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Call Center

The Call Center Industry: An Evolving
Cornerstone of Customer Communication

The call center industry, an essential
part of the broader Business Process
Outsourcing (BPO) sector, is pivotal to
global business operations. Call centers
manage customer interactions across
industries like telecommunications,
finance, retail, and healthcare, enabling
companies to reduce operational costs
and focus on core activities. Call centers
primarily manage customer inquiries,
complaints, and support. Historically
seen as communication hubs, call
centers now handle voice, email, chat,
and social media inquiries, evolving
into multi-channel platforms that play
a critical role in customer relationship
management. This shift reflects
advancements in technology and the
rising demand for seamless customer
experiences.

The global market for call centers was
estimated at USD 332.2 billion in 2023
and is projected to reach USD 500.1
billion by 2030, growing at a CAGR of
6.0% from 2023 to 2030.

Growth is primarily driven by the
adoption of cloud-based solutions,
artificial intelligence (Al), and analytics
tools, enabling call centers to provide
more personalized and efficient
services. Increasing demand for 24/7
customer support and multilingual
capabilities have also been
instrumental in  expanding the
industry's scope, especially in regions
such as Asia-Pacific and Latin America,
which are emerging as prominent
outsourcing destinations. Call centers
today cater to diverse sectors, including

healthcare, e-commerce, banking, and
telecormmunications, adapting to
unique industry-specific needs. The
integration  of  technologies like
chatbots, voice recognition, and
customer sentiment analysis has
enhanced the quality and speed of
customer interactions.

Over 17 million agents are employed in
call centers worldwide, with staffing
accounting for 95% of the industry's
operational costs.? The industry serves
as a major employment generator,
particularly in countries like India and
the Philippines. These nations offer a
mix of cost-effectiveness and a highly
skilled workforce, which has made
them  preferred destinations for
offshore operations.

*Ltd, R a. M. (2024). Call Centers - Global Strategic Business Report - Research and Markets. Retrieved from https./www.researchandmar-
ketscom/reports/338444/call_centers_global_strategic_business_report
2 Chaturvedi, A. (2023). Top 6 future trends in contact centers. MicroSourcing International Ltd. Retrieved from https:7wwwprobecx-

com/en-us/blog/top-contact-center-trends

Origins of Call Centers
The roots of the call center industry
trace back to the 1960s with
automated call distribution systems.
In  the 1970s, toll-free numbers
expanded customer reach, while the
1980s saw centralized call centers
flourish ~ with  advancements in
telecommunications. By the 1990s,
customer relationship management
(CRM) software and globalization
catalyzed the rise of offshore

1960s Inception of Call Routing: Early
adoption of automated call distribution
(ACD) systems to handle inbound calls
for businesses.

1970s Toll-Free Numbers: Introduction
of toll-free numbers (eg., 1-800),
allowing  customers to  contact
businesses without incurring charges,
boosting customer service reach.

1980s Call Centers Established: Rise of
centralized call centers, facilitated by
advancements in telecommunication
systems and the widespread adoption
of private branch exchanges (PBX).

1990s CRM and Outsourcing:
Introduction of customer relationship
management (CRM) software;
globalization leads to  offshore
outsourcing of call centers, particularly

outsourcing, especially in India and
the Philippines. The 2000s introduced
multichannel communication,
leveraging Voice over Internet
Protocol (VolP), and the 2010s marked
the adoption of Al, chatbots, and
omnichannel support. Today,
cloud-based platforms and Al-driven
tools dominate the industry, enabling
enhanced customer interactions and

operational flexibility.®

to regions like India and the
Philippines.

2000s Multichannel Communication:
Emergence of email and live chat
support as additional channels; the rise
of Voice over Internet Protocol (VolP)
reduces operational costs and expands
capabilities.

2010s Al and Automation: Integration
of Al-driven chatbots and speech
analytics; increased focus on
omnichannel  support, combining
voice, email, chat, and social media.

2020s Cloud-Based and Remote
Solutions: Adoption of cloud-based
contact center platforms; hybrid work
models for agents; growth of Al-driven
sentiment analysis and personalization
in customer interactions.

3 Global Response. (2024). The Evolution of Call Center BPO Services | Global Response. Global Response. Retrieved from https./www.-

globalresponse.com/blog/the-evolution-of-call-center-bpo-services
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Major Transformations in Customer Engagement

and Future Trends

The global call center industry has
evolved into a dynamic, multi-channel
communication ecosystem, adapting to
technological advancements  and
shifting customer expectations
worldwide. In 2023, voice calls
accounted for 52% of customer
interactions globally, while digital
channels such as email, live chat, and

social media continued to gain
prominence. Chatbots, powered by
natural language processing, Now

handle over 25% of inquiries worldwide,*
helping reduce wait times and improve
customer satisfaction.

Self-service options are also expanding,
driven by the preferences of 62% of
millennials and 75% of Gen-Z customers
globally,> who favor resolving issues
independently. By 2027, video-based
interactions are projected to make up

15% of all customer engagements
across industries, particularly in
sectors requiring detailed
consultations, such as healthcare and
technical support.

The COVID-19 pandemic was a
significant  catalyst for change,
prompting the rapid adoption of
remote and hybrid work models. By
2024, over 70% of call centers globally
had transitioned to cloud-based
platforms, supporting flexible work
environments and offering scalability.®
Contact Center as a Service (CCaaS)
solutions, which provide
subscription-based access to
advanced tools and analytics, are
increasingly popular among
organizations seeking agility without
heavy infrastructure investments. Key
providers like Genesys, RingCentral,

4 Ltd, R a. M. (2024). Call Centers - Global Strategic Business Report - Research and Markets. Retrieved from https./www.researchand-
markets.com/reports/338444/call_centers_global_strategic_business_report

5 Chaturvedi, A. (2023). Top 6 future trends in contact centers. MicroSourcing International Ltd. Retrieved from https.//www.probecx-
com/en-us/blog/top-contact-center-trends
¢ Amazon Web Services (AWS) - Cloud Computing Services. (2024, November 29). Retrieved from https../pages.awscloud.com/GLOB-
AL-brand-awareness-content-download-24-gartner-ardm-contact-center-as-a-service-report-learn.html?Languages-French

~n

and Amazon Web Services (AWS) are
leading the way with customizable
solutions such as AWS's Amazon
Connect, which integrates artificial
intelligence  (Al) and real-time
performance monitoring.”

The integration of Al continues to

drive innovation in customer
engagement. Predictive analytics,
sentiment analysis, and

conversational Al are enabling faster,
more personalized services. By 2029,
Al is projected to handle 40% of
customer interactions, significantly
reducing response times and
operational costs.® Augmented reality
(AR) and real-time language
translation tools are expected to
redefine global customer support by
providing interactive and inclusive
experiences, eliminating language
barriers, and enhancing agent
capabilities.

p)

Omnichannel communication, which
integrates multiple customer
interaction channels into a unified
experience, has become a critical
component of the modern call center,
ensuring seamless engagement
across voice, email, chat, social media,
and video platforms. Unified
Communication as a Service (UCaaS)
and Experience Communications as a
Service (XCaaS) models are further
streamlining operations by blending
external and internal communication
tools into cohesive platforms. These
innovations not only improve
customer satisfaction but also enable
organizations to adapt quickly to
changing market demands.

7 Chaturvedi, A. (2023). Top 6 future trends in contact centers. MicroSourcing International Ltd. Retrieved from https.//www.probecx-

.com/en-us/blog/top-contact-center-trends

¢ Ltd, R a. M. (2024). Call Centers - Global Strategic Business Report - Research and Markets. Retrieved from https./www.researchand-
markets.com/reports/338444/call_centers_global_strategic_business_report
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Pakistan’s Emerging Hub for Call Centers:

A Transforming Industry

While global call center powerhouses
such as India and the Philippines have
long dominated the outsourcing
landscape, Pakistan is emerging as a
compelling contender in the sector.
This rise is driven by a combination of
lower operational costs, a burgeoning
tech-savwy workforce, and strategic
geographic positioning.

