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As technical complexity increases and customer expectations evolve, leading 
organizations are turning to specialized Business Process Outsourcing 
partners to deliver superior technical support at scale. Recent data reveals 
compelling advantages that transform support from cost center to 
competitive differentiator.

The boutique 
BPO advantage

The 2024 data clearly demonstrates that strategic outsourcing partnerships deliver measurable 
advantages in cost efficiency, service quality, and operational capability. However, success 
depends on partner selection. Traditional legacy BPO providers deliver scale. Boutique and 
specialized strategic partners like CGS Nexus combine enterprise-grade capabilities with 
personalized attention, rapid decision-making, and deep technical collaboration. This approach 
shifts outsourcing from tactical cost management to a strategic competitive advantage.

Organizations evaluating outsourced technical support should seek partners who deliver 
operational excellence, strategic guidance, an innovation-minded partnership, and the flexibility 
to evolve as business needs change.

06.
Reduction in escalations 
with AI
Organizations implementing AI-driven BPO 
solutions reduce escalations by 40% and 
resolve tickets 20% faster, according to 
CrushBank's 2024 analysis. This rapid scaling 
capability—achievable in 2-6 weeks versus 
3-6 months for internal hiring—provides 
flexibility for product launches, seasonal 
peaks, and rapid growth while maintaining 
quality with the ability to scale both up and 
down as business needs evolve.
Source: CrushBank 2024 AI IT Support Analysis;
Auxis 2024 Help Desk Trends Report
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01. 
Average cost
reduction through BPO
Organizations achieve 15-30% average cost 
savings through strategic outsourcing 
partnerships, with ISG research specifically 
documenting 15% savings over in-house 
operations. These savings stem from 
optimized global delivery models, reduced 
labor costs, and operational efficiency gains 
that enable enterprise-grade capabilities at 
growth-stage economics.
Source: ISG 2024 Market Lens BPO Study; IAOP 2023 
Global Outsourcing Report
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03.
Customer satisfaction 
scores (CSAT)
Leading BPO providers in B2B software and 
SaaS achieve CSAT scores in the high 70s, 
with banking at 80%, according to the 
American Customer Satisfaction Index 2024 
benchmarks. These satisfaction levels match 
or exceed in-house support benchmarks while 
delivering significant cost advantages through 
specialized training, AI-powered quality 
monitoring, and dedicated account teams.
Source: American Customer Satisfaction Index (ACSI) 
2024; IBM CSAT Industry Benchmarks 2024
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07.
Global businesses
leverage outsourcing
80% of businesses worldwide leverage 
outsourcing to streamline operations, with 
92% of G2000 companies (the world’s largest 
2,000 public companies) utilizing IT 
outsourcing services according to ISG research. 
This widespread adoption reflects recognition 
that specialized BPO providers deliver superior 
outcomes while freeing internal engineering 
teams to focus on product innovation and 
competitive differentiation.
Source: Clutch 2023 Global Business Services Survey; 
ISG 2024 Global Outsourcing Report
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04.
Languages &
global talent access
Global BPO partners provide immediate 
access to technical talent across 35+ 
languages and specialized domains, 
eliminating months-long hiring cycles. 
Companies like Klarna operate across 23 
markets with support for multiple languages, 
delivering expertise in specific technologies, 
platforms, and industry verticals that would 
be prohibitively expensive to build internally.
Source: Klarna 2024 AI Customer Service 
Implementation; Grand View Research 2024
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05.
Follow-the-sun
support coverage
Strategic global delivery hubs enable true 
24/7/365 technical support, a critical 
capability driving BPO market growth 
according to Precedence Research. With 
80% of consumers expecting 
round-the-clock service availability, 
outsourcing partners provide continuous 
coverage across time zones without costly 
third-shift premiums—essential for SaaS 
platforms and global enterprises.
Source: Precedence Research 2024 Contact Center 
Outsourcing Market Report; Customer Service 
Statistics 2024

02. 
Faster response times 
with AI-powered BPO
B2B SaaS companies using AI-first support 
platforms see 40% faster response times 
compared to traditional help desk software, 
according to Gartner's 2024 research. 
Real-world implementations demonstrate 
even more dramatic improvements, with 
companies like Klarna reducing resolution 
time from 11 minutes to 2 minutes through 
AI-powered automation.
Source: Gartner 2024 B2B SaaS Support Research; 
Klarna 2024 Case Study
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