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Iconic Consumer
Brand Cuts Costs
20%, Boosts KPIs

A globally recognized consumer goods brand
partnered with Outsource Consultants (OC)
to transform their customer care operations.
In just one year, OC helped cut costs by 20%,
while increasing agent productivity and
exceeding QA targets by double digits.

Scaling Smarter: From Status
Quo to Strategic Support
This heritage consumer brand, known for sentimental
products and national retail presence, needed to replace an
inflexible legacy BPO with a more agile and proactive
partner. They required a bilingual, dual-shore contact
center setup to support loyalty program members and
retail store inquiries across multiple digital channels.

Outsource Consultants matched the brand with a mid-
market BPO that offered proactive workforce management,
strong training capabilities, and a high-touch service model. 

The result: a 20% cost reduction in the first year, alongside
a 4% boost in monthly agent occupancy. Quality assurance
metrics surpassed expectations by 15%, preserving brand
equity while improving operational efficiency during
seasonal spikes.
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