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EXECUTIVE SUMMARY

Key Findings

Customer Support and CX Operations (CS & CX Ops) organizations face a critical execution
crisis in 2026. While 75.7% of Customer Support & Operations leaders prioritize artificial
intelligence and automation investments, 48.6% simultaneously struggle with agentic Al
implementation, and 64.9% of organizations face limited budgets and resources; revealing
a fundamental gap between strategic intent and operational capability.

This research, based on a survey of CS & CX ops decision-makers across multiple
industries, quantifies the resource constraints, capability gaps, and organizational support
deficits that threaten digital transformation initiatives.

75.7% 64.9%

prioritize Al investment face limited budgets
Yet 48.6% struggle with implementation and resources

Strategic Planning Assumptions

By 2026:

O 70% of organizations maintaining fully in-house Customer Support & Operations will
face critical scaling challenges due to Al capability gaps and resource constraints,
forcing strategic decisions about build-versus-partner models.

O Organizations that fail to resolve the Al implementation gap will experience 25-30%
higher customer acquisition costs compared to competitors with mature Al-enabled
Customer Support & CX Operations.

O Customer Support & CX Operations leaders unable to demonstrate revenue impact
will see budget allocations decline by 15-20%, accelerating the talent exodus as 21%
already cite limited career growth opportunities.
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Research Methodology

This research is based on a comprehensive survey conducted between
October 8 and November 3, 2025, targeting Customer Support & CX
Operations decision-makers with budget authority across multiple industries
and organization sizes.

Survey Demographics
Leadership Level Industry Support Structure
Director: 47% Tech/Saas: 38% Fully In-House: 71%
VP/[SVP: 26% E-commerce: 21% Hybrid: 26%
C-Level: 15% Healthcare: 18% Fully Outsourced: 3%
Manager: 12% Other: 23%

O Respondent Profile: Customer Support & CX Operations decision-makers with
budget authority across Director, VP/SVP, C-Level, and Senior Manager levels

O survey Period: October 8 - November 3, 2025

O Geographic Distribution: Global representation including North America, Europe,
LATAM, DACH, and other regions
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Market Context

The Customer Support & CX Operations market is undergoing a fundamental
transformation driven by three converging forces:

1. Aland Automation Maturity Requirements: Organizations recognize Al's potential
but lack implementation capabilities.

2. Revenue Attribution Expectations: Customer Support & CX Operations functions
transition from cost centers to revenue drivers requiring new measurement
frameworks.

3. Global Operations Demands: 24/7 and multilingual support requirements increase
as digital channels expand customer reach.
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DETAILED FINDINGS AND ANALYSIS

Finding 1: The Al Implementation Gap Threatens
Digital Transformation ROI

() Organizations overwhelmingly prioritize Al, but nearly half lack the
capabilities to implement it — creating a widening execution gap
that threatens the ROI of digital transformation.

75.7% 48.6%

of organizations prioritize Al and identify agentic Al
automation investments in the implementation as a primary
next 12 months challenge
Analysis

While Al implementation can theoretically be addressed through internal resource
reallocation, the reality facing 64.9% of organizations with limited budgets means they
cannot free up existing resources NOR invest in new capabilities. This creates a

compounding constraint where organizations cannot pursue their highest strategic
priority.

This represents a critical execution crisis. Organizations demonstrate consensus on
Al's strategic importance, three-quarters prioritize investment, but nearly half lack the
capabilities to deploy these solutions effectively. The gap suggests organizations are
purchasing or committing to Al technologies without adequate:
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0 Technical infrastructure and data foundations (35.1% struggle with digitalization and
advanced analytics)

O Internal expertise and implementation resources
Change management and adoption frameworks

O Integration capabilities with existing technology stacks

Impact Assessment

High Impact: Organizations investing in Al without implementation capabilities will
experience:

O Delayed time-to-value on technology investments

O Increased total cost of ownership due to extended implementation timelines
O Competitive disadvantage versus organizations with mature Al capabilities
o

Internal stakeholder skepticism about future technology investments

Al investment is increasingly mistaken for Al progress — masking a growing

execution deficit.

