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KEY INDUSTRY TAKEAWAYS

Capstone Partners’ Business Services Group is pleased to share its Business Process Outsourcing (BPO) and
Contact Centers report. Through our ongoing research of industry trends and analysis of merger and
acquisition (M&A) activity, we have identified several key takeaways below, followed by an in-depth overview
of active buyers and purchase criteria on the following pages.

1. Rising employment costs have supported strong revenue streams for the industry, as businesses seek
cost-effective BPO and contact center service provider solutions.

2. Industry players have adopted customer experience (CX) solutions to enhance client relations and
improve quality assurance.

3. BPO providers are expanding outsourced back-office functions to service high-demand sectors.

4. M&A activity in 2021 year-to-date (YTD) has increased on a year-over-year (YOY) basis with an influx
of strategic and private equity (PE) buyers.

5. BPO and contact center companies with integrated technology and a diverse customer base are
achieving premium EBITDA purchase multiples.

6. In prior years, the BPO industry had significant concerns related to increased skill shortages, trade
protectionism, and political gridlock. However, the BPO industry is now clearly showing heightened
optimism about market growth and regulation.

7. BPO firms and their clients are encouraged by the benefits gained through innovative technologies
such as cloud computing and process automation. Global outsourcing service providers are expected
to use new technological innovations to effectively address market challenges, enhance product and
services, and manage talent shortages – while helping keep operating costs low.

Capstone Partners has developed a full suite of corporate finance solutions, including M&A advisory, debt
advisory, financial advisory, and equity capital financing to help privately owned businesses and private equity
firms through each stage of the company’s lifecycle, ranging from growth to an ultimate exit transaction.

To learn more about Capstone’s wide range of advisory services and BPO & Contact Centers industry
expertise, please contact Capstone Managing Director Bob Balaban.

Business Process Outsourcing & 
Contact Centers Industry

Enhanced Customer Experience Drives BPO & Contact 
Center Demand
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INDUSTRY OUTLOOK 

The onset of the pandemic brought substantial
challenges to the BPO & Contact Centers industry,
with contracting revenue streams as client
demand dwindled amid initial lockdowns. However,
demand accelerated through 2020 year-end and
2021 YTD as the economy recovered and revenue
streams resumed with companies seeking cost-
effective back-office functions to offset capital
losses. Amid COVID-induced layoffs and
decentralized workforces, BPO and contact
centers provided flexible outsourced services to
organizations in need of low-cost labor solutions.
Wages remained the largest portion of
employment costs for organizations, accounting
for nearly 70%, according to the U.S. Bureau of
Labor Statistics Employment Cost Index.1 The
remaining 30% was consumed by benefits. The
cost of Private industry employee wages and
benefits continued to rise in Q1 2021, with YOY
increases of 3% and 2.5%, respectively. These
added expenditures benefited the industry over
the past five years, as companies commissioned
BPO services to reduce employment costs.

Companies in the Finance, Banking, and Insurance
industries have represented the greatest demand
for BPO services, requiring skilled outsourced
employees to conduct record maintenance,
settlements, and regulatory compliance. As a
result, BPO industry revenue is expected to
increase by a compound annual growth rate
(CAGR) of 2.4% between 2021 and 2026 to reach
$61.7 billion, according to IBISWorld.2 Private and
public companies have utilized cross-border M&A
to reach international markets and diversify
service offerings for high-demand sectors.

Demand for telemarketing and contact center
services rebounded in 2021 from a 4% revenue
decline in 2020, according to IBISWorld.3 Revenue
in the Telemarketing and Contact Center industry
is projected to reach $27.5 billion by 2026 with a
1.5% CAGR, driven by the adoption of software
solutions to strengthen existing client relations and
reach underrepresented verticals. Additionally,
contact center agents leveraging digital platforms
experienced a 50% increase in accuracy reporting,
according to LiveVox.4 As a result, CX-focused
industry players stand to gain heightened
profitability margins. Capstone expects the
integration of CX solutions to be at the forefront of
BPO and contact center service providers growth
strategies throughout 2021.