With IT service exports surging by
33.84% in early fiscal year 2024-25 and
call center service exports alone
increasing by 33.61%, the industry is
proving to be a vital contributor to the
country’s digital economy.® The BPO
sector, which includes call centers, is
projected to grow by 6.32% from 2025
to 2029, reaching a market volume of
USD 115 billion! This growth is
underpinned by Pakistan's
cost-effective service model, offering
operational expenses up to 60%-70%
lower than those in the US. and
Europe." With over a million individuals

employed in various roles,? the sector
not only provides significant job
opportunities but also strengthens
Pakistan's position as a competitive
outsourcing hub. For professionals
looking to leverage Al in customer
support automation or enhance
service efficiency, Pakistan's call center
industry  presents  a promising
landscape for freelancing and business
opportunities.

Pakistan’s call center industry thrives
on international demand, with the
majority of its revenue generated from
export markets. Businesses across
North America, Europe, the Middle
East, and Australia rely on Pakistani call
centers for cost-effective and
high-quality customer support
solutions. The sector’s ability to cater to
diverse global clients highlights its
growing reputation as a reliable
outsourcing destination.”

2 App. (2024). Pakistan's earns $286 million from IT services’ export during July 2024. Profit by Pakistan Today. Retrieved from https://prof-
it pakistantoday.com pk/2024/09/22/pakistans-earns-286-million-from-it-services-export-during-july-2024
© Business Process Outsourcing - Pakistan | Market Forecast. (2025, February 17). Retrieved from https./www.statista.com/outlook/t-

mo/it-services/business-process-outsourcing/pakistan

“ Unlocking the Potential of Call Centers in Pakistan. (2025, February 17). Retrieved from https./wwwworldwidecallcenterscom/global-fo-

cus/call-centers-pakistan/?utm_source=chatgptcom

2 William, L. (2024). The Role of Call Centers in Pakistan’s Economic Growth: Key Insights for 2024. AbiLogic. Retrieved from https.//arti-
cles.abilogic.com/ 712335/ role-call-centers-pakistan-economic.html?utm_source=chatgptcom
= William, L. (2024). The Role of Call Centers in Pakistan’s Economic Growth: Key Insights for 2024. AbiLogic. Retrieved from https.//arti-
cles.abilogic.com/ 712335/ role-call-centers-pakistan-economic.html?utm_source=chatgptcom

Growth Drivers and Expanding Opportunities

The call center industry in Pakistan
benefits from its young,
English-speaking population, with over
63% of the country's demographic
under the age of 30. The cost advantage
is significant, with service charges in
Pakistan being 20-30% lower than
those in established outsourcing
destinations. Urban hubs like Karachi,
Lahore, and lIslamabad have become
pivotal to this growth, offering
advanced IT infrastructure that enables
24/7 global services. Around 761 call
centers registered with the Pakistan
Software Export Board (PSEB) in 2022.1

-9 = - w e

The sector has witnessed remarkable
growth in exports over the last five
years, driven by increasing demand
from industries such as e-commerce,
telecommunications, and healthcare.
While customer service and product
support remain dominant, there is
growing diversification into technical
support, sales, market research, and
knowledge  process outsourcing
(KPQO). KPO includes high-value
services like analytics, legal support,
and financial management,
highlighting the industry’'s evolution
beyond traditional functions.
S— .

Recognized Players and Achievements

Several Pakistani firms have achieved
global recognition for their quality and
innovation in call center operations. TRG
Pakistan stands out as a leader, offering
advanced customer support and
back-office solutions to Fortune 500
clients.™ Mindbridge is another notable
player, excelling through innovative
training and process optimization.
Other prominent firms, including lbex
Global,” Systems Limited, and Abacus
Consulting,® have expanded their
offerings to include chatbot integration,
omnichannel communication, and data
analytics.

Innovative companies such as Afiniti
have further bolstered Pakistan’s
reputation. Using patented Al-driven
technology, Afiniti optimizes
customer-agent interactions,
significantly enhancing satisfaction
and conversion rates. Platforms like
Upwork and Fiverr have amplified the
visibility of Pakistan’'s talent, allowing
individuals to secure international
contracts and diversify the country’s
outsourcing portfolio.

“ Nualla, J. M. (2023). 761 call centers registered in Pakistan in 2022 - Outsource Accelerator. Outsource Accelerator. Retrieved from
https./news.outsourceacceleratorcom/761-call-centers-registered-in-pakistan-in-2022

s TRG Pakistan | Leading Venture Capital Firm In Pakistan. (2024, February 06). Retrieved from https./trgcompk

6 Welcome To Mindbridge. (2024, December 02). Retrieved from https.//mindbridge.net

7 jbex | Digital CX Outsourcing for the World's Leading Brands. (2024, December 02). Retrieved from https./wwwi.ibex.co

® Abacus Global - Digital Transformation. (2024, December 01). Retrieved from https./abacus-globalcom
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International Market
Penetration

The export-driven nature of
Pakistan's call center sector
underscores its international appeal.
Key clients include major
corporations such as AT&T, Amazon,
and Emirates, with Pakistani firms
providing multilingual support
tailored to diverse customer bases.
Strategic partnerships with global
outsourcing giants have also enabled
Pakistani companies to access larger
markets while leveraging cost
advantages.

Government support has been
instrumental in facilitating this
growth. Initiatives such as tax
exemptions for IT exports, grants for
emerging BPO firms, and
streamlined remittance processes
have bolstered industry confidence.
Collaborative events like the ITCN Asia
Expo and international showcases at
forums such as the Customer Contact
Week in Las Vegas have further
elevated Pakistan's profile as a
reliable outsourcing destination.

Talent Development

and Technological Innovation

Recognizing the importance of
skilled agents, universities and
training institutes in Pakistan have
introduced programs focusing on
business communication, customer
relationship management, and BPO
management. Training platforms
such as DigiSkills.pk and Nexskill have

played a crucial role in equipping
youth with industry-specific
expertise. Additionally, the National
Vocational and Technical Training
Commission (NAVTTCQC) supports
workforce development by aligning
training initiatives with market needs.

Future Prospects and Global Competitiveness

The future of Pakistan’s call center
industry lies in embracing digital
transformation and targeting
emerging markets. As Al and
automation take over routine tasks, the
demand for skilled agents capable of
managing complex customer
interactions is expected to rise. Hybrid
models combining human expertise
with  advanced technology are
anticipated to become the standard,
enhancing efficiency and client
satisfaction.

Expansion into rural areas, driven by
government initiatives to extend

high-speed internet access, could
unlock new talent pools and lower
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operational costs. Meanwhile, the
global shift towards remote work and
flexible outsourcing models offers
Pakistani firms opportunities to scale
rapidly and tap into diverse markets.

With sustained investment in training,
infrastructure, and technology,
Pakistan is  well-positioned to
strengthen its foothold in the global
call center industry. Leveraging its
youthful, tech-savvy workforce and
competitive pricing, the country is set
to become a prominent player in the
outsourcing market, capable of
meeting the evolving demands of
international clients.
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Digitech’
Outsourcing
Solutions

Digitech Outsourcing

Solutions

Digitech Outsourcing Solution LLC
(DOS) specializes in 24/7 customer
support services across industries.
From live chat and email
correspondence to phone answering
services and virtual assistance, DOS
seamlessly provides a diverse range of
clients in e-commerce, healthcare,
short-term rental management, and
SaaS industries, ensuring efficiency
and scalability for businesses of all
sizes. By incorporating advanced
technology and robust service models,
DOS effectively enhances customer
engagement and operational
excellence for its clients worldwide.

DOS has received accolades for its
consistent  service quality and
innovative outsourcing solutions. With
more than a decade of experience, the
company supports over 80 ongoing
projects globally and maintains a high
satisfaction rate of 99%. Its team of
more than 200 specialized agents
works closely with businesses in the
United States, United Kingdom,
Canada, Australia, and the UAE.
Through its commitment to excellence
and adaptable service approach, DOS
has built strong partnerships with
leading brands and small-to-medium
enterprises alike, offering solutions
that drive measurable outcomes in
customer satisfaction and operational
performance.