Organizations are committing to Al strategies that their operating models are

structurally unable to deliver.
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Strategic Implications

The data reveals two distinct cohorts emerging:

Al-Capable Organizations

Al-Aspirational Organizations

Organizations in the Al-Aspirational cohort face a critical decision: build internal
capabilities (requiring 18-24 months and significant investment) or access capabilities
through strategic partnerships. The 75.7% maintaining fully in-house operations suggests
strong preference for internal control, creating tension between strategic preference and
operational reality.
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Finding 2: Resource Constraints Create Systemic
Underinvestment Despite Strategic Importance

() Customer Support & CX Operations is strategically important but
structurally underfunded — creating a systemic underinvestment
cycle that leaders cannot break without external capability support.

64.9% 56.8%

of organizations face of CS/CX leaders struggle
limited budgets most with securing
and resources resources
Analysis

The dual nature of this finding; organizational resource constraints (64.9%) combined
with leadership-level resource acquisition challenges (56.8%); indicates systemic
underinvestment in Customer Support & CX Operations. This occurs despite:

O 59.4% prioritizing revenue impact or customer retention as primary Customer
Support & CX Operations drivers

O Customer Support & CX Operations's recognized strategic importance to business
outcomes

O Universal acknowledgment of Al/automation investment needs (75.7%)

The disconnect suggests Customer Support & CX Operations functions remain trapped
in historical cost center perceptions despite rhetorical elevation to strategic
importance. This creates a vicious cycle: insufficient resources > inability to
demonstrate impact > continued resource constraints.
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The funding gap becomes particularly critical when combined with Al ambitions. Unlike
Al implementation challenges; which could be solved by reallocating internal technical
resources, budget constraints cannot be resolved through reallocation. Organizations
are simultaneously cash-constrained AND capability-constrained, making external
partnerships the only viable path forward

Directors bear the weight of resource challenges but lack the authority to

solve them.

Resource constraints aren't an operational problem — they're a structural
barrier to CX transformation.

Comparative Analysis by Job
Level

Resource acquisition challenges correlate with
organizational authority:

o cC-Level (16.2% of sample): Strategic vision but
often removed from operational realities

O VP/[SVP (21.6% of sample): Face intense
pressure to justify investments upward

O Directors (48.6% of sample): Bear primary
responsibility for resource acquisition with
limited authority

The concentration of Directors (48.6%) in the
survey sample suggests this cohort experiences
the most acute pressure from resource constraint
challenges.
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Business Impact

Organizations operating under resource constraints face:

O Talent Retention Risks: 10.8% report high agent turnover; resource constraints
prevent competitive compensation and development investments

O Capability Development Limitations: Cannot invest in Al implementation expertise,
training, or technology stack modernization

O Scaling Constraints: 27.0% struggle with operational scalability due to resource
limitations

O Innovation Paralysis: 24.3% struggle to justify Customer Support & CX Operations
investments, creating risk-averse cultures
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Finding 3: The In-House Paradox: Preference for
Control Despite Mediocre Satisfaction

() Organizations are clinging to in-house models not because they
work well, but because switching feels riskier than tolerating
mediocre outcomes.

Operating Model Satisfaction Level
o
75.7% 7.0/10
maintain fully satisfaction score rate their model as
in-house support with current setups high-performing
teams averages (9-10 scores)
Analysis

This finding reveals a critical disconnect between organizational structure preferences
and outcome satisfaction. The data suggests organizations tolerate mediocre
performance (7.0 average satisfaction) rather than pursue alternative operational
models. Several factors drive this paradox:

Control and Strategic Alignment: Organizations prioritize direct control over customer
interactions despite suboptimal outcomes, suggesting:

O Concern about brand representation and customer relationship ownership
O Previous experiences with legacy BPO models

O Belief that Customer Support & Operations represents core competitive
differentiation requiring internal ownership
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Sunk Cost Dynamics: Organizations with established in-house teams face:

O Existing infrastructure investments
Organizational change resistance

Knowledge transfer concerns

O O O

Employment considerations

A 7.0 satisfaction score signals that most in-house teams are delivering ‘good

enough,’ not excellence.

