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Hello there

This week:

¢ Teleperformance Puts a Date on Full Workforce Tool Rollout
¢ Telia Decides Contact Center Software Is Not Its Business Anymore

¢ Customer Engagement Pulls Asia Pacific BPO Down for the Half

Next week in Heard: Andrew Wrobel of Reinvantage on the choice facing
every BPO provider right now. The sector's expertise can defend the model
that currently pays, or it can be redirected toward understanding why that
modelislosing relevance. It is the same asset. It is not the same bet. Link

to subscribe.
Let’s get moo-ving! 4\
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- Teleperformance CEO:EveryE

ployee Will Use Productivity Tools

by Early 2027

TP CEO Jorge Amar told Bloomberg he wants all 500,000 employees using
productivity tools by early 2027. Speaking at a Manila call center, he said
tools are already in use for supervisors and sales agents, and that “in an era
of a hybrid workforce, the human headcount will be just one humber.”
Teleperformance has 60,000 staff in the Philippines, where IBPAP last week
tempered the sector's growth outlook and warned of job losses from faster

automation adoption.

- Telia Sells Ace Contact Center Platform to LeadDesk

Telia has agreed to sell its Ace contact center platform, used by more than
100,000 customers across the Nordics, to Finnish software company
LeadDesk. The deal is expected to close in the fourth quarter of 2026, with
around 90 Telia employees moving to LeadDesk. Telia will continue offering
Ace through a strategic partnership and says the sale fits its strategy to

simplify operations and focus on core business.
Insights

- ISG: Asia Pacific BPO Spending Falls as Customer Engagement

Services Weaken

ISG's Asia Pacific Index shows BPO contract value fell 3% in the second
quarter to $129 million, with weakness in customer engagement services
pulling first-half spending down 9% year-on-year. Managed services overall
rose 18% in the quarter, driven by IT outsourcing at 46%. Australia and New
Zealand, the region's largest market, returned to growth at 12% aofter five

consecutive quarters of decline.

- Australia Risks Losing Its Corporate Brain as High-Value Jobs Move
Offshore

Australia’s largest companies are moving higher-value roles in technology,
analytics, finance, and HR offshore alongside traditional contact center work.
Telstra, NAB, Officeworks, and Woolworths have all confirmed plans to shift
hundreds of corporate positions to India, Vietnam, and the Philippines.

Writing for The Conversation, researchers argue Australia risks retaining its
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brands while losing the expertise and graduate pathways needed to build

the next generation of local talent.

Customer Experience

- Why Organizations Need a Formal Technology Platform Exit Plan

A Metrigy survey of 759 companies finds 60.2% worry about the technical
difficulty of switching technology providers and 39.8% cite legal risk from
vendor lock-in. Only 53.4% have a formal exit plan, though that rises to
67.4% among companies that measure improvements in key business
metrics. Research Analyst Beth Schultz outlines what the successful ones

build in.

Media Field Guide

Video

The Albacklash: Why Gen Z is pushing back

A 2025 Harvard poll found most young Americans see automation as a
threat to their career prospects. BBC's Global Story speaks with Rachel
Janfaza of Gen Z research firm The Up and Up about what is driving the
backlash, including graduates booing commencement speakers, and why

the story is more complicated than most coverage suggests.

Why watch: This is the voice of the workforce that the Teleperformance

CEO was talking about this week.

Podcast

BPO Has Lost the Market's Confidence

Jim Farnsworth, founder of BPO strategy advisory HiOctayne, speaks about
why investors have turned against publicly traded outsourcing companies

and what it would take to restore confidence.

Why listen: With BPO stocks still falling, Farnsworth makes the case for what

the sector got wrong and what a real path back looks like.
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Book

How Change Really Works: Julia Dhar, Kristy Ellmer, and Philip Jameson

Three Boston Consulting Group researchers argue that transformation
programs fail not because people resist change, but because leaders
misunderstand how people actually change. Drawing on behavioral science
and executive interviews, they lay out what it takes to bring people along

rather than simply announce a new direction.

Why read: A useful counterweight to any transformation announcement

made without a plan for the people inside it.

What media would you like to see more of? Hit reply and let us know. We'll

give you a shoutout if we include it.

Continue the conversation

Resource Rodeo

SPOTTED:

e State of Customer Experience 2026

* EYHuman Signals: Agentic Al

* HRMonitor 2026: A Turning Point for the People Function

* The State of Agent Experience 2026

* Workforce Management in the Age of Al-2026 CX Market Report
* PwC:2026 Global Al Jobs Barometer

Toro's Timetable

July

28 - Contact Center Show Asia | Kuala Lumpur
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August

18 - CEM Africa Summit | Cape Town

25 - CX Summit APAC | Sydney

September

9 - customer Connect Expo | Atlanta, GA

23 - Customer Experience Management Summit | Vienna

30 - Customer Experience Live | Dubai

The Tail End

New here? Subscribe or browse past editions.

Thanks for reading. See you next Thursday.

Enjoying our newsletter? Follow us on social for more
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