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Hello there

This week:

* Meta Cuts Wipro Contract by 25%
* Avaya Appoints Its Third CEO
¢ They Said Outsourcing Was Dead. The Data Disagrees.

Courts are ruling on automation dismissals. Workers are filing formal
complaints. Governments are being challenged in parliament on what
they're actually doing about it. The rules around how BPO operates are being

rewritten from the outside in.

We're handing over the reins: where are you feeling that pressure? Join the

conversation on Linkedin.

Let’s get moo-ving! €\
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Industry News

- Meta Cuts Wipro Contract by 25% and Pulls Back Digital Marketing

Outsourcing

Meta reduced its outsourcing contract with Wipro by at least 25% after
closing its digital marketing division, cutting Wipro's annual revenue from the
account from approximately $100 million to $75 million, according to a Mint
report cited by People Matters. Concentrix, Teleperformance, and Accenture
were also reported to have been affected as Meta scaled back digital
marketing outsourcing. Wipro ranks Meta among its top 20 clients; the

figures are based on anonymous sources cited by Mint.

- Avaya Appoints Its Third CEO in Four Years

Avaya has appointed Jeff Clarke as CEO, its third chief executive in four
years, with Patrick Dennis moving to a newly created Executive Chair role
less than two years after taking the top job. Clarke arrives from Insurity, a
cloud insurance software company, with a career background in operational
and financial leadership at CA Technologies, Hewlett-Packard, and Compag.
Zeus Kerravala, founder of ZK Research, said the appointment "signals a
pivot toward balance-sheet management, margin preservation, and

customer retention” and "positions Avaya defensively.”

Insights

- Outsourcing Was Supposed to Collapse. So Far, It Hasn't.

Eleven months after OpenAl's CEO said customer support was “totally, totally
gone,” he told audiences in Asia he was "delighted to be wrong.” Writing for
HRD America, Matthew Sellers draws on IBPAP, Gartner, and Cavell data to
show outsourcing sectors across Asia are still growing near term, though
long-range growth targets have been significantly cut. Gartner's sharpest
finding: by 2030, the cost per resolution for automated customer service is

projected to exceed what many offshore human agents cost today.

- BPO Is Eating Its Own Business Model. What Comes Next?

A May 2026 study by 247, OpenAl, and Zinnov found that 90% of mature
adopters among more than 100 Indian enterprise CXOs had cut some BPO

spending, a narrow sample but a clear signal of where budgets are shifting.
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Writing for CX Today, Rebekah Carter examines how TaskUs responded by
growing its Al Services division 36.1% year-over-year in Q1 2026, while its
established CX and Trust and Safety businesses grew only 5%. The margin
picture is harder than the revenue number: adjusted EBITDA slipped as a
major client automated more moderation work, raising the question the

whole sector is now facing.

Customer Experience

- Omilia Raises $67 Million. Not Every Query Needs a Bazooka.

Omilia, an Athens-based customer support automation company operating
since 2002, raised $67 million Series B led by Expedition Growth Capital,
reporting annual recurring revenue of $60 million after a 10x increase since
its last raise in 2020. The company's clients include Capital One, Discover,
RBC, the UK's Department for Work and Pensions, and Taco Bell, where it has
deployed voice-based ordering across more than 1,000 outlets. CEO Dimitris
Vassos argues against deploying large language models for routine queries:

"You may have a bazooka, but if your enemy is near you, you need a knife."

Employee Engagement

- Before Rolling Out a New Strategy, Assess Your Team's Readiness

Fewer than one-third of organizational transformations succeed at both
improving performance and sustaining those improvements, a rate that has
held steady across 15 years of McKinsey research, with BCG finding similar
numbers for large-scale change programs. Writing in Harvard Business
Review, Steven Morris argues the gap is rarely the strategy itself, but three
conditions that must exist before execution can succeed: genuine
commitment to the outcome, real organizational capacity to sustain the
work, and capabilities that match what the work actually demands. He calls
this the Readiness Triad and offers a framework for diagnosing gaps in each

before a new initiative launches.

Media Field Guide
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Video

Claude Will Put Invisible Watermarks On Al Text And Images

Forbes Breaking News covers the backlash to Anthropic's plan to place
invisible watermarks on content its tools produce, making their use
detectable in finished work. Users pushed back as the implications for

professional output became clear.

Why watch: In a week when the governance conversation around these
tools is accelerating, this is the question the sector has been avoiding: what

happens when the tools operators use to deliver work leave a trace?

Podcast

Why Memory Matters More Than Your Customer Experience

Nobel laureate Daniel Kohneman argued that we don't choose between
experiences. We choose between the memory of an experience. In the first
of a three-part series, Beyond Philosophy's Colin Shaw and Emory University
professor Ryan Hamilton examine how memories form and what that
means for the experiences organizations design. Their central argument: a

brand is simply a memory structure in the mind of the customer.

Why listen: In a week when the sector is debating what makes customer
interactions worth having at all, this is the science behind what customers

are actually keeping.

Book

Superteams - Ron Friedman

Social psychologist Ron Friedman surveyed thousands of teams to find what
separates the best from the rest. The results challenge common
assumptions: the most successful teams are not the ones that collaborate
most or put in the longest hours. The book was featured on the cover of

Harvard Business Review and selected as a Next Big Idea Club Must Read.

Why read: In a week when the sector is navigating workforce change on
multiple fronts, this is the science of what high-performing teams actually

do differently.
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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

Featured Industry Resource:

APractical Guide to Impact Sourcing_

Business Process Enabling South Africa has published a practical guide to
impact sourcing, covering the deliberate hiring of workers from
disadvantaged or marginalized communities as a BPO delivery model.
Published July 31, 2026, and available as a free download. Association-

produced.
Also spotted:

* 2026 UK Contact Centre Outsourcing Report —CCMA

e State of Customer Experience 2026

¢ EYHuman Signals: Agentic Al

* HR Monitor 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

Toro's Timetable

August

18 - CEM Africa Summit | Cape Town

25 - CX Summit APAC | Sydney
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September

9 - Customer Connect Expo | Atlanta, GA

23 - Customer Experience Management Summit | Vienna

30 - Customer Experience Live | Dubai

October

7 - Customer Contact Week | Nashville, TN

20 - Customer Experience Live | Madrid

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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