Segmentation Analysis

Promoters (40.5% scoring 9-10):

O Likely possess mature operations with adequate resources
O May represent Al-Capable cohort

O Demonstrate proof points for in-house model viability

Passives (35.1% scoring 7-8):

O Accept mediocre outcomes as ‘good enough’
O May lack awareness of alternative models

O Face perceived switching costs that discourage exploration

Detractors (24.3% scoring 0-6):

O Experience significant operational challenges
O Most likely to consider alternative models

O Represent highest-potential market for hybrid or outsourced solutions
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Promoters prove in-house can work — but only when resources, maturity, and
capabilities align.

Market Opportunity

The In-House Paradox creates strategic opportunities for solution providers who can:

o Deliver outcomes superior to in-house operations (exceed 7.0 satisfaction baseline)
O Preserve organizational control and strategic alignment

O Address specific capability gaps (Al, 24/7 coverage, multilingual support)

o

Integrate seamlessly with internal teams (27.0% value cultural fit)
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Finding 4: Revenue Focus Shift Redefines Customer
Support & Operations Success Metrics

() Customer Support & Operations have crossed the maturity
threshold from satisfaction function to revenue function — but
measurement capabilities lag behind strategic intent.

Primary CS/Ops Drivers

Revenue Impact

Retention / Churn

CSAT

NPS

I o<

Analysis

This represents a fundamental shift in how organizations conceptualize Customer
Support & CX Operations value. The evolution from satisfaction metrics to revenue
metrics indicates:

Customer Support & Operations Function Maturation: Organizations increasingly view
Customer Support & CX Operations as:
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O Revenue Driver: Direct impact on expansion, upsell, cross-sell
O Retention Mechanism: Churn prevention and lifetime value optimization

O Growth Catalyst: Customer advocacy and organic acquisition

Measurement Framework Evolution: The shift creates new requirements:

O Attribution modeling connecting Customer Support & CX Operations interactions to
revenue outcomes

Predictive analytics identifying at-risk customers before churn
Segmentation strategies prioritizing high-value Customer Support & CX Operations

Integration between Customer Support & CX Operations data and financial/sales
systems

Paradox: Measurement Aspiration vs. Capability Reality

While 59.4% prioritize revenue metrics, 35.1% report difficulty measuring Customer
Support & Operations impact on business results. This gap reveals organizations have:

O Strategic Clarity: Understanding that revenue metrics matter

O Execution Limitations: Lack frameworks, data infrastructure, and analytical
capabilities to measure effectively

The measurement gap undermines investment justification efforts (24.3% struggle to
justify Customer Support & CX Operations investments) and resource acquisition
(56.8% challenge), creating a self-reinforcing constraint cycle.

Industry-Specific Patterns

Technology/Saas (37.8% of sample):

O Natural affinity for revenue metrics given SaasS business models (ARR, NRR, churn)
O Sophisticated data infrastructures enable measurement

O Yet 35.1% still struggle with digitalization and analytics; suggesting even technology-
forward sectors face capability gaps
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Healthcare (18.9% of sample):

O Patient satisfaction historically emphasized
O Shift toward patient retention and lifetime value metrics

O Regulatory complexity creates unique measurement challenges

E-commerce/Retail (16.2% of sample):

O Direct correlation between Customer Support & CX Operations and conversion, cart
abandonment, repeat purchase

O High inquiry volumes (16.2% challenge) strain operational capacity

Revenue attribution more straightforward than B2B industries

Customer Support & Operations are no longer a downstream function — they

are becoming a front-line business lever.
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Finding 5: Operational Capability Gaps Persist
Despite Global Business Requirements

() Organizations are shifting to revenue-based CS & CX metrics—but
most can’t yet measure the impact.

