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In today’s market, businesses 
that master speedy, effective 
customer service become 
businesses that thrive.
The logistics of handling real-time customer inquiries require expertise across 
multiple disciplines:

• Recruitment and training 

• Technology and security

• Performance management

• Customer experience insights and actions

However, turning outward for customer experience support means giving a third 
party high-level access and responsibility. 

You’ll be trusting these people with your customers. 

So, before you put your calls, live chats, or other communication channels in 
the hands of another business, you’ll want to do your homework. To help, we’ve 
compiled seven key attributes to look for before committing to a BPO call center. 

1. Positive 
Company Culture 
with Limited 
AttritionT
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Attrition refers to the decline in a company’s effectiveness 
through a reduction in resources. A call center’s greatest 
resource is its people, so what you don’t want is one with a 
revolving door of employees. Unfortunately, turnover in call 
centers is notoriously high, which is why this issue tops our list.   
 
For top-tier service your customers demand, you need tenured 
agents familiar with your business, and you’ll only achieve your 
goals with partners who maintain a positive company culture.

Look for BPOs that :

Listen to how leaders speak about their workforce. Do they view 
employees as subordinates they must manage or as integral 
players in the organization’s success? 

You’ll be paying (literally) for attrition, so ask for hard data.

Recruit and hire 
the right people

Offer meaningful 
rewards and 
incentives

Create a team 
environment

Prioritize career 
coaching
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• Convenient, effective 
service at every 
touchpoint

• Courteous agents
• Organic communication 
      (no script reading)

• Strong product knowledge
• Dedicated agents with brand 

familiarity 
• High-level understanding 

of omnichannel customer 
service

The most accurate way to assess a call center’s 
performance is to look at customer satisfaction

To find out if a BPO has what it takes, research the company’s track record 
and performance. Has it been certified by a national association? You should 
also ask for client references, not just written testimonials. 

(those who call in) and client reviews (those who hire the organization).

Customers Want Clients Want

2. Expert Agents 
Who Understand 
Your Brand
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What do the 
hiring process 
and initial 
training entail?

What quality and 
quantity metrics 
are used to 
evaluate agents?

Do leaders have 
management skills 
along with specialized 
content knowledge?

What practices 
are in place to 
ensure continuous 
improvement? 

How do you get more than a room full of warm bodies answering 
phones? With exceptional onboarding and training resources that 
don’t disappear three months after training ends.

So, before making anything official with a vendor, be sure to ask some 
pointed questions:

It’s great to ask for concrete data but remember — numbers don’t tell 
the whole story. Micromanagement and hyper-attachment to analytics 
don’t always create a positive work environment. A good customer 
experience BPO will know how to balance both. 

3. Effective 
Onboarding 
& Continuous 
TrainingT
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When evaluating a vendor’s tech stack, look for:

• Flexible processes and platforms4 that can change with your needs and 
industry trends 

• A mix of digital and human solutions (the capability to start with a voice call 
and transition to chatbot, or vice versa) 

• Seamless interaction across touchpoints (customers likely don’t know — or 
care — that agents work for a third party)

In the end, companies that leverage technology to support human efforts can 
more easily adapt to changing customer preferences. 

4. Technology 
That Supports 
a Stellar Team

A well-working contact center needs cutting-edge technology to manage call 
volumes. Among the more sophisticated systems, AI capabilities exist that 
can help analyze calls and identify useful data and trends. However, even the 
most high-level software falls short without capable people behind it.

Of customer experience 
experts think ALL customers 
should have access to live 
voice agents.3
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Goldilocks had wisdom when she said, “Not too 
small, not too large, but just right.”

• More agents don’t always equal increased efficiency 

         (completed cases provide a more accurate measurement of value).

• They might be able to scale faster, but excess red tape can slow decisions and action.  

• They may have minimum call volume requirements and be unwilling to work with smaller brands.

• Companies that are too small may lack funding and resources to keep up with your 
company’s growth.

• They may not be able to keep costs competitive.

• They may lack strong data security.

• Mid-size vendors may not struggle with the highs and lows that plague other BPOs. 

• Their size provides flexibility to serve small companies or bigger brands who need help with a 
specific goal or campaign.

• They’re mature enough to have high-quality processes and platforms and accessible enough 
to provide personalized service. 

5. Sizing 
That’s Just 
Right

Large BPOs

Small BPOs

Mid-Tier BPOs
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Regardless of a call center’s 
size, it should communicate 
with you and serve your 
business goals like a 
boutique.
You deserve a dedicated point of contact who:

• Spends significant time learning your business and industry

• Provides weekly/monthly status and customer satisfaction reports

• Monitors and measures emerging and changing issues via CX technology

It helps to think of a BPO company as an extension of your in-house team, 
a partner for developing strategies that build brand loyalty and reduce call 
volumes.

An ally like this will not only serve your customer inquiry needs but will provide 
insights into common customer issues and problem-solving.

Remember, analytics can tell you what, but experts should tell you why.

6. Top-Tier 
Service & 
Insights
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7. Transparent, 
Results-Driven 
Pricing

Ah yes, cost. Because every business has a budget. 

Of course, you should understand upfront how the vendor sets rates. 
Some of the most common methods are:

This arrangement has serious advantages, like incentivizing improvements 
and creating a more equal partnership between client and vendor. For optimal 
results, you’ll need steady communication and clear performance metrics. 

Per Hour: Productive or payroll hour, this mechanism 
is easiest to manage. 

Per Minute: This option includes only time spent serving your 
customers (and eliminates time spent on activities not directly 
in support of customer inquiries). 

Outcome-based: Gaining popularity, it emphasizes 
desired results over flat fees (e.g., you pay for 
completed cases instead of calls taken).

Flat Rate: Less straightforward, this method depends 
on several factors, like onshore vs. offshore, inbound vs. 
outbound calls, shared vs. dedicated agents.
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1. Low attrition rates thanks 
to The Valor Way®, our 
unique approach to culture, 
training, and incentives that 
creates happy, tenured, 
high-performing agents

2. A minority-owned business 
that consistently ranks first 
or second in performance 
metrics 

3. Dedicated experts who 
undergo rigorous screening, 
comprehensive training, and 
continuous education 

4. An AI-driven platform 
that unifies analytics and 
contextualizes conversations 
for a deep understanding 
of customer behaviors and 
preferences

5. A mid-size customer experience 
brand perfectly positioned for 
agility and service

6. Weekly insight reports

7. Resolution-based pricing (no 
flat rates)

The truth is, thousands of call center BPOs exist, but you can find the right fit if 
you know how to narrow the field.

At Valor Global, we understand the importance of an unparalleled customer 
experience. We partner with industry titans — like Hulu and T-Mobile — and small 
to medium-tiered brands because our capability and performance remain 
unmatched in the industry. 

When you trust us with your customers, you get:

We live to turn customers into raving fans. 
Reach out today so we can learn more about your business. 

Takeaways
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