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BPO & Contact Centers
Industry Activity Into Q3 2022

BPO firms have rebounded meaningfully through Q2 2022 from an aggregate decline of about 5% in
revenue during the COVID period. Projected market value is expected to reach $43 million between the
end of 2022 and 2027. With a CAGR of 3.4%, the BPO market will make headwinds following its 2020
market value of about $34 million (Bloomberg).

Industry trends continuing to influence the BPO market growth incorporate (a) work from home
employment, (b) decreased fixed costs, (c) a reduction in excessive office space expenditures and (d)
increased speed and efficiency through advanced technology. 

Projected Market Value
Growth from 2020 to 2027

US Labor Force Participation
Rate Variance YoY* 

*As of September 2022

3.3%

Employment Unemployment

Call Center Activity Post-Pandemic
Call centers have increasingly rolled-out technological advancements including voice-recognition, AI-
structured software and cloud-based systems to drive efficiency on a broad scale. In a post-pandemic
economy, operators have turned to advanced remote-work operations for employees given the
development of industry mechanisms.  BPO technology has become less costly and more widely
accessible for industry operators, eroding barriers to entry and leading to a fragmented landscape for
various startups to enter the market.  

The surge in new entrants has contributed to overall cost reductions as more workers have joined the
industry. As a result, industry profit remained stable over the past five years despite setbacks incurred
during the pandemic (IBISWorld).

Over the next five years, industry revenue is expected to increase at an annualized rate of 3.1% for total
of $31.8 billion. Downstream effects will enable corporate clients to increase their use of telemarketing
services, potentially expanding the outsourcing capabilities of call centers.
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https://www.bloomberg.com/press-releases/2022-07-28/business-process-outsourcing-bpo-market-to-reach-usd-241370-million-by-2027-at-a-cagr-of-4-2-valuates-reports
https://www.ibisworld.com/
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Planned Selling Price Changes
Seasonally Adjusted
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Source: NFIB

*Increased costs include labor, materials, finance, taxes and regulatory costs
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Profitability Tailwinds
September 2022

Source: NFIB

Economic Impact into the Future
A recent survey from the National Federation of
Independent Businesses (NFIB), asked business
owner participants if profitability during the last
calendar quarter was higher or lower and what the
most important factor was influencing the
deviation. Additionally, the survey assessed
business performance expectations over the next
three months based on planned selling price
changes of goods or services (NFIB).  

According to the NFIB's September 2022 Report,
the nonprofit's Small Business Optimism Index
dropped 3.6 points in June to 89.5. This marks the
sixth consecutive month below the 48-year
average of 98. 

Curbing Tailwind Trends
Business Process Outsourcing

BPO revenue is projected to continue its upward
climb, growing at an annualized rate of 2.4% to
$61.6 billion over the next five years. 

Compliance with healthcare industry regulations
has generated the most substantial revenue,
notably, the Patient Protection and Affordable
Care Act (PPACA). 

Robot Process Automation (RPA) software implementation and execution will continue to drive existing
enterprise applications. These software (robot) systems can complete routine tasks and operations
previously done by humans with interest in these applications stemming from accounting, finance, and
paralegal fields. 
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Call Centers

Continued expansion of healthcare coverage for Americans will continue to involve significant work
influxes and consequently enable demand growth for BPO services catering to private health insurance
companies and customers.

As the economy grows, demand for outsourced industry services is likely to increase. Trends in internet
usage also influence demand for outsourced services. For example, the adoption of online shopping has
driven increased demand for customer service support. With e-commerce constituting a larger
percentage of retail sales, downstream customer service demand cannot be supported by customers' in-
house resources alone. However, customers now expect most services to be available when needed,
often beyond standard business hours. Companies will need to expand capacity for customer service
representatives to handle 24-hour services and call volumes.

https://www.nfib.com/
https://assets.nfib.com/nfibcom/SBET-June-2022.pdf
https://assets.nfib.com/nfibcom/SBET-Sept-2022.pdf
https://www.healthcare.gov/glossary/patient-protection-and-affordable-care-act/#:~:text=The%20name%20%E2%80%9C,%E2%80%9D%20or%20%E2%80%9CObamacare.%E2%80%9D)


Transaction Target Description Transaction Rationale

Acquired by

Provider of call center outsourcing services intended
for banks and credit unions. The company provides
contact center services and debit card fraud support,
thereby enabling clients to enhance services to their
members, increase loan volume and reduce
operating expenses.