CS Operational Gaps

247 Coverage Gap

T

Multilingual Support Gap

I ¢

Even as businesses expand digital channels and global customer reach.

Analysis

These operational deficits reveal organizations have not scaled support capabilities to
match business expansion. The persistence of these gaps despite well-understood
requirements suggests:

Economic Constraints: Building 24/7 and multilingual capabilities requires:

O Staffing Investments: Multiple shifts, geographic distribution, specialized language
skills

O Technology Infrastructure: Global routing, translation services, knowledge
management systems

O Cost Structure Changes: Transform from fixed to variable cost models

WOW24-7
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For organizations facing budget constraints (64.9%), these investments compete with
Al priorities (75.7%), creating difficult trade-off decisions.

Complexity Challenges:

o] 24/7 coverage requires workforce management sophistication many organizations
lack
Multilingual support demands not just translation but cultural competency

O Quality assurance becomes exponentially more complex across time zones and
languages

Market Demand Validation

The outsourcing consideration data validates unmet demand:

O 32.4% cite 247 coverage as important outsourcing factor

O 29.7% cite multilingual support as important outsourcing factor

The alignment between capability gaps and outsourcing priorities indicates
organizations recognize these deficits and understand external partnerships may
address them more effectively than internal builds.

Competitive Implications

Organizations without 24/7 or multilingual capabilities face:

O Customer Expectation Gaps: Digital channels create 24/7 access expectations

O Geographic Expansion Limitations: Cannot adequately serve international markets
O Competitive Disadvantage: Competitors with these capabilities capture demand
o

Revenue Leakage: Customers churn due to inadequate support availability

For organizations prioritizing revenue impact (29.7%) and customer retention (29.7%),
these capability gaps directly undermine strategic objectives.
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Finding 6: Technology Leadership Demonstrates
Universal Customer Support & Operations
Modernization Challenges

() Even tech-forward companies struggle with CS & CX
modernization—proving that technical sophistication doesn’t
translate into operational maturity.

Technology Industry Operational Gaps (37.8% of survey
respondents)

Lack 24/7 Coverage

T

Digitalization & Analytics Gap

Analysis

This finding contradicts conventional assumptions that technology-forward industries
naturally excel at Customer Support & Operations modernization. The data reveals:

Technical Sophistication # Customer Support & CX Operations Maturity: Technology
companies possess:

O Strong product development capabilities
O Sophisticated engineering talent

O Advanced technology stacks
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Yet these advantages do not automatically translate to Customer Support & CX
Operations excellence. Customer Support & Operations requires distinct capabilities:

O Human-centric design thinking

O Operational excellence in service delivery

0 Cross-functional coordination (product, sales, support, success)

O Customer insight translation into action

Industry-Specific Pressures: Technology/SaasS organizations face unique challenges:

O Rapid Product Evolution: Product changes outpace support knowledge and
training

O Technical Complexity: Deep product knowledge requirements create support
staffing challenges

O Scaling Pressures: Hypergrowth creates operational strain

O Customer Sophistication: Technical buyers demand expert-level support

Investment Priority Conflicts: Technology companies must balance:

O Product development investments (core competitive advantage)
0 Sales and marketing (growth imperative)

O Customer Support & Operations (historically viewed as cost center)

Resource constraints (64.9%) force difficult allocation decisions, often disadvantageous
to Customer Support & Operations despite strategic importance.

Modernization requires specialized CS & CX capabilities—not just strong
engineering talent.

