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March 26, 2026 /EINPresswire.com/ --

Customer experience outsourcing has

become more complex than simply

choosing a contact center provider in

the right geography at the right price.

Today, outsourcing decisions sit at the

intersection of people, process,

technology, AI readiness, operational

maturity and long-term customer

experience strategy. In that

environment, the role of specialist

advisors has become increasingly

important.

Fred Stacey, CEO of Cloud Tech Gurus

(CTG), and Clinton Cohen, CEO of

iContact BPO, point to a growing reality: successful outsourcing outcomes depend less on who

can pitch the hardest and more on who can assess the client properly, understand the problem

deeply, and match the business to the right-fit BPO and technology solution.

As Fred Stacey explains, Cloud Tech Gurus operates in the middle of a large and highly

specialized CX ecosystem, working with a broad network of advisors, BPO providers and CX

technology suppliers. Every consultant in the network has managed enterprise contact centres

firsthand. 

“For clients exploring CX outsourcing, this is a critical advantage. The market is vast. There are

thousands of BPO providers globally, a growing range of onshore, nearshore and offshore

destinations, and a rapidly expanding universe of CX technologies. Most organisations do not

have the time, visibility or specialist knowledge to evaluate all of that effectively on their own,”

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


says Stacey.

“Since 2020, Cloud Tech Gurus has

evaluated 500+ BPO providers and

built an active network of 40+ vetted

partners across onshore, nearshore,

offshore, gig, and hybrid delivery

models - from enterprise-scale global

providers to mid-market specialists, to

vertical-focused providers (healthcare,

financial services, retail, technology), to

technology-forward BPOs and

boutique providers for specialized

requirements. Our gurus have

managed outsourced operations

firsthand and they know what

separates a polished sales pitch from a

provider that actually delivers,” adds

Stacey.  

Not every BPO is right for every client, and getting the match wrong can have serious

consequences. Unlike a technology proof of concept, which may be adjusted or reworked, a poor

BPO placement can damage customer experience, undermine business performance, and erode

trust.

Today, outsourcing

decisions sit at the

intersection of people,

process, technology, AI

readiness, operational

maturity and long-term

customer experience

strategy.”

Fred Stacey, CEO of Cloud

Tech Gurus

Before onboarding a BPO partner into its network, CTG

assesses the provider’s scale, leadership commitment,

operating maturity, track record, training capabilities,

delivery consistency and ability to support North American

or other relevant client markets. It also looks at whether

the BPO has evolved beyond the old model of simply

supplying seats.

“The days of seat counts are over. Every serious CX

outsourcing opportunity now has a technology

component, whether that relates to contact center

platforms, automation, AI, bots, analytics, knowledge tools

or digital workflow. This is a major point of distinction for CTG. We do not separate outsourcing

from technology, as modern CX delivery depends on both. That means our role is not only to

identify the right BPO partner, but also to ensure the client’s broader CX and technology needs

are taken into account,” he says. 



The value of CTG’s role is not only felt by clients; it is also highly relevant to specialist CX BPO

providers like iContact BPO.

From Clinton Cohen’s perspective, one of the key advantages of working with an expert

consultancy like CTG is that the hard yards are tackled upfront.

“CTG brings opportunities that have already been interrogated, shaped and aligned around a

specific client need and strategy. It changes the nature of the engagement for the BPO. Instead

of starting from a cold pitch or a vague brief, providers like iContact BPO enter the conversation

with the understanding that there is a strategic fit between the client’s requirements and pain

points, and our strengths as a CX partner,” says Cohen.

“The best partnerships are not built on forcing every opportunity toward the same provider.

They are built on trust, insight and the discipline to match opportunities with operators. Being

part of an ecosystem where an experienced advisor can credibly say 'this is the right provider for

this particular client' gives both parties a stronger starting point.”

Cohen also points to the advantage of having an advisor like CTG involved beyond the initial

introduction: “BPOs are constantly approached by technology vendors claiming to solve the next

CX challenge. It is difficult, even for experienced operators, to evaluate every platform, every

capability and every new proposition that crosses their desks. Having a trusted advisor with a

broad market view helps providers make sense of that noise.

“The relationship between CTG, its clients and its BPO partners is consultative and ongoing. Even

after a client has been matched and onboarded, BPOs and clients still turn to CTG for guidance

on technology options, market shifts, or solution design decisions that affect client success. This

creates a stronger overall partnership model. CTG supports the client by helping them to make

the right decision in the first place. It supports the BPO by bringing aligned opportunities and

informed insight. And when needed, it can still play a constructive intermediary role to help keep

stakeholders aligned,” adds Cohen.

AI, automation and platform modernization are changing client expectations and BPO operating

models. At the same time, many organizations remain unprepared for these shifts. 

As Fred Stacey notes, technology alone is not the answer. The underlying processes, data,

change management and operational readiness must also be in place.“This is why the role of

advisors with skin in the game and experience in the field becomes even more important.

Businesses need more than a vendor directory or a broker. They need experienced practitioners

who can assess readiness, understand the operating environment, and connect the right client

need to the right provider and technology approach.

“BPOs also benefit from these relationships. In a market where success increasingly depends on

delivering integrated CX solutions rather than pure labour arbitrage or capacity, being matched

accurately and strategically matters more than ever,” concludes Stacey.



As the market becomes more complex, more technology-driven and more interconnected than

ever, this advisory role is fundamental to CX outsourcing success.

Clinton Cohen

iContact BPO
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