research and analysis
that IDC independently conducted and published, unless specific vendor sponsorship is noted. IDC Custom Solutions

makes IDC content available in a wide range of formats for distribution by various companies.

This IDC material is licensed for external use and in no way does the use or publication of IDC research indicate IDC’s

endorsement of the sponsor’s or licensee’s products or strategies.
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International Data Corporation (IDC) is the premier global provider of market intelligence, advisory services, and events for

the information technology, telecommunications, and consumer technology markets. With more than 1,300 analysts worldwide,
IDC offers global, regional, and local expertise on technology and industry opportunities and trends in over 110 countries.

IDC's analysis and insight helps IT professionals, business executives, and the investment community to make fact-based

technology decisions and to achieve their key business objectives.
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