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Executive Summary

W

U.S. demand for outsourced services is not slowing—it is becoming structural.
Across customer experience, IT operations, finance and accounting, analytics,
compliance, and back-office functions, organizations of all sizes increasingly rely
on outsourcing to maintain focus, resilience, and operational efficiency.

Yet many BPOs struggle to convert this demand
into sustainable U.S. growth. Pipeline is
inconsistent. Customer acquisition costs
continue to rise. Profitability is under pressure.
Too often, growth is driven by low-margin
customers that never scale or expand
meaningfully.

This challenge is not caused by weak demand
or limited delivery capability. It stems from a
fundamental mismatch between how U.S.
organizations evaluate outsourcing and how
BPOs attempt to engage them.

U.S. buyers evaluate outsourcing quietly and

cautiously. Decisions often involve months of
internal assessment, peer validation, and risk
analysis before providers are contacted. As a
result, most real demand remains invisible to
traditional acquisition channels such as SEO,
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referrals, directories, and late-stage intent data.
These channels surface only a narrow subset of
buyers—typically those already
vendor-shopping and highly price-sensitive.

InsideUp was built to close this gap.

By combining Predictive Al, Generative Al, and
human-led consultative engagement,
delivered through a unified execution platform
and experienced engagement team, InsideUp
enables BPOs to identify and engage U.S.
organizations earlier in their evaluation
cycle—before commoditization, price pressure,
and trust barriers take hold.

The result is not more leads, but better
conversations: earlier, more strategic, and more
likely to become profitable long-term
relationships.



The Reality of U.S. Outsourcing Demand

Outsourcing in the U.S. market is no longer a tactical cost-reduction exercise. It has become a
core operating strategy tied to speed, specialization, resilience, and executive focus.

Organizations increasingly outsource not only to reduce expense, but to access capabilities
they cannot efficiently build or maintain internally—specialized talent, mature operational
processes, regulatory expertise, and rapidly evolving technology platforms.

This demand spans multiple functions simultaneously, resulting in longer buying cycles and
broader stakeholder involvement. Outsourcing decisions are commonly evaluated across
finance, operations, IT, security, legal, and executive leadership.

. The scale of this demand is
Functions Most Commonly Outsourced

X . significant.

by U.S. Organizations

% of However, the majority of it
Function Area Organizations

does not surface through

Customer Experience [ Contact Centers 65-70% Inbound.Chonnels ?r formal
IT Services & Support 60-65% RFPS_ L_mt” very late in the
Finance & Accounting 50-55% decision process.
Back-Office & Admin Operations 45-50% For BPOs, the opportunity is
Data, Analytics & Processing 35-40%

large—but largely invisible.

Sources: Deloitte Global Outsourcing Survey, Gartner, Everest Group

© INSIDEUP | IMPLEMENTING PREDICTIVE Al



Why U.S. Buyers Evaluate
Outsourcing Quietly

Unlike transactional purchases, outsourcing decisions directly affect customers, employees,
compliance posture, data security, and brand reputation. As a result, U.S. buyers approach
outsourcing cautiously and deliberately.

Most organizations begin with internal feasibility analysis, cost modeling, and risk assessment.
This is followed by informal peer benchmarking and internal alignment across departments.
Vendor engagement is typically delayed until leadership confidence is high and perceived risk
has been reduced.

This demand spans multiple functions simultaneously, resulting in longer buying cycles and
broader stakeholder involvement. Outsourcing decisions are commonly evaluated across
finance, operations, IT, security, legal, and executive leadership.

By the time a BPO becomes
aware of an opportunity,
competitors may already be

Vendor Visibility
Across the Buying Journey

Stage Buyer Vendor embedded in the buyer’s
Activity Visibility thinking.

Internal assessment Cost, risk, feasibility None Late engogement often forces

Peer validation Informal benchmarking  None providers to compete on price

Shortlist development Quiet research Minimal rather than value.

Vendor engagement RFPs, discovery calls High

Sources: Gartner Buying Groups Research, DemandGen Report
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The Structural Failure of Traditional
BPO Customer Acquisition

Most BPO go-to-market strategies were built for a time when buyers raised their hands
earlier. SEO-driven inbound, referrals, online directories, and intent data still play a role—but
they capture only a small fraction of total demand.

Research consistently shows that only a small percentage of buyers actively signal interest
at any given time, while the majority are evaluating quietly or preparing for future decisions.

‘ V

These channels

Visibility of Outsourcing Demand disproportionately surface
late-stage, price-sensitive
buyers.

While they may appear
Active hand-raisers 5-10% High cost-effective, they often
Quiet evaluators 60-70% Low lead to customers who resist
expansion, demand
customization, and churn
before meaningful lifetime
value is realized.