WOW24-7
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Implications for Market Assumptions

If the technology sector, with natural advantages in data infrastructure, technical
talent, and digital maturity; struggles with Customer Support & Operations
modernization, organizations in traditional industries face even greater challenges. This

suggests:

O Universal Challenge: Customer Support & Operations transformation difficulty
transcends industry

O Specialization Value: Dedicated Customer Support & Operations expertise and
focus matter more than general technical sophistication

O Capability Access: Organizations may achieve better outcomes accessing
specialized Customer Support & Operations capabilities externally versus building
internally

wWOwW24-7 21



Finding 7: Organizational Support Gap Undermines
Customer Support & Operations Leadership
Effectiveness

() Most CS & CX leaders operate in environments that expect high
performance but provide low institutional support, revealing a
fundamental misalignment between organizational ambition and
operational reality.

18.9% 56.8%

feel highly supported by struggle to secure
their orgs resources

Analysis

The organizational support deficit creates a leadership crisis in Customer Support &
Operations functions. Despite rhetorical elevation of Customer Support & Operations
importance, Customer Support & CX Operations leaders report:

Insufficient Resources:

O 64.9% face organizational resource constraints
O 56.8% struggle to secure adequate budgets

O 24.3% cannot justify investments to executives
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Measurement and Credibility Challenges:

0 351% cannot measure Customer Support & Operations impact on business results
O 24.3% struggle to justify investments to executives

O Inability to demonstrate value undermines support and resource access

Limited Strategic Integration:

O 21.6% face difficulty aligning Customer Support & Operations with business goals

O Average support score of 3.7 suggests Customer Support & CX Operations remains
peripheral to core strategy

O 21.6% perceived as cost centers despite revenue focus shift (59.4%)

Leadership Challenge Clustering

Customer Support & Operations leaders face challenges in three primary dimensions:
1. Resource Acquisition (56.8%)

O Primary challenge, affecting majority of leaders

O Suggests systemic organizational underinvestment
2. Impact Demonstration (35.1% measurement + 24.3% justification = 59.4% combined)

O Difficulty proving value undermines resource acquisition

O Creates vicious cycle of constraint and inability to demonstrate impact

3. Operational Excellence (24.3% team management + 24.3% staying ahead of trends
+ 24.3% data strategy)

O Day-to-day execution challenges

O Compound resource and measurement limitations

WOW24-7

23



Talent Retention Risk

The support gap creates retention risks:
O 21.6% perceived as cost centers reduces organizational prestige
O 18.9% cite limited career growth opportunities

O High-pressure environment with inadequate support drives burnout

Organizations risk losing Customer Support & CX Operations leadership talent to:

O Competitors offering better support and resources
O Consulting firms seeking practitioners with real-world experience

O Technology vendors building customer success functions

Organizational Maturity Indicator

The support score distribution reveals organizational Customer Support & Operations
maturity stages:

1. Highly Supported - 18.9%: Customer Support & CX Operations Champions

O Organizations with mature, strategically integrated Customer Support &
Operations functions

O Adequate resources and executive sponsorship

O Measurement frameworks demonstrating business impact
2. Well Supported - 37.8%: Customer Support & Operations Progressives

O Organizations recognizing Customer Support & Operations importance
O Moderate resources but lacking full integration

O Working toward measurement maturity
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3. Moderately Supported - 29.7%: Customer Support & CX Operations Traditionalists

O Customer Support & CX Operations functions exist but remain operationally
focused

O Viewed primarily as cost centers

O Limited strategic integration
4. Poorly Supported - 13.5%: Customer Support & Operations Laggards

O Minimal organizational support or recognition
O Severe resource constraints

O High risk of Customer Support & Operations leadership departure
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FINAL THOUGHTS

Customer Support & CX Operations face a critical
inflection point in 2026. The convergence of Al
capability requirements, resource constraints, and
evolving success metrics creates both risk and
opportunity. Organizations must resolve the
fundamental tension between Al ambition and
implementation capability while simultaneously
addressing operational gaps in 24/7 coverage,
multilingual support, and measurement frameworks.

