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Business process outsourcing is a $135 billion industry and for good reason. The 
demands of handling customer service in-house are stressful for business owners and 
they're looking for ways to outsource customer service to take the pressure off of 
customer support and provide a much better experience to customers. Outsourcing 
customer service might sound like a headache, but in this day and age, it doesn't have 
to be. If you're thinking about outsourcing customer service, consider implementing a 
cloud call center solution to help you engage customers effectively and efficiently. 

When Outsourcing Customer Support Makes Sense 

If you're not sure whether outsourcing is the right move for you and your business, 
consider whether it's a necessity or whether it's just something you'd rather not deal 
with in-house. Several factors can help you determine whether you should be 
outsourcing your customer service, including when you need to increase (or decrease) 
support coverage fast, when you want to improve your customer care handling, when 
the direction of your company isn't completely certain, and when you're just starting 
out. 

Don't outsource your customer service support just to decrease costs or if you just 
don't want to think about it. These aren't really great reasons to outsource and could 
cost you in the long run if these are the sole reasons for your decision. 



The Keys to Successful Outsourcing 

When it comes to making a successful, hassle-free transition to outsourcing your 
customer service, you'll want to keep these tips in mind. To ensure that you choose the 
best possible company to provide the highest quality customer service available, you 
need to understand a few things about your company. For example, you'll need to 
think about things like your company's voice and tone - be sure the company you hire 
to handle your customer service understands that and can easily mimic your brand 
voice. 

You'll also need to consider security and legal issues, how you'll train the new team, 
how you'll handle talking to multiple providers and how you'll make a decision on 
whom to hire. Think about what tools you already have internally and consider allowing 
the external team you hire to use those tools. 

Determine how your external team will handle your incoming customer inquiries and 
how you'll effectively communicate with your external team on a daily basis. 
Communicating with your external team is just as important as having an external team 
to begin with. Cloud contact center solutions can help you do all of this and more. 

Best Practices for Outsourcing Customer Service 

Outsourcing customer service is somewhat tricky for those who haven't conquered this 
feat before. But cloud contact center solutions can help ease the transition from in-
house customer service to outsourcing customer support. Here are five best practices 
to consider for outsourcing your customer service using a cloud contact center. 

1. Tailor Your Customer Engagement Platform. 

Your customer engagement platform is how you'll access all detailed customer 
information from name, email address, and phone number to interaction activity, such 
as the last method of contact, the time of that last contact, and the reason for it. 

Your customer engagement platform should be an all-encompassing solution for your 
customer service outsourcing needs. With the right platform, you should have the 
capability for customers to self-serve prior to making direct contact with your live 
agents. Consider using service intelligence, which allows your company to provide 
personalized interactions in and across every channel by shaping the customer 
experience using customer data, interaction, and personal preferences. Reporting and 
analytics can help you better understand your customer's journey using complete 
engagement reporting and analytics to help you focus on service strategies and 
operational efficiency. 

2. Shared Real-Time and Historical Reporting. 



Shared real-time and historical reporting data helps companies keep up-to-the-minute 
information on customers that can be combined with other sources of business data. 
With historical reporting and dashboards, your company can easily evaluate data and 
expose trends that help progress business operations and service strategies. This 
practice will only help your live agents provide the best possible customer service 
because they'll be able to see every piece of data about that customer from one 
source and your live agents will never have to worry about whether that information is 
the most current. 

3. Implement Omni-Channel Support.  

Your customers want to interact with your business across multiple channels these days 
- via your website, mobile apps, social media, email, SMS/text, and via live chat. In 
order to keep your customers' information and activities organized and in one place, 
consider using omni-channel support and your live agents will never have to go 
searching through a stale spreadsheet or outdated database for obscure customer 
data again. 

4. Apply a Comprehensive Workforce Optimization.  

A comprehensive workforce optimization solution can help your business maximize 
productivity and workflows using multi-channel, skills-based forecasting of interaction 
volumes and scheduling, coupled with multiple staffing scenario development with 
powerful, strategic "what-if" analysis by making sure you always have the right 
resources on hand. A workforce optimization package can help increase agent 
productivity as well as enhance their daily work lives while simultaneously improving 
the overall customer experience. 

5. Focus on the Customer.  

If you're too focused on saving money or you're just trying to get rid of the headache 
of dealing with in-house customer service agents, you'll be setting yourself up for 
failure. Instead, try focusing more on the customer and how he/she will benefit from 
what you're doing. Be sure you're implementing feedback from your customers about 
your company and that your tools and metrics are aligned so that the quality of your 
customer care across the board isn't suffering. In order to get high-value customer 
support, you need to set aside some time to think about the most effective ways to 
create a winning customer service team that uses best practices when interacting with 
customers. A cloud contact center can help you keep the focus on the customer and 
drive you toward outsourcing success. 

Outsourcing your company's customer service can be a breeze with the help of a cloud 
contact center solution provided by one of the leaders in the industry. So, if you're 
ready to take the dive and outsource your company's customer service support, 



consider implementing a cloud contact center solution for the reasons mentioned 
above. To provide a unified, high-quality customer experience, you'll need modern 
technology to guide you through the murky waters of outsourcing customer support. 

 


