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Market Overview:

Customer Care BPO (Business Process Outsourcing) is the toolset used to ensure the customer’s
satisfaction with a particular brand. Customer care BPO helps to resolve the impromptu
challenges, queries, and concerns relating to a service or product. The brands look for business
process outsourcing vendors that can provide a good and high quality of support to its
customers at the lowest possible cost for the long term success of a business. Customer care
BPOs also helps companies to reduce the operational cost, reduce the workforce, gain
competitive advantage, and build the brand reputation and increase customer connectivity and
loyalty.

Customers nowadays are very demanding in terms of services and the expectations are rising
day by day. To fulfill these expectations, the customer-centric business are taking customer care
BPOs services to provide the best customer service to their customers, including new, existing,
and potential customers. The growing concern for satisfying the customers is positively
impacting the growth of the customer care BPO market. The business activities in an
organization are critical, core, and non-core. Companies are focusing more on the core activities
which are the company's primary competencies hence companies are placing more emphasis on
core activities.

The global customer care BPO market report studies the recent trends, market size, and
investment opportunities in the Customer care BPOs market. Porter’s Five Forces Analysis
(potential entrants, suppliers, substitutes, buyers, industry competitors) has been done to
provide information for understanding the Customer Care BPO market in depth. The report also
points towards a steady growth of the BPO market during the forecast period of 2019-2026.
There is continuous evolution in providing better customer experience and improvement in the
automation and workflow management to fulfill the expectations of frustrated users.

Top Key Vendors:
Atento

Sykes Enterprises

HKT Teleservices
Concentrix (Convergys)
TeleTech Holdings
Acticall (Sitel)
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Alorica

Comdata

Serco

Transcom

Arvato
Teleperformance
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Market Segmentation:

On the basis of market segmentation by type, the global customer care BPO market can be split
into Cloud-based CCO and ON-premise CCO. The technology is becoming capable of assisting the
key companies to offer solutions like Cloud-based CCOs for a broad array of end-users and to
drive efficiency among the various leading BPO companies to embrace advanced solutions into
the business processes and practices. On the basis of applications, the global customer care BPO
market can be categorized into Telecom & IT, Healthcare & Life Sciences, BFSI, Consumer
Electronics, Government & Public and more. These sectors are using BPO services effectively and
efficiently to improve management practices and reliability across the organization.

Regional Overview:

On a geographical basis, countries like Japan, China, India, United States, Malaysia, Thailand,
Vietnam, Saudi Arabia, United Arab Emirates, Egypt, South Africa, Nigeria, Turkey, Indonesia,
Philippines, Brazil, Mexico, Colombia, Singapore, Spain, Poland, Russia, UK, Germany, France and
other countries are the major hubs in the Customer care BPO market. The report researches on
production, revenue, consumption, market share and growth of key companies in these
countries and provide the forecast for 2019-2026. The BPO market is also facing various
challenges throughout the globe regarding the increasing evolution of disruptive technologies
and the presence of huge competitors. Though Asia-Pacific is forecasted to be a leading market
for the customer care BPO.

Industry News:

VXI Global Solutions has announced the addition of three highly experienced industry executives
named Darrel Jones, Brad Levy and Heidi Solomon-Orlick as the vice president of business
development to its sales and solutions team. Meanwhile, emids, a digital engineering and
transformation solutions company has inked a partnership deal with New Mountain Capital. The
latter is an investment firm with more than US$20 billion in assets under management.
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