The company's service portfolio is
extensive, including live chat support
designed to enhance customer
conversions, email support for
managing high-volume queries, and
phone answering services that address
both inbound and outbound
communication needs. DOS also offers
virtual assistant services for
administrative tasks, ensuring
streamlined operations for its clients.
The company's unique DOSbnb
service caters to short-term rental
management, providing property
owners and managers with
comprehensive support for platforms
like Airbnb. Additionally, back-office
support solutions facilitate smoother
workflows for businesses in various
sectors, enabling greater focus on
strategic growth.

DOS distinguishes itself through its
data-driven approach and
technological investments, including
the use of artificial intelligence and
knowledge  based systems  for
enhanced customer interactions. The
company's operational infrastructure
supports scalability, with capacity for
more than 600 agents to
accommodate  growing  business
demands. Having worked with over

200 clients.

Digitech Outsourcing Solution is a
skilled contractor that gets work
done on time and correctly. | have
hired the team multiple times and
would do it again in a second. A
good solid company.

- Alec Dobbie, CEO &
Co-Founder FanFinders

79

The collaboration went very well,
and they took many different
aspects into account. Digitech
Outsourcing Solution themselves
make sheets in which every step is
recorded, and we receive a weekly
overview of the activities and results.
- Sam Boogaerdt't Hoofft,
Co-founder bij NancyHomeStore
NL
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ePlanet

Communications

Eplanet Global is a prominent BPO
and IT services provider, delivering
specialized call center solutions and
digital customer experience
strategies. The company supports
businesses in industries such as
healthcare, retail, finance, and
e-commerce through its
comprehensive portfolio of inbound
and outbound call center services,
technical support, chat support, email
handling, and telephone answering
services. Operating across five global
locations, Eplanet Global employs over
1,000  skilled professionals  and
integrates advanced technology with
human expertise  to enhance
operational efficiency and customer
satisfaction. By offering tailored
solutions, the company enables
businesses to thrive in competitive
and fast-paced markets.

Over the years, Eplanet Global has
established partnerships with major
global brands, including  Sony,
Samsung, Coca-Cola European
Partners, Nestlé, and Avast. These
collaborations demonstrate the
company’s ability to deliver reliable,
high-quality services tailored to
diverse industries. Eplanet has been
recognized for its customer-centric
approach and operational excellence,
further highlighted by its successful
engagement with clients across
multiple continents. The company's
ability to sustain long-term
relationships with such industry
leaders is a testament to its innovative
capabilities and commitment to
driving value for its partners.

Eplanet Global supports its clients
through a wide array of services
designed to address specific business
needs. Its inbound and outbound call
center services include customer
inquiries, order processing, and sales

support. Technical support teams
provide troubleshooting and
guidance for hardware and software
solutions, while chat and email
support ensure efficient
communication and issue resolution.
The telephone answering services
enhance customer accessibility,
offering seamless interaction
channels for businesses. Additional
offerings such as consulting, digital
customer experience solutions, and
back-office support provide
comprehensive business optimization
strategies. Eplanet also delivers staff
augmentation  services, enabling
businesses to scale effectively with
skilled professionals.

With an annual revenue exceeding
USD 50 million, Eplanet Global
achieves a customer satisfaction rate

of over 1,000 positive experiences and
maintains a 90% employee retention
rate, underscoring its commitment to
workforce development. The
company conducts more than 100
training and development programs
annually, ensuring its teams are
equipped with the latest skills and
industry  knowledge. Its global
operational footprint allows Eplanet to
provide round-the-clock services,
catering to the unique requirements
of businesses in regions such as the
United States, Europe, the Middle
East, and Asia. Whether supporting
Fortune 500 companies or SMEs,
Eplanet continues to serve as a
reliable partner, providing innovative
solutions that enhance efficiency,
improve customer experiences, and
drive business growth.
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First Call Solutions

First Call Solutions LLC is a
comprehensive customer
engagement company specializing in
lead generation, digital marketing, and
call center services. Catering to diverse
sectors such as insurance, finance,
legal, and home services, the firm
combines data-driven strategies with
advanced technology to meet client
objectives. It offers tailored solutions in
call center operations, customer
acquisition, and support services,
enhancing customer interactions
while driving measurable results for
businesses.

The company has received recognition
for its consistent delivery of
high-gquality services, maintaining lead
analysis and optimization rates of 90%
and 95%, respectively. With
partnerships across multiple industries
and a client base exceeding 1,000, First
Call Solutions has positioned itself as a
leader in the customer support and
marketing ecosystem.

First Call Solutions provides specialized
call center services, including inbound
and outbound customer support, sales
assistance, and client retention
campaigns. Its lead generation system
integrates optimized landing pages
and in-house calling with compliance
standards like DNC-scrubbed data to
capture and qualify leads effectively.
Additional offerings include
back-office support, designed to

streamline administrative operations
and enhance business efficiency, and
digital marketing services such as
search engine optimization, email
marketing, and social media
management to boost brand
visibility.

Through its operations, the company
has achieved an extensive global
reach, engaging with over 320 million
individuals annually and producing
1,350 pieces of tailored content daily.
Notable statistics reveal that 89% of
its audience falls under 34 years old,
highlighting its capability to connect
with younger demographics. Its
workforce comprises skilled
professionals who ensure service
delivery meets and exceeds client
expectations, reinforcing its
reputation in the industry.

79

Working with the First Call Solutions
team provided us with the expert
guidance we needed to take our
firm's marketing, in the digital
realm and beyond, to another level.
Early in the project, we threw a
curveball in that we decided to
refresh our brand and launch a
more robust digital presence.

| - Denis Robinson, Customer

[/

INTELLICOM

SOLUTIONS

Intellicom Solutions

Intellicom Solutions is a call center
service provider specializing in
enhancing business communication
through tailored outsourcing
solutions for companies in the UK
and US. Based in Pakistan, the
company offers inbound and
outbound call services, Vvirtual
receptionist  support, and live
chat/email management, focusing
on cost-effective and flexible options
to improve customer satisfaction,
streamline operations, and drive
business growth. Through its team of
skilled professionals and an emphasis
on efficient customer interactions,
Intellicom Solutions caters to diverse
industries with a commitment to
reliable service delivery.

The company has built a solid
reputation  for its  operational
capabilities and has successfully
managed customer service needs for
businesses across multiple domains.
Intellicom  Solutions has been
recognized for its contributions to
customer support excellence and has
established enduring partnerships
with clients in the UK and US
markets. It consistently delivers value
by addressing client challenges
through innovative solutions tailored
to their specific requirements,
underlining its role as a trusted
outsourcing partner.

Intellicom Solutions offers
comprehensive inbound  services,
including customer support for inquiry
resolution, technical help  desk
solutions for troubleshooting, and
efficient order processing systems. The
company also provides outbound
services designed to reach target
audiences effectively, such as
telemarketing for lead generation,
appointment scheduling to optimize
business workflows, follow-up calls to
ensure customer satisfaction, and
professional debt collection services.
These offerings are further
complemented by virtual receptionist
services that handle call answering
and forwarding seamlessly, enhancing
business communication.
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mindbridge
MindBridge

Mindbridge is an  outsourcing
company specializing in customer
care services and back office
processes, catering to global clients in
industries such as technical support,
banking, telecom, transportation, and
retail. Based in Pakistan, the company
offers cost-effective English-language
solutions and operates 24/7, ensuring
continuous support across voice,
email, and live chat channels. With
expertise in recruitment,
management, and confidentiality,
Mindbridge enables businesses to
focus on core operations while
providing comprehensive customer
engagement services tailored to their
needs.