Business Process Outsourcing & Contact Centers | September 2021
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KEY TRENDS & DRIVERS

Prioritizing Customer Experience Solutions

The adoption of integrated CX solutions for BPO
and contact center service providers began as a
value-added service in response to the changing
needs of customers amid the pandemic. COVID-
induced delivery delays and supply chain
challenges forced organizations to rely heavily on
outsourced contact center services for customer
retention and quality assurance. As the global
economy returns to a state of normalcy with the
rollout of vaccines, leading industry players have
permanently shifted business models to prioritize
CX solutions such as 24/7 support, short message
service (SMS) capabilities, and automated
messaging platforms. As depicted below, CX-
oriented providers outperform competitors by an
average of 6.4x profitability growth on an annual
basis, according to Accenture.5

Concentrix Corporation (Nasdaq:CNCX), a leading
provider of back-office processing and customer
engagement services, has exemplified the
advantages of CX prioritization. Concentrix utilizes
smart artificial intelligence (AI) technology to enable
seamless interactions between agents, clients, and
end-customers. Concentrix reported a 13.9%
revenue increase YOY in Q1 2021 ($1.4 billion),
according to its Q1 earnings call transcript.6 “The
strength of our technology-infused global platform,
deep domain expertise, and passion for the
customer experience continues to resonate well
with existing and new clients,” said Chris Caldwell,
Concentrix CEO in the earnings call.

6

Expanding BPO Services

Business services organizations have begun to
capitalize on the favorable impacts of outsourcing
back-office functions beyond cost reduction.
Through outsourced services, 88% of global
enterprises secured operational cost reductions,
78% attained a higher level of efficiency, and 63%
experienced an increase in business value,
according to Deloitte’s 2021 Global Shared
Services and Outsourcing Report.7 Specifically,
outsourced finance, insurance and payroll, and
legal support functions have been increasingly
utilized for tasks such as debt collection, claims
administration, and legal discovery. Of note, 44%
of global enterprises outsourced finance support
services in Q1 2021, according to Deloitte’s
Outsourcing Report.

Public players have recorded significant revenue
gains in their outsourced finance segments,
evidenced by Teleperformance’s (ENXTPA:TEP)
10.1% Q1 revenue increase in its debt collection
business ($215 million) compared to the prior year,
according to its Q1 earnings call transcript.8 In
response to heightened demand, privately owned
debt collection agencies have utilized M&A to
expand geographic reach, exemplified by
InDebted’s acquisition of Delta Outsource Group
in February. The addition of Delta Outsource
enhances InDebted’s foothold in the North
American markets and bolster its digital
communications platform. Terms of the deal were
not disclosed.

Percent of Enterprises
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M&A OVERVIEW

M&A activity in the BPO & Contact Centers
industry exhibited resilience through the pandemic
with 27 deals announced or closed in 2020. This
stability was largely due to an extremely active Q4,
which accounted for 40% (11 deals) of 2020
transactions. M&A activity in 2021 to-date surged,
with transaction volume matching 2020 full year
levels (27 deals) as buyers’ appetite rose for
sector-specific back-office functions. Of note,
finance companies, insurance providers, and law
firms constituted the greatest demand for
specialized outsourced services due to the vast
amount of sensitive, proprietary data collected.

Technology-enabled contact centers garnered
heightened buyer interest as acquirers sought
cost-effect methods of increasing outbound sale
conversions and CX solutions. With the influx of
buyers in the space, Capstone expects healthy
levels of M&A activity through 2021 for BPO and
contact center service providers with recurring
revenue, lack of customer concentration, and
strong margins trading at premium valuations (see
following page for EBITDA multiple estimates).

Strategic buyers accounted for 44% of total
acquisitions in 2021 YTD, as public and private
companies diversified service offerings. Notably,
TTEC (Nasdaq:TTEC) announced its acquisition of
Avtex Solutions for $490 million to advance CX
services in the Technology sector (see page nine
for full transaction details).

Private equity (PE) add-on deals represented 37%
of transactions in 2021 to-date, an 18.5% increase
from 2020 to-date. Elevated PE interest was
supported by firms’ utilizing buy-and-build
strategies to incorporate software and services
into pure-play portfolio companies.