Success requires moving beyond the In-House
Paradox—the preference for internal control despite
mediocre outcomes. Organizations that embrace
hybrid models, combining internal strategic ownership
with external capability access, will achieve superior
outcomes compared to purely internal or fully
outsourced approaches.

Customer Support & Operations leadership
effectiveness depends on organizational support
elevation. The current support deficit (3.7/5 average)
undermines execution and creates talent retention
risks.

Organizations that align resources, authority, and
strategic integration with Customer Support &
Operations's revenue impact potential will differentiate
in increasingly competitive markets.

The data reveals no single path to Customer Support &
Operations excellence. Rather, success depends on
honest capability assessment, strategic prioritization,
and willingness to access external expertise where
internal builds prove impractical. Organizations that
make these choices proactively will transform
Customer Support & Operations from operational
necessity to competitive advantage.
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About WOW24-7

WOW24-7 is redefining Customer Support and CX Operations through its
groundbreaking Experience Centers. By fusing human ingenuity with enterprise-grade
Al, performance management, and analytics, we go beyond solving problems; we
create new possibilities with measurable efficiency.

From smarter routing and Al-assisted workflows to proactive QA and closed-loop VOC,
we reduce effort for customers and teams alike; accelerating time-to-resolution,
lowering cost-to-serve, and lifting consistency at scale. And by crafting BPO
relationships that feel less like transactions and more like in-house teams, WOW24-7
turns CS & O into a strategic catalyst for reinvention. In addition, our Black Belt Six Sigma
certified management team brings rigorous process discipline to every engagement,
ensuring that performance improvements are measurable, sustainable, and
continuously optimized.

Rather than simply scaling operations or cutting costs, our solutions make efficiency a
growth lever; freeing resources to innovate while improving reliability, loyalty, and
lifetime value. WOW24-7 doesn't just support your customers; we continuously evolve
how you engage and grow, combining operational excellence with brand-right
experiences that help you thrive long-term.
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Actionable, executive-ready insights

Position your organization for success. Explore these additional resources and
strategic tools curated for Customer Support & Operations leaders:

eBook

CX at the Table: Making the
Financial and Strategic Case for
Boardroom Influence

Show how Customer Support & CX
Operations drives real business

results using clear financial metrics
and ROL

Download Now

Webinar

Smarter CX in 2025: Strategies
to Boost Retention and Drive
Growth

Learn how top Customer Support &

CX Operations leaders drive retention,
revenue, and executive-level impact.

eBook

Unlocking Contact Centers'’
Hidden Revenue & Growth
Potential

Learn how strategic BPO partnerships
improve service quality, efficiency,

and overall contact center
performance.

Download Now

White Paper

The Future of Customer
Experience — Insights from
Customer Support and CX
Operations Executive Interviews
Learn how CX leaders use financial

metrics and clear ROI to earn
influence in the boardroom.

Download Now

WOW24-7
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https://wow24-7.com/resources/cx-at-the-table-ebook
https://wow24-7.com/resources/the-2025-playbook-for-smarter-cx
https://wow24-7.com/resources/unlocking-contact-centers-hidden-revenue-growth-potential
https://wow24-7.com/resources/white-paper-the-future-of-customer-experience
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Resedarch Contact

For questions about this research, data inquiries, or speaking
opportunities:

Tracy A. Wehringer, MBA, CMO
Email: tracy _wehringer@wow?24-7.io

Web: www.wow?24-7.com

Connect With Us

Get practical insights and support to strengthen your Customer
Support & CX Operations. Contact us to become a client:

US: +1 855 709 4270

hello@wow24-7.io

Become a Client

WOW24-7¢ is a registered trademark of WOW24-7, Inc. © 2025 WOW24-7. All rights reserved.
This report may be shared with attribution. For reproduction or commercial use, contact tracy_wehringer@wow24-7.io
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