The company has earned recognition
as a reliable partner for internationally
renowned brands due to its
operational excellence and advanced
service capabilities. Mindbridge
handles over 110,000 voice calls, 25,000
email interactions, and 101,000 live
chats daily, showcasing its capacity to
manage high-volume
communication efficiently. Its 99.99%
uptime for voice platforms ensures
uninterrupted service, while its robust
processes have led to long-standing
collaborations with major clients.
Mindbridge’s achievements in quality
assurance and industry compliance
further cement its standing as a
trusted outsourcing leader.

rmancrcige

Mindbridge offers a diverse range of
services designed to meet the
demands of various sectors. Its
customer care solutions include
inbound and outbound call
management, technical support, and
live chat assistance, ensuring seamless
customer interactions. The company
also provides specialized back-office
services such as financial crime
investigations, Know Your Customer
(KYC) processing, credit checks, and
content moderation. These services are
complemented by hybrid language
support that combines human
expertise  with Al to address
multilingual customer needs
effectively.

TOUCHSTONE

Communications

Touchstone Communications

Touchstone Communications is a
globally recognized BPO provider
offering comprehensive solutions in
customer support, technical helpdesk,
lead generation, order management,
and managed services. Established
with a focus on bridging the operational
and customer engagement gaps for
businesses, Touchstone delivers
tailored services designed to optimize
efficiency and improve customer
interactions. With operations spanning
multiple continents and multilingual
capabilities, the company supports
diverse industries by providing scalable
solutions that adapt to the evolving
needs of its clients.

Touchstone's service portfolio includes
customer support services, which
operate on a 24/7 basis to handle
inquiries, complaints, and support
requests across multiple channels,
ensuring seamless interactions. Their
technical helpdesk solutions focus on
resolving complex product and IT
issues, minimizing downtime for clients
and enhancing user satisfaction.
Additionally, the company offers lead
generation services using data-driven
strategies to identify and engage with
qualified  prospects, as well as
specialized order-taking services
designed to ensure accurate and
efficient  processing of customer
transactions.

The company manages over 500,000
customer interactions monthly with the

help of a 3,000-strong workforce
distributed across its global locations.
Touchstone partners with over 100
clients in sectors such as
telecommunications, e-commerce,
and finance, delivering tailored services
to meet specific industry requirements.
Their commitment to quality and
compliance is evident in their ISO 9001
certification and PClI DSS-compliant
facilities, which ensure secure and
efficient handling of  sensitive
information.

Touchstone has earned accolades such
as the "Top BPO Provider" award and
recognition from Contact Center World
for excellence in customer service and
technical support. These achievements
are supported by strategic partnerships
with leading brands, enhancing the
company's capacity to integrate
advanced technologies into its services.
Their managed service solutions allow
businesses to streamline operations by
outsourcing critical processes, ranging
from back-office support to customer
service management.
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NextAge

Next Age Technologies

NextAge Technologies operates as a
multifaceted digital solutions provider
with a strong focus on call center and
BPO services. Established in 1999 and
with offices in Doha, Surrey, and
Lahore, the company serves over 1,400
clients worldwide. It specializes in call
center management, customer
relationship management, and
back-office operations, catering to
industries ranging from finance and
healthcare to insurance and legal
services. The company’'s outsourcing
services include international call
center operations, data transcription,
medical billing, and project
consultancy, tailored to align
seamlessly with client business
processes for maximum efficiency.

The company's call center services are
equipped with a network of 2,000
systems and a team of experienced
professionals providing multilingual
support across time zones. With a
commitment to quality assurance,
NextAge ensures timely delivery and
internationally benchmarked
standards. The call center offerings
extend to inbound and outbound
customer service, technical support,
and telemarketing, all underpinned
by robust training programs for staff
to uphold service excellence.
Integration  with modern CRM
systems enhances client interactions
and data management.

NextAge's partnerships and
collaborations enhance its ability to
deliver competitive and flexible
solutions. The company's BPO
capabilities complement its software
and web development services, which
include  database-driven  website
creation, e-commerce platforms, and
custom application development.
Additionally, the firm’'s expertise in
digital marketing and search engine
optimization supports businesses in
building a strong online presence.
These services are underpinned by a
team of professionals holding
advanced degrees in computer
science and software engineering,
ensuring technical precision.

The organization has received
accolades for its tailored outsourcing
solutions, supported by an in-house
guality assurance team that oversees
operations to ensure compliance
with international standards. NextAge
also emphasizes client-centric
engagement, with account
executives dedicated to
understanding unique requirements
and delivering bespoke solutions. Its
success is reflected in its expansive
client portfolio, which spans over 40
countries.

ORiION
Orion Call Center

ORION Callcenter operates as a
comprehensive  business resource
center with its primary facilities located
in Pakistan, and additional operations
in  England. The company offers
tailored outsourcing services to
businesses across diverse industries,

emphasizing efficient resource
utilization and high-quality delivery. By
providing a secure and

GDPR-compliant environment with
dedicated spaces and trained staff,
ORION supports clients in optimizing
their operational workflows. The
organization is equipped with robust
power and internet backups, ensuring
uninterrupted  service for clients
worldwide.

The company delivers a variety of
services, including inbound and
outbound call handling, virtual
assistance, and customer relationship
management. ORION also specializes
in IT and telecom solutions, managed
WiFi, and custom-built websites,
catering to a wide range of
technological and  administrative
needs. Additional offerings include
Voice over IP (VolP) phone systems and
administrative  tools  aimed at
enhancing business communication
and operational efficiency. ORION's
commitment to providing 24/7
coverage ensures businesses can
maintain around-the-clock operations,
driving improved customer
satisfaction and response times.

A key strength of ORION is its ability to
align  with each client's unique
operational requirements. The firm
offers flexible staffing models, allowing
businesses to scale their teams
without the complexities of
recruitment and training. Through
brands such as Xiots, iClerk, and
Commsource, ORION provides
specialized services like software
development, accounting solutions,
and advanced telecom infrastructure,
further broadening its client support
capabilities.

ORION has successfully collaborated
with clients across various sectors,
delivering measurable improvements
in customer service and operational
cost efficiency. Its emphasis on
dedicated service delivery, evidenced
by its trained staff and quality control
measures, has earned it a reputation
for reliability.
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Speak Links

Founded in 2012, SpeakLinks began
as a call center service provider and
has grown into a robust business
process outsourcing (BPO) firm.
Based in Rawalpindi, Pakistan, the
company specializes in offering
customized inbound and outbound
call center services. With a team of
approximately 100-200 employees,
SpeakLinks supports industries
including insurance, solar energy,
transcription, and customer service,
ensuring tailored solutions that align
with specific client requirements.

SpeakLinks provides a range of
services that include lead generation,
appointment setting, customer
service, and live call transfers. Their
operations are enhanced by modern
IT infrastructure and a commitment
to high-quality standards. The
company also delivers transcription
and call review services, supporting
quality assurance for its clients. Their
24/7 inbound call support ensures
accessibility and responsiveness for

r

businesses across different time zones.
The company works with a diverse
client base in sectors like healthcare,
home improvement, and automotive
warranty. By maintaining long-term
partnerships and delivering reliable
service, SpeakLinks has cemented its
role as a key player in its industry. Its
emphasis on scalability and
adaptability allows businesses of
varying sizes to benefit from its
affordable and efficient outsourcing
solutions.

Despite operating in a highly
competitive market alongside industry
leaders like Sutherland and Cognizant,
SpeakLinks remains an independent
and self-funded entity. This operational
model enables it to prioritize
customer-focused innovations and
maintain flexibility in its offerings. Its
reputation  for  quality  services
continues to attract and retain a
growing portfolio of international
clients.

Sybrid

Sybrid Private Limited, a subsidiary of
the Lakson Group of Companies, has
been a prominent player in the
outsourcing and technology solutions
sector since 2008. Operating across

multiple locations, including
Pakistan, the UAE, the United States,
Canada, and Australia, Sybrid provides
tailored services  designed to
streamline business processes for
organizations of varying sizes. By
offering a diverse portfolio, the
company caters to industries ranging
from healthcare to e-commerce,
demonstrating its capacity to meet
specific client requirements through
innovative solutions.