Bob Balaban,
Managing Director
“The rapid adoption of technology-enabled customer experience solutions in the
BPO & Contact Centers industry has created a robust pool of strategic and private
equity buyers engaging in acquisitions to bolster digital capabilities and strengthen
profit margins.”
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BPO & Contact Centers Private Equity Add-
On Deals Surge in 2021

Note: Year-to-date ended August 24 
Source: Capital IQ, PitchBook, FactSet, and Capstone Research
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PURCHASE MULTIPLES

Capstone has intimate knowledge of EBITDA purchase multiples for companies in the BPO & Contact Center
industry through our closed mandates, proprietary research, and database access. Below, we have identified
criteria typical of companies achieving a range of EBITDA multiples in the space.
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What’s Driving Valuations in Outsourcing? 

Driving Attributes 

Source: Capstone Research
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ACTIVE BUYER SPOTLIGHT
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Company Description

TTEC recorded an 18.5% total revenue growth YOY in 2020, driven by expanded customer engagement
offerings and increased investment in sales strategies and integrated CX services such as Humanify, according
to its Q1 2021 investor summary.9 TTEC’s two main business segments, TTEC Digital and TTEC Engage,
respectively contributed 14% and 56% of its last-twelve-month (LTM) revenue of $2.2 billion. TTEC Digital and
TTEC Engage work in unison to provide customer care, customer acquisition and retention, and back office and
technical support through cloud contact center technology, data analytics, and knowledge management. With
over 300 global clients and 58,000 employees, TTEC secured $742 million in LTM bookings as of March 31,
2021. As depicted below, TTEC has been an active buyer in the BPO & Contact Centers industry over the last 10
years, with recent acquisitions focused on its digital business segment.

Acquisition Strategy

TTEC has completed 13 acquisitions since 2011 to bolster its digital CX solutions and provide enhanced
outsourced services to the Communication, Media, & Technology, Healthcare, Financial Services, and
Diversified Consumer Goods industries. Of note, TTEC announced its acquisition of Avtex Solutions, LLC in
March for an enterprise value of $490 million. Avtex provides CX consultancy services through its strategic
partnerships with Microsoft (Nasdaq:MSFT), Interactive Intelligence, and Sitecore. The acquisition brings over
1,000 clients across North America and 500 CX engineers, data scientists, and contact center agents to TTEC,
according to the press release.10

Ticker: Nasdaq:TTEC
Headquarters: Englewood, Colorado
Markets: BPO/Outsourced Services
LTM Revenue: $2.2 Billion
Market Capitalization: $4.9 Billion

Note: Digital operates CX technology; Engage delivers digital customer engagement 
Source: Capital IQ, PitchBook, FactSet, and Capstone Research

Announce 
Date

Target 
Company

Business 
Segment Strategic Fit

03/01/21 Avtex Digital Provides Genesys and Microsoft CX technology solutions.

08/05/20 VoiceFoundry Digital Offers Amazon Connect solutions. 

02/10/20 Serendebyte Digital Provides intelligent automation CX solutions. 

10/28/19 FCR Engage Offers agile CX to digitally-native and hypergrowth clients in the U.S. 

05/08/18 SCS Digital Provides omnichannel CX to clients in the United Kingdom. 

11/08/17 Motif Engage Offers fraud detection and content moderation services in Philippines and India. 

04/04/17 Connextions Engage Provides inbound and outbound contact center services to the Healthcare industry. 

11/09/16 Atelka Engage Offers customized CX solutions to clients in Canada. 

08/11/14 rogenSi Digital Provides leadership and change management consulting services. 

02/25/14 Sofica Group Engage Offers European multilingual customer services. 

10/08/12 Guidon Digital Provides CX strategy and BPO optimization services. 

02/28/12 iKnowtion Digital Offers CX data analytics and execution. 

05/31/11 eLoyalty Digital Provides omnichannel CX solutions and managed services. 

