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Delivery of business services has been wrenched free of longstanding practices in recent years. 
First, enterprises that relied on agents housed in contact centers were forced to move workers to 
their residences amid pandemic-induced lockdowns. Then, as these lockdowns eased, a 
subsequent shift has yielded a hybrid delivery model, with on-site service delivery paired with 
agents working from home. Many enterprise service buyers now regard hybrid delivery as vital to 
the continuity of business operations. 

Realizing this can be problematic though. Numerous service providers found themselves 
grudgingly forced into hybrid delivery, and some suffered service disruptions that led clients to 
reroute work.1 Other outsourcers lack the capacity—or interest—in working with partners whose 
initial demands involve a small set of agents. Some simply don’t have the expertise to deliver 
customer experience (CX) excellence in emerging verticals. 

However, a precious few outsourcing firms, such as VCosmos, excel at a form of partnership that 
combines hybrid delivery with stable offshore operations. Founded in September 2021 by 
executives with decades of collective experience, VCosmos has quickly emerged as a partner 
with vast expertise and scalability.
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1 “Global Companies Retool as COVID-19 Surge Hits India’s Tech Talent,” Wall Street Journal, 26 May 2021: 
https://www.wsj.com/articles/global-companies-retool-as-covid-19-surge-hits-indias-tech-talent-11622026800?redirect=amp 



OUTSOURCING TO INDIA: 
UNMATCHED LEGACY, 
REINVIGORATED DELIVERY
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Over more than thirty years, India has carved out a 
reputation as the world’s offshore market for the 
delivery of business services. In the 1990s, 
visionary Indian tech firms turned the city of 
Bengaluru into “the world’s back office.” As BPOs 
sprouted and grew into global leaders, more than 
1.5 million Indians gained a job in the outsourcing 
sector, according to the trade group Nasscom. 

A business culture emerged. Indian contact centers 
catered to end-users in Australia, Britain, Canada 
and the United States through both voice and 
non-voice channels. Whereas other tech hubs are 
distinguished for finance or logistics, The 
Economist notes that India’s tech success owes to 
the business services’ “ecosystem and [the 
founders] willing to feed it.”2  

India’s position in the business services market is 
becoming more vital as labor supplies tighten 
across much of the globe. Overheated labor 
markets in North America, and across other major 
demand locations, already has led to significant 
rises in CX delivery costs since 2020. Compounding 
price spikes is a global skilled worker shortage in 
the United States, France, Germany, South Africa 
and Australia. 

That will only worsen over this decade. According 
to the consultancy Korn Ferry, shortages will persist 
in Western Europe. Talent shortages will become 
more ‘significant’ in the United States and many 
large developing markets, where some 6-12 million 
jobs will go unfilled due to a lack of skilled workers. 
In fact, only one country will have the market size 
and educational system to enjoy a surplus of 
workers as the decade ends: India. Korn Ferry 
forecasts that India will enjoy a surplus of over 245 
million workers by 2030. 3 

2 “Can Silicon Valley Still Dominate Global Innovation?” The Economist, 16 April 2022: 
https://www.economist.com/business/can-silicon-valley-still-dominate-global-innovation/21808708
3 “The $8.5 Trillion Talent Shortage,” Korn Ferry: 
https://www.kornferry.com/insights/this-week-in-leadership/talent-crunch-future-of-work



This market strength is reflected in service buyers’ preference for India. According to the latest 
Ryan Strategic Advisory Front Office CX Omnibus Survey, with input from 668 CX enterprise 
decision-makers, India ties with South Africa as the most favorable offshore market in 2022. Of 
the 50 offshore markets surveyed, India’s top favorability owes to a unique combination of factors:

Capturing these benefits though requires an enterprise to find the right partner. Enter VCosmos. 
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Source: Ryan Strategic Advisory, Front Office CX Omnibus Survey (1Q2022), n=668. 

Using a scale of 1 – 8 (1 = not at all favorable, 8 = very favorable), please provide your 
degree of favorability to the following offshore locations for contact center delivery

Most Favored Offshore Locations

South Africa Poland Philippines Malaysia Egypt MexicoIndia

Unmatched talent pool
With the world’s second-largest English-speaking population, India offers talent across 
numerous metropolitan areas. 

BPO maturity 
India boasts a services outsourcing sector worth over US$40 billion, ensuring not just 
size but a variety of BPO partners for enterprises in Canada, the US or the UK that seek 
offshore delivery.

Price stability
The maturity of the BPO industry in India ensures price stability, with ongoing costs 
trending around US$10-12 per agent hour, with ample work-from-home agent hour 
options below US$8 per agent hour.4

4 “The Future of Business: Countdown to 2030,” VCosmos, 1Q2022, p. 11.



5 For example, the prestigious Indian Institute of Technology has campuses in 23 cities across India.

PAIRING TRADITION WITH AGILITY
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In September 2021, VCosmos launched operations to help enterprises in the Anglosphere to seize 
opportunities for rapid growth by tapping offshore talent in India. Since then, the outsourcer has 
focused on offering partners high-quality service delivery at attractive prices. Agents can handle 
basic front-office delivery to sophisticated CX management, including in verticals that span 
e-commerce and medical equipment. And, as one might expect from an enterprise born during 
the pandemic, VCosmos’ distributed delivery footprint in India offers enterprise clients 
diversification of delivery. 

Unlike many upstarts that permeate the CX world, the executive team of VCosmos has decades 
of hands-on customer management experience. During this time, the founders of VCosmos 
honed operational practices to ensure strong employee retention and control costs, all while 
growing a multi-site operation. This heritage enabled VCosmos to begin operations with founders 
who held best employer certification and had 5-times won industry awards for creating healthy 
corporate culture. 