The company specializes in customer
care services, managing inbound and
outbound communications through
multiple channels, such as calls,
email, and chat. Sybrid also delivers
back-office processing, IT support,
and advanced business process
outsourcing solutions. Its
healthcare-focused division,
SybridMD, offers services like medical
billing, transcription, and

credentialing, aiding healthcare
providers in optimizing their
operations. Additionally, Sybrid's digital
marketing arm provides strategies for
SEO, social media campaigns, and
content marketing, ensuring
businesses improve their online
presence and customer engagement.

Sybrid operates distinct business units,
such as Canvas Digital for marketing
solutions, Ice Animations for creative
services, and V-Served for
hospitality-focused outsourcing. Its
partnerships with prominent brands
like McDonald's and California Pizza
showcase its ability to adapt to
industry-specific needs, delivering
scalable solutions that drive growth
and enhance customer satisfaction.
The company's global offices and
diverse talent pool allow it to support
clients in both local and international
markets.The firm has been recognized
for its contributions to outsourcing and
technology, earning certifications and
industry accolades that reflect its
commitment to excellence.
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trgf
TRG

TRG is a prominent global provider of
BPO and customer  experience
management solutions, specializing in
call center operations. Founded in 2002,
the company operates through an
expansive network, with significant
reach in North America, Europe, and
Asia. It offers a diverse range of services,
including inbound and outbound
customer support, technical assistance,
telemarketing, and order management.
These services are designed to enhance
customer interactions and  drive
business efficiency by employing
advanced technologies and data
analytics to ensure optimal outcomes
for clients across industries.

TRG's workforce comprises over 10,000
skilled agents spread across multiple
continents, enabling the company to
manage millions of customer
interactions annually. Its clientele
includes leading businesses from
telecommunications, healthcare, retail,
and financial sectors, showcasing TRG's
capability to cater to diverse operational

requirements. The company's
multilingual service offerings and 24/7
availability ensure seamless

communication for a global customer
base, bolstered by high first-call
resolution rates and tailored service
agreements to match client needs.

In  addition to customer-facing
operations, TRG supports its clients with
back-office processes like data entry,

document management, and technical
support through its proprietary tools
such as ServiceHub, an endpoint
analytics and management platform.
The platform facilitates real-time
tracking and reporting, helping clients
maintain operational oversight and
improve service delivery. TRG also
integrates cybersecurity measures into
its solutions to ensure data protection,
in compliance with industry standards
like ISO and PClI certifications.

The company has a strong track record
of innovation, exemplified by its
investment in Afiniti an artificial
intelligence technology aimed at
enhancing call center performance.
TRG has also been recognized with
industry accolades for excellence in
customer service and operational
efficiency. Its partnerships with major
technology providers like Google,
Samsung, and Honeywell further
underline its commitment to delivering
state-of-the-art solutions.

With a focus on continuous
improvement, TRG's efforts include
strategic acquisitions to expand its
capabilities and geographic presence.
Its subsidiary, IBEX, successfully listed
on the NASDAQ, reflecting TRG's strong
financial and operational performance.
This growth trajectory positions TRG as
a leader in  customer service
outsourcing and operational support
across key global markets.

Tribe Consulting

Tribe Consulting is a BPO company
established in 2014, specializing in call
center operations and customer
support solutions. With a focus on both
inbound and outbound services, the
company assists businesses worldwide
in improving customer engagement
and operational efficiency. Its service
portfolio includes customer service,
technical support, lead generation, and
back-office support. Headquartered in
Karachi, Pakistan, Tribe Consulting
serves clients across various industries,
including healthcare, retail, and IT,
leveraging a multilingual workforce to
cater to global audiences.

The company’s key services include
inbound customer support, which
addresses customer inquiries and
resolves issues through phone, email,
and chat, ensuring seamless
communication. Outbound operations
focus on sales outreach, lead
generation, and follow-up activities to
drive revenue growth for clients. Tribe
Consulting also  offers technical
support services, providing
troubleshooting and assistance for
software and hardware issues. Its
back-office solutions include data
entry, document processing, and order
management, enabling clients to
streamline their business processes.

Tribe Consulting operates across
multiple channels, offering

omnichannel customer support that
integrates communication platforms
such as phone, email, live chat, and
social media. This approach ensures a
consistent customer experience and
broadens its service scope.
Additionally, the company places
significant emphasis on analytics and
reporting, providing actionable
insights through data-driven strategies
to enhance service delivery and
monitor performance.

Notable partnerships include
collaborations with platforms like
Salesforce, GSuite, and Twilio, which
empower the company to integrate
advanced tools and maintain service
excellence. Tribe Consulting has also
earned recognition for its high-quality
services, evidenced by long-term
relationships with global clients such
as Peddle and Healthcare National
Marketing. With a workforce capable of
handling over 15,000 calls daily, the
company continues to deliver scalable
and customized solutions.
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Telos

Telos Corporation is a global provider of
communication solutions, specializing
in call center  services, secure
communication tools, and cybersecurity
systems. Serving industries such as
healthcare, finance, defense, and
education, Telos facilitates millions of
interactions annually across more than
200 countries. The company's call
center services are designed to enhance
customer engagement and operational
efficiency by offering advanced
communication tools tailored to meet
the needs of diverse clients.

The company's suite of communication
solutions includes features like second
phone numbers, which eliminate the
necessity of additional SIM cards,
allowing users to manage calls, texts,
and voicemails seamlessly. This service
also incorporates functionalities such as
call blocking, forwarding, and recording.
Telos offers affordable international
calling and texting services, enabling
users to connect across borders without
incurring high costs. The Telos Tab, a
distinctive feature, transforms tablets
into fully functional communication
devices, providing users with the ability
to make calls and send texts using only a
WiFi or data connection, further
expanding accessibility.

In addition to its communication
services, Telos is recognized for its
innovations in integrating cybersecurity

ontracts, ne commitments

with its offerings. The company
provides tools for secure mobility,
identity management, and network
defense, addressing the growing need
for privacy and security in modern
communication. These capabilities
have made Telos a trusted partner for
governmental agencies and private
enterprises requiring compliant and
secure communication systems.

The company has achieved several
milestones, including the delivery of
millions of phone numbers with local
area codes in countries like the United
States, United Kingdom, Canada, and
others. Telos enables clients to port
numbers to various carriers and utilize
its services for both personal and
professional purposes without
monthly fees or contractual
obligations. With features like low-cost
SMS, group messaging, and
multimedia sharing, the company
ensures comprehensive connectivity.

Weraxi Calls

Wraxi Calls is a call center and telecom
services provider established in 2001,
offering  tailored = communication
solutions to a global client base
spanning over 200 countries.
Headquartered in the United Kingdom
with its control room situated in
Pakistan, Wraxi Calls specializes in
international calling services, second
phone numbers, and customer service
solutions. The company has developed
an extensive portfolio to address the
needs of businesses and individuals
alike. With over two decades of
experience, Wraxi Calls has built its
reputation on reliable and affordable
services, supported by a skilled
workforce dedicated to maintaining
high service levels in every interaction.

The company's services include
low-cost international calling, enabling
seamless communication with mobile
and landline numbers worldwide.
Wraxi's second phone number feature
allows users to manage personal and
professional communications without
needing additional SIM cards, offering
functionalities such as call forwarding,
blocking, and voicemail. The
organization also provides data entry
and invoice management solutions,
helping businesses maintain accurate
records and streamline operations.
Advanced voice recording services
enable the capture and analysis of
customer interactions, aiding quality

assurance and training efforts. These
offerings are complemented by
affordable texting and international
SMS services, ensuring comprehensive
communication options.

The company's expertise extends to
inbound and outbound call handling,
with  24/7 availability for clients.
Additional services include reservation
and dispatching solutions, meeting
the logistical needs of businesses in
sectors such as transportation and
hospitality. This diverse range of
capabilities allows Wraxi to serve a
wide spectrum of industries while
maintaining a strong focus on
delivering customized solutions.




Aqvaze

Aqvaze is a prominent provider of

front-desk office and customer support
services, serving clients across the UAE,
Qatar, and the UK. With expertise in
multilingual customer service, Aqvaze
facilitates seamless communication in
English, Arabic, Urdu/Hindi, and
Russian. The company specializes in
both inbound and outbound call
center solutions, offering a wide range
of services to meet the diverse needs of
its clientele. Operating 24/7, Aqvaze
emphasizes efficient and personalized
customer support to help businesses
enhance their client interactions and
operational efficiency.

