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New skills are key  
for survival

Today’s contact center workforce must have complex problem solving skills, excel in people management, 
coordinate well with others, and possess high emotional intelligence.

These traits will not only lead to success in service and sales situations, but also create an environment 
where the team is empowered to make decisions to benefit both the company and customers during highly 
valuable and complex customer interactions. Finding these new skills in a cost-efficient manner can be 
challenging. That’s why an outsourcing partner with experience and expertise can take the burden off a 
brand so it can focus on its core business mission. In this strategy guide, you’ll find 4 reasons why it’s critical 
to find the right CX partner for your outsourcing needs.
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Hire right
R E A S O N  O N E

It’s hard and costly to find CX labor in today’s 
environment. Contact center turnover is high, and often 
associates don’t have the right set of skills for the job. 

An outsourcing partner can quickly and effectively 
represent your organization for ongoing and seasonal 
support. They understand the skills and personality 
types that work best in CX roles, and have the tools and 
resources to find and staff them quickly an efficiently.

Ensure a deep understanding of vision, values, and cultures – and 
embed these cultural priorities in the program so customers feel 
consistency with the brand.

Align cultures

CX TIP
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Move quickly  
and efficiently

R E A S O N  T WO

The global marketplace demands support at any time, 
on any channel, in any language. Associates have to 
either meet these expectations or risk a frustrating and 
disconnected experience. 

An outsourcing partner has resources around the 
world. The ability to deploy the best of people and 
technology, physically and digitally, at a moment's 
notice is critical for seasonal surges and emergencies. 

Have a plan in place to address issues and mitigate 
risks during the transition, and be prepared to handle 
unexpected customer concerns.

Stay nimble 

CX TIP
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Foster digital and 
human teamwork

R E A S O N  T H R E E

Customers want more digital and tech options. Brands must 
provide multiple channels of support, and know which channels 
work best for different types of interactions. 

Work with an experienced partner who can balance technology, 
digital channels, and people in a cost-effective manner. 

Prioritize “blocking and tackling” to ensure basic operational  
factors such as knowledge management, workforce management, 
quality assurance, etc. are in place to better serve customers.

Fix what’s broken

CX TIP
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Tap into CX expertise
R E A S O N  F O U R

Too many brands are focused on their products and 
services, with customer service serving as a secondary 
function. Yet customers are increasingly looking to the 
customer experience after a sale as a differentiator, 
sometimes ahead of the purchase. 

The right partner lives and breathes customer experience.  
They offer end-to-end CX capabilities, leverage digital 
and next-gen strategies, provide operations rigor,  
and hire and retain world-class associates who serve as 
brand ambassadors.

Move beyond cost and service levels to bring together a 
collaborative, strategic team that delivers value for customer 
and company.

Develop a strategic partnership

CX TIP
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Which shore is 
right for you

Deploy associates in your 
home country or region 
who can easily relate 

to customers and their 
experiences. This option 
is best used for privacy, 

security, and brands with 
sensitive information or  
regulatory constraints. 

Onshore Offshore Nearshore At-home Managed

Provide service from  
low-cost regions around 

the globe to reduce costs 
and tap into seasoned 
CX experts. Simple or 

transactional interactions 
are the easiest  
to move here. 

Work with contact centers 
in a neighboring country to 
maintain a similar culture, 
proximity, and language 

to the brand, but at more 
affordable cost.

Recruit onshore associates 
who work from home to 
reduce overhead costs, 
lower attrition, and raise 

retention. Not having 
geographical barriers 

lets you recruit the best of 
the best anywhere. 

Keep your own contact 
center, while finding 
partners to help with 

particular client needs 
like talent acquisition, 

leadership development, 
workforce, management, 
and coaching. This can 

let you focus on everyday 
business and CX. 
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Support staff has now grown 
to support additional lines of 
businesses such as social media and 
VIP support to preferred merchants. 

support team growth
40 to 2,000

CSAT score
73%

Results

Outsourcing in action:  
Startup e-commerce

Problem

A popular online food delivery company was growing fast, almost too fast. Customer 
service needed to keep up. So it turned to TTEC as an outsourcing CX partner. It wanted 
to rapidly recruit and train associates to reach customers, delivery staff, and merchants 
on the channels they prefer in real-time. 

Solution

We identified frequent issues facing their employees, such as delayed orders and 
malfunctioning apps. Armed with this insight, we redesigned the training curriculum to 
address key issues to effectively recruit and train new associates. This was strengthened 
by a strong referral network of veteran teammates who understood what it took to deliver 
genuine and fast service in the industry. They helped us boost their ranks by recognizing 
and recruiting like-minded associates. 

C A S E  ST U DY
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Discover the  
right outsourcing  
partner today
TTEC is a sales outsourcing partner that builds customer 
loyalty by engaging customers at the right time with the right 
offers. Now is the time to delight customers with exceptional 
collaboration across the globe. 

ttec.com/outsourcingcx@ttec.com
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About TTEC
TTEC Holdings, Inc. (NASDAQ: TTEC) is one of the largest global CX (customer experience) technology and services innovators for end-to-end, 
digital CX solutions. The Company delivers CX technology and operational CX orchestration at scale through its proprietary cloud-based 
CXaaS (Customer Experience as a Service) platform. Serving iconic and disruptive brands, TTEC’s solutions span the entire enterprise, touch 
every virtual interaction channel, and improve each step of the customer journey. Leveraging next-gen digital and cognitive technology, 
the Company’s Digital business designs, builds, and operates omnichannel contact center technology, conversational messaging, CRM, 
automation (AI / ML and RPA), and analytics solutions. The Company’s Engage business delivers digital customer engagement, customer 
acquisition & growth, content moderation, fraud prevention, and data annotation solutions. Founded in 1982, the Company’s commitment to CX 
excellence has earned its leading client NPS scores worldwide. TTEC’s nearly 61,000 employees operate on six continents and bring technology 
and human ingenuity together to deliver happy customers and differentiated business results. To learn more, visit us at ttec.com
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