TTEC Acquisitions by Business Segment, 2011 – Year-To-Date 2021 
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NOTABLE TRANSACTIONS
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Zoom Video Communications (Nasdaq:ZM)
entered into a definitive agreement to acquire
Five9 (Nasdaq:FIVN) for an enterprise value of
$14.6 billion in July, equivalent to 27.9x revenue.
Five9’s Contact Center-as-a-Service (CCaaS)
solution is expected to enhance Zoom’s presence
with enterprise customers and enable its long-
term growth by entering the Contact Center
market. Five9’s highly-scalable, cloud-based
contact center offers a suite of applications that
allows management and optimization of customer
interaction across a variety of digital channels. The
acquisition is also complimentary to Zoom’s
rapidly growing cloud phone system.

&
Insurance Solutions

Concentrix Corporation (Nasdaq:CNCX)
announced the sale of its outsourced insurance
operations and software platform Concentrix
Insurance Solutions (CIS) to Abry Partners and
Hoplon Capital in May for an undisclosed sum.
Abry Partners, a Boston-based private equity firm,
and Hoplon Capital, an asset manager focused on
digital disruption of Insurance end markets,
partnered in the acquisition to create a new
company bringing outsourced CX and customer
success solutions to the Insurance industry. The
proceeds from the sale will allow Concentrix to
continue investing in digital CX services to
strengthen its market position.

In July, Groupe Bruxelles-backed Webhelp
announced its intent to acquire OneLink. Terms of
the deal were not disclosed. Webhelp, a leading
provider of CX and business solutions, pursued the
acquisition to bolster its digitally-enabled CX, BPO,
and technology services throughout the U.S.,
Europe, and Latin America. OneLink provides office
support, chatbots, and automation services for
hyper-growth technology clients in the Shared
Mobility, E-commerce, Fitness Technology,
Financial Technology, and Payments industries.

EQT Partners-backed WorkWave acquired
Slingshot for an undisclosed sum in May. Slingshot
provides outbound sales, inbound call center
services, and central inbox management through
its proprietary platform. Workwave provides
cloud-based field service solutions intended to
help home service companies bolster their mobile
workforce. The acquisition enhanced WorkWave’s
customer experience offerings and increased
outbound sales conversion rates by 60%,
according to a press release.11

Sitel Worldwide Corporation announced its
acquisition of Sykes Enterprises (Nasdaq:SYKE) in
June for an enterprise value of $2.3 billion,
equivalent to 1.3x revenue or 9.0x EBITDA. Sykes
offers full life cycle CX management services,
multichannel demand generation, and digital
transformation services. Sykes will serve as a
significant asset to Sitel’s CX outsourcing services
by expanding their onshore, nearshore, and
offshore footprint. Additionally, the acquisition will
diversify Sitel’s delivery mix through Sykes
technology-enabled services.

HBR Consulting LLC, a Chicago-based consulting
service provider for law firms, acquired Keno Kozie
Associates in March. Terms of the deal were not
disclosed. Keno Kozie provides help desk
outsourcing services and outsourced information
technology (IT) services to law firms and legal
departments. The acquisition formed one of the
largest operations and technology outsourcing and
consulting firms for the Legal industry. The
combined firm anticipates furthering its expansion
by adding over 100 employees per year to bolster
its talent pipeline, according to a press release.12
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SELECT TRANSACTIONS

Enterprise EV / LTM
Date Target Acquirer Target Business Description Value (mm) Revenue EBITDA

08/12/21 Light Networks Anexinet Provides Contact Center-as-a-Service solutions and 
managed cloud services. 

- - -

07/18/21 Five9 (Nasdaq:FIVN) Zoom (Nasdaq:ZM) Offers Contact Center-as-a-Service solutions. $14,555.7 27.9x -

06/23/21 Integreon EagleTree Capital Provides litigation, contract management, regulatory 
compliance, and other business outsourced services.

