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Outsourcing

Clinton Cohen - CEO of iContact BPO

iContact BPO has carved out a distinctive

niche by specializing in what most large

BPO providers consider too small: the 10-

seat starter BPO model. 

JOHANNESBURG, SOUTH AFRICA,

March 25, 2025 /EINPresswire.com/ --

In an industry dominated by massive

contact centers and rigid minimum

client take-on requirements, iContact

BPO has carved out a distinctive niche

by specializing in what most large BPO

providers consider too small to bother

with: the 10-seat starter BPO model. 

This South African BPO provider has turned a seeming limitation into its greatest strength:

becoming the go-to partner for businesses taking their first steps into the outsourcing world and

those requiring a highly niched outsourcing solution to grow their business.  

We built our operational

framework around

efficiently and professionally

supporting clients who want

to start with just 10 seats –

as well as those who have

specialised outsourcing

requirements.”

Clinton Cohen, CEO of

iContact BPO

Traditional large BPO providers typically demand hefty

economies of scale, with business models designed

around delivering hundreds or even thousands of seats.

They tend to concentrate their business development

efforts on landing contracts with substantial immediate

value and very quick ROI – to justify the operational

overheads and upfront investment in recruitment,

onboarding and establishing operational protocols for a

new client.  

But for businesses looking to test the outsourcing waters

and operate on a proof-of-concept basis, this environment

creates a frustrating catch-22: they can't access quality BPO services without committing to

larger operations, but they also can't justify larger operations without first proving that the

model works for their specific needs.

http://www.einpresswire.com
http://www.icontactbpo.com/
http://www.icontactbpo.com/
https://www.icontactbpo.com/resources/


iContact BPO

“iContact BPO recognized this gap in

the market and developed a business

model tailored to address it. Rather

than treating small-scale engagements

as a non-starter, iContact BPO has

embraced this as a core and highly

specialised offering.

"We built our operational framework

around efficiently and professionally

supporting clients who want to start with just 10 seats – as well as those who have particularly

niched or specialised outsourcing requirements. Think CX, foreign languages, technical support,

orders and sales fulfilment, surveys, customer service and so on," explains Clinton Cohen, CEO of

iContact BPO. 

"Where larger providers will want to enforce their models and fixed playbooks, we see

opportunity in partnering with businesses at the beginning of their outsourcing journey. We can

grow alongside them and scale their outsourcing model as their business grows. We can also

help them to road-test the quality of service delivery from a new geography, South Africa. 

"This specialization has yielded several key differentiators for us.  iContact BPO’s purpose-built

tech and software agnostic platforms enable rapid implementation and cost-effective operations

- without sacrificing quality or capabilities. Recognizing that many clients are new to outsourcing,

we’ve also developed comprehensive onboarding processes that address the unique educational

and support needs of first-time outsourcers. 

“Our model incorporates scaling mechanisms that allow clients who are ‘starting small’ to

incrementally expand their operations based on validated success. This enables businesses to

grow outsourced functions in lockstep with their comfort level. iContact BPO provides levels of

senior management attention and strategic input that would typically be reserved for much

larger accounts at traditional BPOs - ensuring that even 10-seater operations get executive-level

oversight and strategic partnership. Our client portfolio includes numerous success stories of

organizations that began with small seat counts and then expanded outsourced operations to

100+ seater operations based on demonstrated success,” adds Cohen. 

Rather than massive, all-at-once transitions, forward-thinking organizations prefer incremental

approaches that allow them to validate results before expanding. As businesses increasingly

seek flexible, low-risk approaches to operational transformation, iContact BPO’s small-scale

model gives a glimpse into the future of the BPO industry. Evolution, rather than revolution.

“For organizations taking their first steps into the world of BPO, the iContact BPO model offers

both reduced risk and the increased likelihood of long-term success in reducing costs, improving



CX, growing the bottom line, and providing the scale and support needed to act rapidly wherever

and whenever market opportunities arise,” concludes Cohen.
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