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What Are Clients of 

Outsourcers 
Looking for Now?Looking for Now?



What best describes your company’s
marketing and sales efforts?
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30%

How large is your company in annual revenues?
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60%

What percent of your call center traffic 
is outsourced vs. in-house?
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40%

How much do you spend on outsourced teleservices?
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80%

Where is your teleservices outsourcer based?
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60%

In the next year, do you plan to increase, decrease 
or maintain your current outsourced teleservices program?
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60%

If you plan to increase your outsourced teleservices 
program in the next year, by how much?

Avg. = 30.6%. = 30.6%
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Why does your company choose to outsource teleservices? 
(5 is “most important” and 1 is “least important”)
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How important are the following in selecting an outsourced teleservices vendor?

4

How important are the following in selecting an outsourced teleservices vendor? 
(5 is “most important” and 1 is “least important”)

4.0

3.65

4.5
3.96 3.96 3.91 3.95

3.83

3.62

4.0

3 2.87

3.32

2.55
2.38

2

0

1

0

my i
ndustry

 se
cto

r

va
nce

d te
ch

nology

raphic ca
ll c

enter
s

cu
rit

y p
ro

ce
dures

co
mplia

nce
 re

co
rd

ning an
d ex

perti
se

lle
d pro

gram
 m

ngt

str
ate

gic 
co

unsel
Cost 

per 
hour

ost 
per 

tra
nsac

tio
n

Cost 
per 

sa
le

mesti
c o

pera
tio

ns

ati
onal 

opera
tio

ns

& in
ter

. o
pera

tio
ns

Biz 
ex

peri
en

ce i
n m

y
Adva

No. o
f g

eo
gra

Superio
r s

ec
Im

pec
cab

le co

Exc
ep

tio
nal 

tra
ini

Skil
le

Sen
ior s Cos

Dom
Intern

at

Combo of d
om. &



What in your opinion is the ideal supervisor 
to representative ratio?
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80%

In general, how satisfied are/were you with your most recent 
outsourced teleservices relationship?
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60%

How satisfied were you with your off-shore teleservices 
outsourcer?58.8%60%
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How likely are you to change your 
teleservices outsourcer in the next year?
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Conclusions
• Growing satisfaction with teleservices outsourcers

• Domestic and international
• Shift towards domestic
• Increased spending on teleservices anticipated next year

F  i  lik l  t  h  d• Fewer companies likely to change vendors



Conclusions
• Key needs

• Business experience in my industry sector
• Superior security procedures
• Exceptional training and experience

Skill d  t• Skilled program management
• Impeccable compliance record



Questions??

John Redinger
VP, Sales & Marketing

Tim Searcy
CEO, g

jredinger@dialamerica.com
201-327-0200 ext. 2314

CEO
tim@ataconnect.org

317-816-9336