- - -

06/18/21 Sykes Enterprises 
(Nasdaq:SYKE) Sitel Worldwide Offers customer experience management and 

multichannel demand generation.
$2,327.0 1.3x 9.0x

06/11/21 SKWeston & 
Company Davies Group Provides BPO consulting and professional 

outsourced services. 
- - -

06/04/21 Account Control 
Technology Transworld Systems Offers business process outsourcing and 

financial services. 
- - -

05/17/21 Concentrix 
Insurance Solutions

ABRY Partners;
Hoplon Capital

Provides CX solutions for the Insurance industry 
including front- and back-office automation services. - - -

05/10/21 Noble Systems Aspect Software Offers unified services for inbound, outbound and 
blended contact center services. - - -

05/06/21 Slingshot WorkWave Provides contact center services including outbound 
call sales, web chat, and 24/7 customer support. - - -

04/20/21 Balance Solar Roofing  
(OTCPK:SIRC)

Offers management of claims administration, estimates, 
advisory and technology services to contractors. - - -

03/31/21 Global Mentoring 
Solutions SherWeb Provides outsourced service desk support intended to 

serve SMBs. - - -

03/30/21 Addison Research Schlesinger Group Offers market research services including data 
collection, project management, and study design. - - -

03/01/21 Avtex Solutions 
Holdings TTEC Digital Provides contact center and data management services 

with a focus on CX. $490.0 - -

03/02/21 Keno Kozie 
Associates HBR Consulting Offers outsourced help desk  and IT services to law 

firms and legal departments. - - -

02/08/21 BCM Altus Momentum Telecom Provides contact center, business voice, unified 
communications, and conferencing services. - - -

02/08/21 Delta Outsource 
Group InDebted Offers debt collection services to banks, retailers, 

hospitals, credit unions, and finance companies. - - -

02/02/21 People 2.0 TPG Growth Provides business process outsourcing services to the 
staffing and recruiting industry.  - - -

01/21/21 Senture Kingswood Capital 
Management

Develops customer service programs including inbound 
and outbound contact center services. - - -

01/14/21 Staff Boom BHMS Investments Offers business process outsourced solutions to the 
insurance industry. - - -

01/14/21 LiveVox Crescent Acquisition 
(Nasdaq:CRSA) Provides next-generation contact center services. $830.1 - -

01/11/21 Prestige Employee 
Administrators TriSpan Offers support services to reduce administrative 

workloads and manage human resource functions. - - -

01/05/21 LincLogix BCM One Provides contact center, enterprise networking, and 
data center services. - - -

01/04/21 Segmedica Research America Offers market research services to Healthcare and 
Wellness industry. - - -

Source: Capital IQ, PitchBook, FactSet, and Capstone Research
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BUYER UNIVERSE

Capstone has built relationships with and tracked buyers that have been highly acquisitive in the BPO & Contact
Centers industry, particularly those that have completed notable transactions. Our industry expertise and
network provides us with unique insights into this buyer universe and industry and growth drivers for the
companies within it.

Leading Strategic Buyers 

Source: Capstone Research

Leading Financial Buyers 
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PUBLIC COMPANY DATA

Price % 52 Wk Market Enterprise LTM EV / LTM

Company 08/24/21 High Cap Value Revenue EBITDA Margin Revenue EBITDA

Concentrix Corporation $164.02 96.7% $8,563.9 $9,926.8 $5,187.7 $1,103.8 21.3% 1.9x 9.0x

ExlService Holdings, Inc. $120.28 96.2% $3,990.2 $3,944.9 $1,026.5 $221.8 21.6% 3.8x 17.8x

Firstsource Solutions Limited $2.48 75.8% $1,687.7 $1,821.7 $740.0 $113.3 15.3% 2.5x 16.1x

IBEX Limited $18.90 74.1% $334.4 $383.0 $435.7 $49.9 11.5% 0.9x 7.7x

Scicom (MSC) Berhad $0.26 79.1% $92.7 $94.5 $49.0 $11.5 23.4% 1.9x 8.2x

SYNNEX Corporation $125.21 76.0% $6,502.7 $6,578.8 $26,919.5 $1,743.8 6.5% 0.2x 3.8x

Teleperformance SE $433.61 99.1% $25,467.1 $28,510.6 $7,710.5 $1,118.4 14.5% 3.7x 25.5x

TELUS International (Cda) Inc. $31.59 94.0% $8,387.8 $9,448.8 $1,906.6 $356.2 18.7% 5.0x 26.5x

TTEC Holdings, Inc. $105.24 93.0% $4,944.7 $5,808.5 $2,158.0 $358.8 16.6% 2.7x 16.2x