Years before the pandemic, these founders unveiled a “non-metro model” for service delivery in 
India, recruiting agents from Tier 2 and Tier 3 cities as well as rural areas with reliable Internet and 
then offering service delivery from those regions.

By meeting potential agents where they are, instead of trying to force them into prolonged 
commutes or relocation to one of India’s more expensive cities, this model has enabled VCosmos 
to develop deep inroads into India’s immense tech talent pool. Among other benefits, this eases 
recruitment in distinguished centers of learning; India enjoys some two-dozen research and 
technology hubs across the country.5
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Now these managerial practices and operational flexibility 
lie at the heart of VCosmos service delivery. Since 
launching, VCosmos has developed a hybrid service model 
that currently pairs roughly 70% remote delivery with 30% 
on-site delivery from India. Delivery may vary based on 
client or partner needs, as well as vertical demands. So, for 
instance, support for medical devices is done fully on-site 
while service delivery for e-commerce clients is handled by 
agents working from home.

Traditional e-commerce support remains a significant 
share of delivery volumes, including customer care for a 
globally recognized retailer and a major mobile phone 
manufacturer. These partnerships span a host of English 
accents—entailing service delivery in Indian, American, and 
Australian varieties—seven regional Indian tongues, as well 
as Spanish, French, Italian and Polish. 

Using its Cloud platform, VCosmos delivers CX support 
through a combination of agents based in Argentina, 
Poland and Morocco. VCosmos also employs linguists who 
are third-party certified in fluency to complement remote 
agents who care for customers in their native tongue. The 
net result is an ability to provide customer care across 
several languages with either on-site or remote agents, or 
both, all at the highest level of CX management. With these 
linguistic offerings, VCosmos has quickly globalized service 
delivery to the US, UK, Australia, India, Canada, France, Italy 
and Poland. 

Advanced technology further complements VCosmos’ 
capacity. Because AI now makes natural language 
processing in real-time possible, VCosmos has partnered 
with an EU-based firm to provide an English-plus-AI 
solution. Accordingly, an English-speaking agent can get an 
instantaneously generated transcript from French to 
English, for example, and then their response is relayed 
back to the end-user with instant translation from English to 
French. This enables an agent who only speaks English to 
deliver services to non-English speaking markets. 

Such an approach offers affordable multilingual delivery. By 
harnessing AI in this way, clients catering to markets like 
Canada and the US, where bilingual service delivery comes 
at a steep premium, can avoid rapidly rising labor costs. 
And large enterprises can optimize their labor force based 
on use of the English-AI solution to work through a 
universal queue of end-user chats and emails. 
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6 “Key Customer Experience Statistics You Need to Know,” SuperOffice, 24 June 2021: 
https://www.superoffice.com/blog/customer-experience-statistics/

Such flexibility in hybrid delivery offers wider benefits as well. Mid-size clients can easily tap 
VCosmos to accommodate rapid growth. VCosmos’ distributed delivery model can scale up from 
campaigns that involve dozens of agents on a seasonal basis all the way up to ongoing delivery 
involving thousands of agents. And the experience of VCosmos’ executive team even situates the 
firm as a partner of choice when it comes to rebidding for service contracts.  

Beyond its linguistic expertise, VCosmos is also carving out a reputation for itself in app-based 
commerce. Servicing this channel relies on highly time-sensitive transactions for restaurant and 
grocery delivery. But, excellent CX is handsomely rewarded. A 2021 survey found that 86% of 
customers were willing to pay for better CX, and food delivery is among the e-commerce verticals 
where excellent CX is most evident to customers.6 This niche has proven ideal given VCosmos’ 
flexible service delivery model. After initial training on-site for about 30 days, agents for these 
clients return home to deliver customer care in the fast-growing segment of food delivery.  

Hybrid+Flexibility
VCOSMOS HY-FLEX DELIVERY MODEL

DELIVERY

On-site 30%

Remote 70%

Variation based on 
client & vertical

VERTICALS

Front-line support

E-commerce, medical 
devices

LOCATION

International - 
Argentina, Morocco, 
Poland

From India - English, 
Spanish 

CAPACITY

Smalll-large seasonal 
campaigns

Capacity for rapid 
scalability for long- 
term delivery



HYBRID BENEFITS WITH FLEXIBILITY
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In a world where enterprise clients demand delivery diversification and the competition to recruit 
talent is growing fiercer, hybrid delivery is here to stay. But while necessary, hybrid delivery alone 
is insufficient to deliver excellent CX. In 2022, outsourcer enterprise clients expect more than a 
fixed set of agents on-site and another stationed remotely.

Instead, an outsourcer must differentiate itself with hybrid delivery that offers immediate 
strengths and flexibility to grow. Such a hybrid model relies on delivery from diverse geographies 
that span linguistic offerings in native English as well as other major European tongues. And this 
offering must include expertise in specific verticals. 

VCosmos delivers this—and more. 

Given the experience of the firm’s founders, VCosmos has quickly implemented a hybrid delivery 
model suited for major verticals like e-commerce. It does so with native-level offerings in English 
(including key dialects), Spanish and French, which draws on the company’s deep talent pool 
across India as well as remote agents located throughout the world. All of this comes with AI 
solutions that amplify language offerings and deliver cost savings, while also bestowing the 
flexibility to scale up delivery based on client needs. Because global delivery of business services 
in 2022 requires that an outsourcer partner must offer core strengths that are further enhanced 
by agility and scalability.  

For more information please visit www.ryanadvisory.com.