SWBC aims to provide
customer service- overflow
call volume transferred from
a financial institution, loan-
by-phone (LBP) support and
fraud prevention and also
entering the servicing
market, which in turn, helps
its current client base.

Acquired by

Provider of BPO outsourcing servicers intended to
serve e-commerce, retail, medical and cultural
verticals. The company offers administrative services,
data entry, SEO texts, personal assistant, customer
service and information enrichment, thereby helping
businesses in cost saving by outsourcing their
operations.

This acquisition aligns with
Majorel's stated growth
strategy of further
geographic expansion,
especially in countries that
strengthen the Company's
near- and off-shore leverage.

Acquired by

The company focuses on offering varied back-office
support services including finance and accounting,
payroll processing, customer experience
management, campaign management site design
and development and related digital solutions,
allowing client enterprises to quickly avail necessary
skills and scale needed to meet business challenges.

The acquisition is expected
to allow eClerx to leverage
synergies in Digital and
Customer Experience
services, client relationships
and business expansion.

Acquired by

Provider of debt servicing and business outsourcing
services intended to serve pan-regional banks, credit
institutions, national resolution funds, state-owned
lenders and smaller private banks. The company
offers a wide range of services including customer-
centric debt-management, bank optimization,
portfolio analytics, and credit due diligence as well as
asset valuation and deal structuring.

The acquisition will
strengthen DDM Debt's
equity business to accelerate
into a pan-European
investment company around
NPLs, servicing, consumer
finance and fintech.
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Public Company Trading Data

Private Equity Multiples: Business Support Services
(2012 - Present)$ in millions TEV = Total Enterprise Value

TEV = Total Enterprise Value$ in millions

Private Equity Multiples: Telemarketing Bureaus & Other Contact
Centers (2012 - Present)
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Select M&A Transactions
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Carleton McKenna & Co is an independent investment banking firm
providing M&A and Capital Raising advisory services. We work with middle-
market closely-held family businesses, multi-generational family businesses,
portfolio companies of financial sponsor firms and divisions or subsidiaries
of public companies focusing in Specialty Manufacturing & Industrials,
Consumer Products, SaaS, Healthcare and B2B Services.

Our Team is made up of finance and accounting experts, entrepreneurs and
operators, C-Suite and Board professionals, lawyers, consultants and
marketing professionals.  These diverse experiences and skills drive
extraordinary results for our clients. 

We believe businesses are the economic engine of our society, and that
business owners deserve and require a proactive advocate to maximize life
changing transactions.

FIRM OVERVIEW: CM&Co TEAM:

Paul H. Carleton
Managing Partner

Christopher J. McKenna
Managing Partner

Nora T. Mahoney
Principal

Alexis M. Becker
Assistant Vice President

Patrick T. Berry
Associate

Emily A. Kuznik
Marketing Analyst

Emily A. Kuznik
Marketing Analyst

eak@carletonmckenna.com

David W. Kuhr
Financial Operations Principal

Joseph D. Carney
Operating Advisor

Kristen M. Laughlin
Registered Representative

Dan J. Rose
Director

Kristin Chalet Kane
Controller

Michael C. Adams
Managing Director

Andrew S. Gelfand
Managing Director

Interested in Learning More?

Contact Emily for additional information
or any questions you may have about

this report or CM&Co's services.

Patricia C. Otcasek
Director of Operations

1801 E. 9th St. Suite 1425, Cleveland, OH 44114 | 216.523.1962  |  carletonmckenna.com
Securities placed through Carleton McKenna Advisors, LLC Member of FINRA, SIPC
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