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What Is The Estimated Industry Size Of Telephone Call Centers Market?

In recent times, there has been a modest expansion in the size of the telephone call centers
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market. The market which was valued at $136.61 billion in

2024 is predicted to reach $138.62 billion in 2025,

exhibiting a compound annual growth rate (CAGR) of 1.5%.

The past growth witnessed in the market is due to the

escalating demands for customer service, prevalent market

competition and efforts towards customer retention.

Moreover, cost-effectiveness and outsourcing tendencies,

as well as a  worldwide reach coupled with multi-language

support have also spurred this growth. Lastly, the

integration of new technologies to better the service has

also contributed positively to the market growth.

In the coming years, the market size for telephone call centers is anticipated to witness a steady

increase, poised to reach $150.51 billion by 2029, growing at a compound annual growth rate

(CAGR) of 2.1%. This growth during the predicted period can be ascribed to factors such as the

accentuation on omnichannel customer experience, commitment to employee education and

welfare, expansion of remote work arrangements and virtual call centers, usage of data analytics

for understanding customer behavior, the need for regulatory compliance, and ensuring data

security. Key trends expected during this timeframe are personalized customer interactions,

utilization of unified communications, implementation of cybersecurity protocols, provision of

self-service features, and the adoption of outsourcing and offshoring practices.
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Download a free sample of the telephone call centers market report:
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What Are The Major Factors Driving The Telephone Call Centers Global Market Growth?

The anticipated expansion of the telephone call center industry can be attributed to the

increasing number of e-commerce vendors. These vendors include both businesses and

individuals who buy and resell products and services on the internet. These e-commerce

activities take place over devices like computers, tablets, mobile phones, and other smart

devices, and span across various market segments. E-commerce companies utilize call center

services to aid customers in making informed online purchasing decisions, address their issues,

and ensure a seamless consumer experience. As such, growth in the e-commerce sector

amplifies the need for telephone call centers. For example, Ecommerce Europe, an organization

representing European companies selling products and/or services online to consumers,

reported in February 2023 that France's e-commerce industry (encompassing both products and

services) earned a revenue of €146.9 billion ($159.11 billion) in 2022. This pointed to a 13.8%

increase from 2021. Consequently, the escalating e-commerce market/vendors are fueling the

expansion of the telephone call center industry.

Who Are The Leading Companies In The Telephone Call Centers Market?

Major players in the Telephone Call Centers include:

• Teleperformance SE

• Sitel Group

• Transcom WorldWide AB

• Atento S.A.

• Intrado Life & Safety Inc.

• TTEC Holdings Inc.

• Alorica Inc.

• Serco Group Plc

• Entel Call Center S.A.

• Sykes Enterprises Inc.

What Are The Key Trends And Market Opportunities In The Telephone Call Centers Sector?

Embracing technology is becoming a leading trend in the telephone call center market. The

principal players in the market are customizing their operations using novel technologies to

solidify their standing. Alorica Inc., an American company specializing in customer experience

management and BPO, is one such example. In June 2022, Alorica Inc. teamed up with Sanas to

employ groundbreaking AI technology that addresses language and accent complexities, thereby

delivering outstanding client interactions across its global platform. The accent translation

technology employed not only enhances comprehension of spoken language and proficiency in

foreign language but also resolves communication challenges that international teams and

clients may face. The advanced technology permits customer experience professionals to opt for

a dialect that lessens friction in live interactions while preserving the originality of the speaker.
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Sanas is a software developer from the U.S, who utilizes artificial intelligence for linguistic

translation.

What Are The Primary Segments Covered In The Global Telephone Call Centers Market Report?

The telephone call centersmarket covered in this report is segmented –

1) By Component: Solutions Or Software, Software, Consulting And Training, Integration And

Deployment, Support And Maintenance

2) By Deployment: Cloud-Based Call Centers, Hybrid Call Centers, On-Premise Call Centers

3) By Vertical: Banking, Financial Services, And Insurance (BFSI), Retail And Consumer Goods, IT

And Telecom, Media And Entertainment, Government, Healthcare, Travel And Hospitality, Other

Verticals

Subsegments:

1) By Solutions Or Software: Call Center Software, Predictive Dialers, Automatic Call Distributors

(ACD), Interactive Voice Response (IVR), Workforce Management Software

2) By Consulting And Training: Call Center Strategy Consulting, Performance Optimization, Staff

Training Programs

3) By Integration And Deployment: System Integration Services, Cloud Integration, On-Premise

Deployment

4) By Support And Maintenance: Technical Support Services, Software Updates And Upgrades,

Performance Monitoring Services

View the full telephone call centers market report:

https://www.thebusinessresearchcompany.com/report/telephone-call-centers-global-market-

report

Which Region Is Forecasted To Grow The Fastest In The Telephone Call Centers Industry?

In 2024, North America led the telephone call centers market. The projected growth analysis

includes regions such as Asia-Pacific, Western Europe, Eastern Europe, South America, Middle

East, and Africa in addition to North America.
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