Aqgvaze's inbound services include call
handling, order taking, and
multilingual  support tailored to
industries such as transportation,
healthcare, and retail. For example, its
CabcCall service streamlines inbound
taxi and limousine booking operations
in the US and UK, combining advanced
dispatch management with real-time
support. The company also excels in
medical billing and coding for
U.S.-based healthcare providers,
ensuring high claim acceptance rates
while adhering to HIPAA compliance
standards. Additional offerings include
virtual assistant services and chat and
email support, providing clients with
versatile options for lead engagement
and customer retention.

Outbound services form another core
area of Aqvaze's expertise. The
company has demonstrated strong
performance in appointment setting
and sales campaigns, achieving
measurable results such as a 47%
increase in sales conversions and a 53%
rise in customer retention rates. By
leveraging detailed client strategies
and employing experienced agents,
Agvaze  supports businesses in
expanding their customer base and
driving revenue growth. Its chat
support services further enhance client
outreach, offering customized
solutions for various industries through
trained agents proficient in multiple
software platforms.

Aqgvaze partners with businesses across
sectors such as transportation,
healthcare, and technology to deliver
tailored solutions that align with their
operational goals. Notable clients
include companies utilizing the
CabcCall service  for managing
transportation bookings and
healthcare organizations relying on
Aqvaze's billing expertise.  The
company's service excellence s
reflected in its operational metrics,
boasting a 90% service level, high
occupancy rates, and reduced
abandonment rates.

Blue Cross BPO

BlueCross BPO, founded in 2018,
operates as a prominent BPO firm with
a strong focus on customer-centric
solutions. Headquartered in Pakistan
with an international presence in the
United States, the company caters to
diverse industries including auto
insurance, home improvement,
medicare supplements, and real
estate. BlueCross BPO's ability to adapt
to dynamic client requirements has
positioned it as a reliable partner for
businesses  seeking high-quality
outsourced services. The organization
emphasizes a seamless  client
experience while addressing specific
operational needs such as lead
generation, customer service, and
direct sales.

The company has earned significant
accolades, including recognition by
the Pakistan Software Exchange Board
(PSEB) as the country's top call center.
Its achievements are supported by a
team of approximately 100 skilled
professionals who are proficient in
outbound sales, inbound support,
and back-office functions. BlueCross
BPO has consistently demonstrated
excellence in service delivery,
particularly in Medicare Advantage
CPLs and CPAs, reflecting a track
record of quality and efficiency. Its
partnerships with major brands like
AT&T, DirecTV, Xfinity, and Dish TV
further underscore its industry
credentials.

Operationally, BlueCross BPO has
achieved remarkable results, with over
50,000 successful sales driven by a
dedicated team of 30+ customer
service representatives and 18
closers/verifiers. These professionals
excel in lead generation for industries
such as solar energy, mortgage
services, and insurance, ensuring a
consistent pipeline of high-value
prospects for their clients. By
integrating appointment setting, live
transfers, and direct sales, the
company delivers end-to-end
solutions that help businesses
maximize customer engagement and
conversion rates.

BlueCross BPO’s service offerings
include outbound lead generation
tailored to industries like auto
insurance and home improvement,
ensuring quality and scalability for
clients. Direct sales campaigns are
executed for major
telecommunications and
entertainment providers, enhancing
customer acquisition and retention.
Its inbound services operate on a 24/7
schedule, providing real-time support
and resolution for clients’ customers.
By combining innovative technology
with industry best practices, the
company ensures high satisfaction
rates and measurable outcomes.
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. Call Box BPO

Call Box BPO (CBB) is a BPO company headquartered in Islamabad,
Pakistan, offering tailored solutions to clients in the United States,
CALLBOXBPO Canada, and the United Kingdom.

With a strong emphasis on efficiency
and customization, CBB specializes in
outbound call center services,
including telemarketing, lead
generation, and appointment setting.
Since its inception, the company has
developed a robust operational
framework to meet the dynamic needs
of industries such as healthcare, retail,
education, and travel. CBB's focus on
delivering cost-effective and reliable
solutions has positioned it as a trusted
partner for businesses seeking to
streamline operations and improve
customer engagement.

CBB's contributions to the outsourcing
industry are marked by its adherence
to international standards, including
ISO 9001 certification, ensuring quality
and consistency across all its services.
Operating since 2015, the company has
developed an infrastructure equipped
with advanced telecom systems,
UPS-backed power solutions, and
stringent data security measures,

guaranteeing reliability and
confidentiality. The team, comprising
experienced professionals with

expertise in global markets, has
supported clients in  achieving
measurable outcomes, from increased
sales to enhanced customer
satisfaction. CBB's commitment to
fostering long-term client relationships
is reflected in its ability to adapt to both
short- and long-term projects with
flexibility and precision.

CBB's telemarketing services include a
mix of inbound and outbound
operations, enabling clients to efficiently
handle lead generation, direct sales, and
appointment scheduling. These
services are tailored to B2C industries
and utilize advanced tools like
Interactive Voice Recognition (IVR) and
Automatic Call Distribution (ACD) to
optimize customer interactions. The
company also offers comprehensive
customer support solutions, including
help desk services, order management,
and technical assistance, which have
been shown to reduce client costs by up
to 50%. Each project is designed to align
with the specific objectives of the client,
ensuring targeted results and effective
resource allocation.

In addition to telemarketing and
customer  support, CBB  delivers
high-quality data entry services,
addressing the growing need for
accurate and efficient data processing.
This includes large-scale document
conversion, data analysis, and
information management. By
outsourcing these tasks, clients can
reallocate  resources toward core
business activities while benefiting from
CBB's speed and precision. The company
also provides corporate branding and
identity services, ranging from graphic
design and website development to
search engine optimization (SEO) and
social media marketing, enhancing
clients' visibility and market presence.

CAUWTRONICS
Calltronics

Calltronics is a prominent provider of
outsourced call center solutions,
recognized for its partnership with
Etisalat and an extensive global
footprint spanning the UAE, UK, US,
Canada, and Pakistan. It serves a broad
array of industries, delivering
client-centric communication
strategies that enhance operational
efficiencies. Focused on long-term
client relationships, Calltronics plans to
expand into markets like Bangladesh,
Afghanistan, and Australia. The
company is committed to offering
scalable, multilingual support services
tailored to meet the complex needs of
businesses across various sectors.

Among its key offerings, Calltronics
provides outsourced call center
solutions that manage customer
interactions such as order status
inquiries, account maintenance, service
dispatch, and returns processing. Its
technical support services address
installation,  troubleshooting, and
web-based assistance needs, ensuring
uninterrupted client operations.
Marketing support services focus on
revenue generation through inbound
and outbound telemarketing, lead
generation, and market research.
Additionally, enterprise support
solutions enhance internal operations
through centralized help desks, staff
augmentation, and customized
training programs. The company also
offers financial account outsourcing

and e-technology solutions, delivering
high-quality, cost-effective services for
businesses of all sizes.

With established partnerships with
major entities such as Etisalat, Rogers,
FedEx, Kia, and the American
University of Sharjah, Calltronics
continues to strengthen its position in
the global market through trust and
reliability. These partnerships reflect
the company's ability to align its
services with diverse business needs
effectively.

Operationally, Calltronics has
processed over 46,000 orders to date
and maintains a high client satisfaction
rate, with 92% positive feedback. The
company serves over 2,500 corporate
clients, offering services ranging from
customer care and technical support
to enterprise solutions and financial
account outsourcing. Its infrastructure
supports seamless integration of client
systems with a focus on precision,
reliability, and 24/7 service availability,
enabling businesses to optimize their
customer engagement strategies.
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Conexion

Conexion is a global provider of call
center and BPO outsourcing services,
specializing in inbound and outbound
telemarketing, customer  service,
and relationship management.
Headquartered in Pakistan, the
company offers a wide range of
solutions, including customer care,
order processing, lead generation, and
technical support. By combining
advanced technology and tailored
approaches, Conexion serves both
B2B and B2C markets with scalable
solutions designed to optimize
communication and  operational
efficiency. Its commitment to
delivering 24/7 services ensures
businesses can maintain consistent
and reliable customer engagement
across diverse industries.