Early-stage explorers 20-30% Very low

Source: Gartner, and Forrester
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Market Data Confirms the Invisible
Demand Problem

Market data shows that BPO demand-visibility challenges are structural, not
anecdotal. Across B2B markets, companies face slower pipelines, rising acquisition costs,
and growing difficulty reaching buying committees—pressures amplified in outsourcing,
where cycles are longer, stakeholders are broader, and perceived risk is higher.

Research reflects a shift from volume-driven lead generation to : 69% of businesses prioritize
converting leads into customers, while sales teams cite poor lead quality (33%) and difficulty
reaching decision-makers (37%) as key challenges. Data gaps persist as well, with 44%
seeking better data to expand TAM and 46% needing deeper intelligence that ties intent to
real contacts.

As digital costs rise and tracking degrades, inbound-heavy models surface buyers too
late—often price-driven and resistant to expansion—compressing margins. InsideUp
addresses this gap by moving demand visibility upstream, before buyers appear through
traditional channels and before procurement dominates the conversation.

Exhibit: Structural Demand Visibility Challenges in B2B Buying

Converting leads is top 69% Volume-based demand generation
priority underperforms

Lead quality is top sales challenge 33% Late-stage buyers dominate inbound
Inability to contact decision-makers 37% Buying committees remain invisible
Need better data to expand TAM 44% Predictive visibility required

Need intent tied to contacts 46% Contact-level insight critical

Believe better data improves outcomes 40-53% Execution quality > channel volume

Sources: Growbo, DemandGen Report, Verse.ai, Forbes, Ruler Analytics, Gartner
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The Profitability Trap: Growth
Without Margin

As competition increases, many BPOs are limit expansion. Over time, they erode
winning customers—but losing profitability. margins and strain delivery teams.
Low-cost acquisition channels tend to Sustainable growth requires a different
attract buyers optimizing for price rather acquisition mindset: fewer customers,
than partnership. These customers often better aligned, with higher long-term value.

engage late, negotiate aggressively, and

Profitable vs. Unprofitable BPO Customers

ET et Price-Driven Value-Driven
Buyers Buyers

Engagement timing Late-stage Early-stage

Decision criteria Cost Risk, outcomes, fit

Expansion potential Low High

Margin stability Weak Strong

Sources: InsideUp analysis, Gartner, Everest Group

InsideUp helps BPOs avoid this trap by identifying U.S. organizations that resemble

past high-value customers—not just those actively shopping for vendors.
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Predictive Al as a Demand
Visibility Layer

Predictive Al fundamentally changes
how demand is identified—but only
when implemented correctly.

InsideUp’s Predictive Al is a
production-grade inference engine
trained on more than a decade of
proprietary first- and second-party
engagement data across complex
B2B buying environments. These
predictive insights are operationalized
through InCapture, InsideUp’s
proprietary demand execution
platform, ensuring signal is translated
into action rather than remaining
theoretical.

Rather than relying on isolated events
such as downloads or searches, the
models analyze patterns across time,
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incorporating firmographics, technographics,
contact-level engagement, role data, sentiment
signals, and historical conversion outcomes.

Crucially, InsideUp scores both accounts and
individual contacts, reflecting the reality that

outsourcing decisions are made by

committees—not individuals.

Predictive Al vs. Traditional

Demand Signals

Approach

Inbound marketing
Intent data
ABM targeting

Predictive Al

What It
Detects

Declared interest
Research spikes
Strategic fit

Probable future demand

Source: Gartner, and Forrester

Limitation

Late-stage only
Noisy, incomplete
No timing insight

Requires deep data

09



From Prediction to Practice:
InsideUp’s Hybrid Engagement Model

Technology alone does not create
pipeline. The differentiator lies in how
insight is activated.

InsideUp treats Predictive Al as an
input—not a decision-maker. Predictive
models surface where future demand is
likely to exist, but human expertise
determines whether, when, and how
engagement should occur. This ensures
relevance, timing, and fit are validated
before any outreach begins.

Engagement is intentionally consultative
and educational rather than
transactional. Conversations are
designed to help U.S. buyers clarify
whether outsourcing is appropriate, what
risks need to be addressed, and how
success should be measured—long before
commercial discussions take place.
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InsideUp Engagement Architecture

Predictive Al Identify hidden demand
Human validation Confirm relevance & timing
Consultative engagement Educate and assess
Qualification Establish fit and readiness

Sources: Gartner, Forrester, InsideUp proprietary engagement data

This hybrid model consistently produces
higher-quality conversations and stronger
downstream conversion.



InCapture: The Operating System
Behind InsideUp’s Demand Execution

What differentiates InsideUp is not only what it understands about U.S. buyer behavior, but
how that understanding is executed at scale.

InCapture is InsideUp’s proprietary demand execution platform, built to manage
the full demand lifecycle for BPOs—from data extraction to verified, decision-ready
sales conversations. It operates as a unified system, orchestrating data, Al,
automation, and human execution within a single workflow.

