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Generative and agentic Al are rewriting the economics of customer experience outsourcing.

Opus Research’s 2026 BPO, Al & CX Intelliview evaluates how six CX BPOs (Concentrix, Firstsource,
Foundever, iQor, TELUS Digital, and TP) apply Al inside their own delivery operations and in the
services they sell to clients. Using a two-axis BPO Al Maturity Model, a six-dimension Al operating
model profile, and the Intelliview Map, the report finds that no provider has yet reached Al-native
delivery, that BPOs sell Al better than they run it autonomously, and that proof of value and

accountability for failure remain the weak points.
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Key Highlights

> Leaders and Standouts. TP, iQor, Foundever, TELUS Digital, Firstsource, and Concentrix* are leading
solution providers highlighted in the 2026 BPO, Al & CX Intelliview Map, each with distinctive strengths
buyers should weigh against specific needs.

> BPOs sell Al better than they run it autonomously. Client-facing Al services is the cohort’s strongest di-
mension, with autonomous customer service the weakest.

> Proof is the market’s weak point. Among the RFI respondents, reported containment ranged from roughly
35% to 75%, two reported no containment figure at all, and definitions differ from provider to provider.
Buyers should insist on baselines, attribution, and evidence that results repeat across accounts.

» Workforce change trails the rhetoric. Every provider says frontline work is shifting toward exceptions and
judgment calls, but transforming the workforce to maximize Al value is still in progress.

» Accountability for Al failure has to be designed in. When the client, the BPO, and the technology vendor
each control part of the Al system, ownership of errors, handoffs, and remediation must be assigned before
launch, not after the first failure.

Introduction: The BPO Dilemma

Over the past few decades, CX BPOs built an enormous business around a straightforward proposition. They
could recruit, train, and manage people to handle customer interactions more efficiently than their clients could.
Labor arbitrage supplied much of the economic engine. Operational discipline and excellence kept it running.

Modern Al puts pressure on both parts of that equation. Agent assistance can reduce the time and expertise
required to complete work. Meanwhile, autonomous agents can take over portions of the work itself. For a
provider paid by the hour or the seat, helping a client need fewer people creates an awkward sales conversation.
Success can shrink the customer invoice.

The remaining human work also gets harder. As automation absorbs routine requests, agents inherit more
exceptions, emotionally charged conversations, and problems that cross systems or departments. Those
interactions demand different skills, more support, and performance measures that recognize complexity.
Yesterday’s staffing assumptions won’t necessarily survive tomorrow’s contact mix.

Clients also have more options. Software vendors, implementation partners, and Al specialists can compete
for pieces of the customer service budget. A BPO’s ability to supply thousands of trained agents becomes less
persuasive when the buyer wants to know how many interactions can be resolved without one.

Yet deploying Al creates substantial new work. Someone has to connect systems, maintain knowledge, define
authority, test behavior, manage escalations, and establish whether the results justify the cost. BPOs already
understand many of the operational problems involved. However, turning that familiarity into a service clients will
pay for takes investment and demonstrable expertise.
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