Conexion's reputation is bolstered by
its partnerships with prominent
businesses and its recognition for
operational excellence. The company
has cultivated strong relationships
with clients by providing reliable and
efficient outsourcing solutions that
align with their specific needs.
Through its rigorous quality assurance
processes and market-driven
strategies, Conexion has established
itself as a trusted partner in the global
outsourcing landscape.

Conexion has handled thousands of
customer interactions and business
processes annually, enabling its clients
to achieve measurable improvements
in service quality and operational

efficiency. The company's offerings
include a full spectrum of customer
service options, such as help desk
support and warm transfer services,
ensuring smooth communication and
issue resolution. Its lead generation
and market research services provide
businesses with actionable insights,
while order processing and verification
solutions streamline transaction
workflows. The wuse of customized
reporting tools further enhances
transparency and decision-making
capabilities for its clients.

The company's services also
encompass sales optimization through
cross-selling and up-selling strategies,
which are designed to maximize
revenue opportunities. Conexion’s
technical support services address a
wide range of user inquiries and issues,
ensuring  uninterrupted  business
operations. Its survey tools and
verification processes provide
businesses with reliable data and
insights to inform their strategies.

\

SZRG

ZRG International

ZRG International, established in 1994,
is a prominent provider of Information
and Communication Technology (ICT)
solutions with a focus on customer
communication and contact
technologies. Serving a diverse
clientele across industries such as
telecommunications, finance,
insurance, and healthcare, the
company operates extensively in the
Middle East, Pakistan, and Africa. ZRG
has developed an array of solutions
tailored to the needs of businesses
seeking to enhance their customer
interaction capabilities. Its offerings
range from contact center
management systems to self-service
automation tools, ensuring businesses
achieve seamless and efficient
customer service operations.

ZRG's portfolio includes integrated
contact center solutions designed to
optimize customer communication
through advanced routing, call
recording, and real-time performance
analytics. The company's CRM suites
support client relationship

management by enabling efficient
data handling and customer
engagement. For quality assurance,

ZRG offers monitoring tools to
maintain  high service standards.
Another key product, the self-service
IVR system, automates routine
customer interactions, reducing
operational costs while improving
accessibility. Its outbound campaign
management tools allow businesses to
execute targeted marketing efforts
effectively, while the multi-party
teleconferencing platform facilitates
collaboration across multiple locations.

The company has established a robust
presence with a client base that
includes leading organizations such as
PSO, Telenor Microfinance Bank, and
Indus Motor Company. ZRGC's
partnerships have also extended its
influence, including collaborations
with  regional and international
technology firms. Recognition of its
innovative solutions is reflected in
accolades like the FPCCI Gold Medal
for ICT achievement and contracts for
large-scale projects such as helpline
setups for major financial institutions.
These achievements underscore
ZRG's commitment to delivering
value-driven technological
advancements.
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Systems Ltd

Systems Ltd specializes in delivering
technology-driven BPO services with a
focus on call center operations. With
over four decades of experience, the
company provides comprehensive
support to clients across multiple
sectors, including telecommunications,
retail, finance, and healthcare. Their
solutions  include inbound and
outbound call handling, customer
service management, technical
support, and telemarketing, leveraging
state-of-the-art technologies to
enhance  efficiency and  deliver
seamless customer experiences. By
combining human expertise with tools
such as Al-driven analytics and voice
recognition systems, Systems Ltd
ensures precision and adaptability in its
call center operations.

The company's call center services are
complemented by its digital
transformation  expertise, allowing
clients to integrate advanced
technologies like cloud platforms and
data management into their customer
interaction strategies. For instance,
their use of machine learning (ML) in
predictive analytics enables proactive
issue resolution, while chatbot
integration ensures 24/7 availability for
basic  customer queries. These
innovations not only improve
operational efficiency but also help
clients achieve measurable
improvements in customer satisfaction
scores and retention rates.

Systems Ltd has earned widespread
recognition for its achievements. It has

received the Forbes Asia Best Under a
Billion award and the Microsoft Partner
of the Year accolade, highlighting its
contributions to technology-driven
growth. In the outsourcing domain, its
strategic partnerships with industry
leaders further enhance its credibility
and reach. The company operates in
over 16 countries, serving more than
600 clients globally, supported by a
team of 7,000 professionals dedicated
to delivering exceptional results.

The company's impact on global
markets is evident in its robust service
portfolio and metrics. Systems Ltd
processes millions of  customer
interactions annually, with call centers
designed to handle high volumes while
maintaining quality standards. Its
expertise in multilingual support allows
clients to cater to diverse customer
bases, a critical asset for businesses
with international operations. By
integrating  customer  relationship
management systems and data
analytics, Systems Ltd enables
real-time performance tracking and
continuous  improvement in  its
services.

A\

TECH BRIDGE

Consultancy

Tech Bridge Consultancy

Tech Bridge Consultancy focuses on
delivering tailored call center solutions
designed to enhance customer
engagement and streamline
communication processes. The
company provides a comprehensive
suite of services, including inbound
and outbound call handling, technical
support, and customer relationship
management. Leveraging cloud-based
technologies and advanced analytics,
Tech Bridge enables businesses to
optimize call center operations,
ensuring scalability and efficiency.
With expertise in deploying
omnichannel platforms, the company
facilitates seamless customer
interactions across voice, email, and
chat, helping organizations adapt to
diverse commmunication preferences.

In addition to traditional call center
operations,  Tech Bridge offers
value-added services such as call
analytics, workforce optimization, and
performance monitoring. By
integrating Al and ML into these
solutions, the company enables
predictive analytics for proactive
customer engagement and improves
agent performance through real-time
feedback mechanisms. Its cloud
migration services further support call
centers by enabling flexible and
cost-effective infrastructure, reducing
downtime, and improving data
security. These offerings cater to a wide
range of industries, including

e-commerce, telecommunications,

and healthcare.

The company has established strategic
partnerships with leading technology
providers, including AWS and
Microsoft, to enhance its service
delivery. As an AWS Advanced Tier
Consulting Partner, Tech Bridge brings
cutting-edge cloud solutions to its call
center clients, ensuring compliance
and innovation. Its collaborations
extend to developing custom software
solutions that align with specific client
needs, further reinforcing its position
as a versatile service provider. Tech
Bridge serves over 200 global clients,
with a notable presence in North
America, Europe, and Asia.

Tech Bridge has been recognized for its
contributions to the technology and
outsourcing sectors. The company was
honored with the Regional IT
Excellence Award for its innovative call
center solutions, reflecting its ability to
address complex business challenges.
With a team of over 300 certified
consultants and a portfolio of over 200
successful projects, Tech Bridge has
solidified its reputation as a reliable
partner. Its rapid project
implementation reduces deployment
times by up to 40%, allowing
businesses to realize value swiftly.
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The Telaxy

The Telaxy is a leading provider of call
center and telecommunications
solutions, serving businesses globally
with tailored services designed to
enhance customer interactions and
operational efficiency. The company
specializes in outsourced customer
support, leveraging a highly trained
team to deliver consistent,
round-the-clock service. With a strong
emphasis on first-call resolution, their
approach focuses on addressing
customer concerns effectively while
supporting businesses in achieving
their strategic goals. The Telaxy offers
scalable solutions across industries,
ensuring adaptability to diverse client
needs.