InCapture aggregates and enriches
firmographic, technographic, contact, and
engagement dataq, filtering noise common in
third-party intent signals. It activates
multichannel campaigns across email, socidal,
text, and live outreach, dynamically adapting
based on buyer role, engagement behavior,
and evaluation stage.

For sales enablement, InCapture provides
InsideUp’s teams with real-time context,
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role-specific messaging, and Al-supported
guidance to keep conversations consultative
and credible. Verification and qualification
are embedded into the workflow, with
outcomes confirmed by humans—not inferred
by automation—protecting pipeline integrity.

InCapture is not sold as software. It is
operated by InsideUp’s execution team,
where technology delivers scale and
precision, and human expertise ensures
accountability and results.



Generative Al: Personalization
at Scale for BPO Demand Activation

InsideUp uses Generative Al to personalize
demand activation for BPOs selling into the
U.S. market—at scale, without sacrificing trust.

Embedded within the InCapture platform,
Generative Al enables tailored content
syndication, role-specific value messaging,
and rapid deployment of coordinated
multi-channel campaigns across email,
social, text, and live outreach. Engagement
reflects each buyer’s function, industry
context, and stage of outsourcing evaluation.
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Generative Al also supports live qualification
by helping frame the most relevant
outsourcing benefits during conversations,
keeping engagement consultative, timely,
and aligned with what buyers are actively
assessing.

Importantly, Generative Al augments—not
replaces—human engagement. It does not
automate conversations or substitute
judgment. All interactions remain human-led,
preserving the credibility required for
complex outsourcing decisions.



Al Adoption as a Signal
of BPO Maturity

U.S. buyers increasingly view Al maturity as a proxy for operational maturity.
Providers that can articulate how Al improves quality, forecasting, governance,
and decision-making are perceived as lower-risk partners.

Al Impact Across BPO Functions

Transactional processing Highly automated
Finance & accounting Al-assisted
Customer support Tier-1 automation
QA & compliance Al-driven insight

Sources: McKinsey Global Institute, Gartner, InsideUp analysis

Exception handling
Analytics and forecasting
Escalation and empathy

Oversight and governance

InsideUp helps BPOs engage buyers whose expectations align with higher-value,

Al-augmented services—reducing commoditization risk.
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Reframing “BPO” for the U.S. Market

In the U.S,, “BPO” is not a buying term—it is an industry term. Buyers think in terms of
functions outsourced, not provider categories.

Any organization outsourcing finance, IT, customer operations, analytics, or compliance
is engaging in business process outsourcing, regardless of provider size or geography.

InsideUp engages buyers around needs and outcomes rather than labels, allowing BPOs of
all types to compete on capability rather than perception.

Focus on Core Business Is Driving
Outsourcing Demand

Across industries, U.S. organizations are narrowing their focus on core competencies—innovation,
differentiation, and growth—while externalizing non-core operations.

Labor shortages, regulatory complexity, and accelerating technology change have made this
shift structural rather than temporary.

Outsourcing is no longer a cost

Drivers of Increased Outsourcing play; it's a strategic response to
Driver Strategic Impact structural pressure.

Talent scarcity Access specialized expertise As talent becomes harder to
Operational complexity Reduce management overhead secure and operations grow
Compliance burden Lower internal risk more complex, organizations are
Technology change Avoid internal rebuilds turning to partners that can

manage compliance and keep

Sources: Deloitte, Gartner, McKinsey pGCG With technology Chcmge.
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Conclusion: Entering the Market
Earlier Changes Everything

The U.S. outsourcing market does not reward the loudest vendors or the lowest prices. It rewards
those who arrive early, informed, and credible.

BPOs that rely solely on SEO, referrals, and directories will continue competing late and on price.
Those that adopt predictive, consultative, and Al-enabled engagement—supported by a unified
execution platform and experienced teams—will shape conversations before competitors
appear.

But earlier, better conversations—where profitable growth actually begins.
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About InsideUp

InsideUp helps global BPOs and outsourcing providers grow their U.S. customer base by
identifying and engaging real outsourcing demand earlier—before buyers raise their hands
publicly or enter late-stage vendor comparisons.

At the core of InsideUp’s approach is InCapture, its proprietary demand execution platform
that unifies data, Predictive Al, Generative Al, campaign orchestration, and human-led
engagement into a single solution for companies selling outsourced services. InCapture
manages the full demand lifecycle—from surfacing hidden buying signals to activating
multi-channel outreach, verifying interest, and converting engagement.into decision-ready
conversations.

InsideUp pairs its technology with an experienced execution team that validates relevance,
guides consultative conversations, and protects pipeline quality. The result is earlier access
to higher-value U.S. buyers, stronger positioning, and more profitable long-term customer
relationships.

InsideUp was built for complex buying environments—where timing, trust, and executien
discipline determine growth.

WWW.INSIDEUP.COM

SALES@INSIDEUP.COM