Mean 16.6% 2.5x 14.5x

Median 16.6% 2.5x 16.1x

Harmonic Mean 16.6% 1.2x 9.7x

EV = enterprise value; LTM = last twelve months
$ in millions, except per share data
NM = Not Meaningful

Source: Capital IQ as of August 24, 2021
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Source: Capital IQ  as of August 24, 2021
BPO & Contact Center Index Includes: CNXC, EXLS, 532809, IBEX, SCICOM, SNX, TIXT, TTEC, TEP
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REPORT CONTRIBUTORS
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Bob Balaban
Managing Director  
bbalaban@capstonepartners.com | 303-792-9400

Bob brings over 25 years of investment banking and operating experience. Bob has
served as the lead banker on over 75 merger and acquisition transactions primarily in
the business services marketplace. He has also been involved with over a dozen startup
companies, including Great Plains Accounting Software, Inc., a software company that
was ultimately acquired by Microsoft Corp. as well as InaCom Corp., a distribution
company that he helped grow to several billion dollars in annual revenue before it was
acquired by Hewlett Packard. He has appeared in numerous national business
publications, including the Wall Street Journal and Fortune Magazine and on national
television as an expert in mergers and acquisitions.

Max Morrissey
Research Associate 
mmorrissey@capstonepartners.com | 617-619-3336

Max is a Research Associate at Capstone Partners with a primary focus on the Business
Services, Technology, Media & Telecom, and Education & Training industries. Before
joining the corporate Research Team at Capstone Partners, Max was an analyst at Lab42
Research, a Chicago-based market research firm. At Lab42 Research he specialized in
the development of proprietary research projects with a focus in quantitative
methodology. Max has a BS in Economics and a BS in Marketing from DePaul University.

FIRM TRANSACTIONS COMING TO MARKET

CONFIDENTIAL, Project Castilla:
The Company provides BPO and call center services. 

CONFIDENTIAL, Project Thunderball:
The Company offers outsourced business management for charter schools and non-profits. 

CONFIDENTIAL, Project Echelon II:
The Company provides single source assembly services for retail clients. 

CONFIDENTIAL, Project Momentum:
The Company provides business advisory and strategic marketing consultancy services. 

CONFIDENTIAL, Project Merlion:
The Company provides outsourcing and remote staffing services. 

To learn more about these opportunities, please contact Bob Balaban at:
bbalaban@capstonepartners.com or 303-792-9400
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FIRM TRACK RECORD

Capstone has represented numerous BPO and contact center companies. Sample recent engagements
include the following:

15
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Common Goa ls .  Uncommon Resu l ts .

Disclosure
This report is a periodic compilation of certain economic and corporate information, as well as completed and announced merger and
acquisition activity. Information contained in this report should not be construed as a recommendation to sell or buy any security. Any
reference to or omission of any reference to any company in this report should not be construed as a recommendation to buy, sell or
take any other action with respect to any security of any such company. We are not soliciting any action with respect to any security
or company based on this report. The report is published solely for the general information of clients and friends of Capstone
Partners. It does not take into account the particular investment objectives, financial situation or needs of individual recipients.
Certain transactions, including those involving early-stage companies, give rise to substantial risk and are not suitable for all investors.
This report is based upon information that we consider reliable, but we do not represent that it is accurate or complete, and it should not
be relied upon as such. Prediction of future events is inherently subject to both known and unknown risks and other factors that may
cause actual results to vary materially. We are under no obligation to update the information contained in this report. Opinions
expressed are our present opinions only and are subject to change without notice. Additional information is available upon request.
The companies mentioned in this report may be clients of Capstone Partners. The decisions to include any company in this report is
unrelated in all respects to any service that Capstone Partners may provide to such company. This report may not be copied or
reproduced in any form or redistributed without the prior written consent of Capstone Partners. The information contained herein should
not be construed as legal advice.
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Market Presence
With a long-established U.S. footprint, together with an international partner
platform, we provide clients with broad expertise and access to key market
relationships on a global basis. Our presence is backed by ~200 professionals in the
U.S. with 450+ professionals across 43 countries.
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America · Peru
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