The company’'s portfolio includes
comprehensive customer service
operations, operating 24/7 to meet
the demands of global markets. By
combining advanced technologies
with a deep understanding of client
operations, The Telaxy ensures

seamless customer support
experiences. Their outsourced
customer service solutions

encompass both inbound and
outbound call management, tailored
training for agents, and detailed
performance analytics. This model
allows businesses to maintain high
customer satisfaction rates while
optimizing their resource allocation.
Serving clients across 15 countries, the
company manages over 2,000 active
projects annually with a team
exceeding 800 professionals. The

company has established long-term
partnerships with leading brands
across various sectors, adapting to the
specific  requirements of each.
Strategic alliances with prominent
technology firms enable The Telaxy to
integrate cutting-edge tools into its
services, enhancing both quality and
reliability. Key collaborations include
partnerships with major corporations
in  telecommunications, retail, and
e-commerce sectors, providing
end-to-end solutions.

The Telaxy's commitment to
excellence is recognized through
multiple industry accolades, including
the Global Telecom Excellence Award.
Certifications such as ISO 27001 reflect
their dedication to secure, high-quality
service delivery. As part of their
continuous improvement efforts, The
Telaxy invests in agent training,
process optimization, and technology
upgrades. These initiatives ensure
sustained growth and the ability to
meet evolving client and market
demands while maintaining a 98%
project success rate.

SYzeropoint~

ZeroPoint

ZeroPoint IT focuses on addressing
complex human resource challenges
in managing remote IT teams,
providing comprehensive solutions
that integrate seamlessly into client
operations. Leveraging a proprietary
Operational Offshore Management
(OOM) framework, ZeroPoint enables
businesses to recruit, train, and
manage dedicated IT professionals
skilled in areas such as software
development, cybersecurity, and
technical support. The company's
framework emphasizes transparency,
allowing clients to maintain control
over their processes while benefiting
from enhanced team collaboration
and productivity.

The cornerstone of ZeroPoint's
offerings lies in its recruitment and
management services, which connect
businesses with top-tier IT talent. The
company's OOM framework optimizes
remote team performance through
performance tracking, collaboration
tools, and tailored virtual team
training. ZeroPoint also facilitates the
onboarding of dedicated offshore
development teams that align with
client objectives and processes,
ensuring seamless project execution.
Additional support services, such as
infrastructure  management  and
administrative oversight, allow clients
to concentrate on strategic goals
without operational distractions.

Founded in 2007 by engineers
inspired by their collaborative work

during the 2005 Kashmir earthquake
relief efforts, ZeroPoint has grown into
a globally recognized provider of
remote workforce solutions. The
company's roots in cross-border
collaboration continue to influence its
culture, which prioritizes respect and
openness. Through its emphasis on
employee well-being, ZeroPoint has
achieved strong retention rates and
long-term client partnerships. Many of
its contracts span over a decade,
underscoring its role as a reliable
strategic partner in building and
managing remote IT teams.

The company's expertise extends to
training in virtual team
communications and best practices,
enabling remote employees to adapt
effectively to client-specific cultures
and processes. By fostering
high-performance teams and sharing
insights on remote collaboration,
ZeroPoint ensures that its clients
benefit from improved efficiency and
engagement. These capabilities have
earned ZeroPoint accolades from
clients across various sectors,
including endorsements for its
tailored approach to team-building
and operational excellence.
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Synergy IT

Synergy IT is a provider of
technology-driven solutions designed
to enhance organizational efficiency
and digital transformation. With
operations spanning multiple regions,
the company focuses on creating
custom software applications,
cloud-based infrastructures, and IT
management services tailored to
meet specific client requirements.
Leveraging its deep  technical
expertise, Synergy IT has collaborated
with businesses across industries
including publishing, logistics, and
education, supporting them in scaling
operations and optimizing workflows.
Established over a decade ago, the
company has built a solid reputation
for its comprehensive approach to
addressing complex IT challenges.

The company's service offerings
encompass managed IT services,
cloud infrastructure development, and
software design. Synergy IT's
managed services ensure seamless IT
operations through monitoring,
maintenance, and support tailored to
dynamic business environments. Its
cloud solutions utilize platforms like
Azure to facilitate scalable, secure, and
efficient  computing  frameworks,
enabling clients to transition from
traditional systems to modern,
microservices-based architectures.
The custom software development
division  specializes in  creating
applications tailored to unique
business needs, incorporating features
like backend integrations and system

optimization. By delivering solutions
aligned with clients' goals, Synergy IT
ensures operational sustainability and
responsiveness.

In its project portfolio, Synergy IT has
completed over a thousand projects,
partnering with companies such as
GCyldendal and Bladkompagniet to
modernize their digital frameworks.
For Gyldendal, it introduced a
streaming service for digital textbooks
and enhanced book club operations
through advanced backend systems.
In the logistics sector, Synergy IT
enabled Bladkompagniet to transition
from paper-based delivery systems to
optimized digital workflows,
improving scalability and operational
accuracy. These projects underscore
the company's ability to adapt its
expertise to diverse industries and
requirements.

Synergy IT  maintains  strategic
alliances with industry leaders like
Microsoft and AWS, enhancing its
capacity to deliver cutting-edge
solutions. Certifications including ISO
9001 and ISO 27001 reflect its
adherence to global quality and
security standards. Additionally, the
company’s  contributions to IT
innovation and customer satisfaction
have been recognized with industry
awards. With a workforce of over 500
professionals spread across ten
countries, Synergy IT supports a
wide-ranging clientele, achieving a
notable 95% customer retention rate.

8 techlogix
Techlogix

Techlogix is a global IT services
company that specializes in digital
transformation, business process
automation, and enterprise solutions.
Founded in 1996, the company
operates in various sectors, including
healthcare, finance, and technology,
providing tailored services to enhance
organizational efficiency and
productivity. Its offerings include
enterprise resource planning (ERP),
application development, user
experience design, and advanced data
analytics. With a presence across
multiple continents, Techlogix has
successfully delivered thousands of
projects to a diverse client base.

The company's core services include
APl and integration services, cloud
transformation, and managed services,
which aim to modernize legacy
systems and enable seamless digital
operations. In the financial sector,
Techlogix implements mission-critical
systems to streamline operations and
improve customer experiences. In
healthcare, it focuses on improving
outcomes through innovative [T
platforms, including solutions for
remote  patient monitoring and
integrated healthcare systems. The
company also supports education and
manufacturing industries with scalable
digital platforms like Campus on Cloud
and distribution management tools.

Techlogix has established itself as a
trusted partner for leading technology
providers. It is anOracle Platinum

Partner and SAP Gold Partner,
showecasing its technical expertise and
alignment with global standards. Its
innovative approaches have earned the
company industry awards for client
satisfaction and project excellence. The
spinout company AdalFi exemplifies its
commitment to innovation, using Al to
enhance credit accessibility for
consumers and SMEs.

With over 3,000 completed IT projects
and a client list that includes Fortune
500 companies, Techlogix stands out
for its ability to deliver comprehensive
and customized digital solutions. Its
contributions to transformative
projects, such as digitalizing Nestlé's
distribution network and optimizing
analytics for Gulf International Bank,
reflect its strategic impact in the digital

landscape.
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Techlogix's ERP solutions transformed
our operations. \
- Client ‘
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Their team is incredibly responsive and |
skilled. \
— Client \




TALK TO US

Do you run a business in the
call center industry?
Get in touch with your details now at
mkt@pseb.org.pk

and we'll take it from there.

Also email us for any comments, suggestions
or errors in this whitepaper.

For more information on
registered companies, please visit

https://techdestination.com



About this Industry Roundup

Pakistan Software Export Board developed this paper by hiring
services of independent consulting firms to prepare this roundup on
Pakistan’s Call Center sector. The paper focuses on Pakistan-based
companies in this vertical and apprises the reader of the expertise
available in this domain.

Disclaimer

All the information provided in this roundup is compiled by the consulting
firms and based on the available material about the companies covered in this
roundup. Coverage in this industry roundup document is not an endorsement

by Pakistan Software Export Board (PSEB), Ministry of Information
Technology and Telecommunication (MolTT) or the Government of Pakistan
(GOP). The Pakistan Software Export Board, Ministry of Information
Technology and Telecommunication, or the Government of Pakistan assumes
no commercial financial or legal liability accruing from any transactions with
the firms featured in this industry roundup.
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