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The presentations, videos and all other Investor Day materials have been prepared for informational purposes only. Certain statements contained in these materials may 
constitute forward-looking statements regarding eClerx's business outlook, growth strategy, market opportunities, client demand, operational priorities, technology and AI-
led initiatives, investment plans and anticipated financial and operating performance.

These forward-looking statements are based on management's current expectations, assumptions and estimates and are subject to known and unknown risks and 
uncertainties that could cause actual results to differ materially from those expressed or implied. Such risks and uncertainties include, but are not limited to: changes in global 
economic and business conditions, customer spending patterns, competitive pressures, technological developments including evolving regulations relating to AI, data privacy 
and data protection, cybersecurity threats, talent availability and retention, currency fluctuations, geopolitical developments and other factors that may affect the Company's 
business, clients and operating performance.

Forward-looking statements are made only as of the date of the relevant Investor Day materials and should not be relied upon as indicators or guarantees of future 
performance. The Company undertakes no obligation to publicly update, revise or supplement any forward-looking statement to reflect subsequent events or circumstances, 
except as required by applicable law.

By accessing these Investor Day materials, you acknowledge that you have read and understood this Safe Harbour Statement.

Safe Harbour
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What we do: We run intelligent Customer Operations (CO) chains
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One operating layer across the customer lifecycle — people, AI and proprietary technology.

Care

• Omnichannel care
• Billing & account 

servicing
• Journey tracking

Quality

• Virtual tech & diagnostics
• Troubleshooting
• Work-order triage

Technical ops Insights & retention

• Automated audit at scale
• Coaching & compliance
• Training insight loop

• Decisioning & next best 
action

• Sales & retention
• Customer analytics

Commercial logic

The more of the chain we 
run, the more embedded 
we become.

Creates more cross-sell, 
more data context and 
higher switching costs.

One operating model
24x7x365 Five delivery countries 8,000+ dedicated CO consultants
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Operational excellence drives share gains despite industry headcount decline
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The pool contracted — our share expanded.

100%

73%

2.3%

15%

Jan'20 Jan'21 Jan'22 Jan'23 Jan'24 Jan'25 Jan'26

% Client headcount [sample client] vs. eClerx Share of Wallet [headcount]%

% client headcount [insourced and outsourced] eClerx headcount as a % of client headcount

-5%
Client headcount 6-year CAGR

+37%
eClerx share 6-year CAGR

Defend the base
Gain share through delivery strength.

Expand the remit
New geographies and delivery models widen eligible work.

Cross-sell owned IP
QA360 and Tech360 create revenue beyond seat pricing.

Call and chat volumes declined — we still captured share from 
competitors because of delivery strength.
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Where CO growth comes from
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Growth comes from both existing and real clients, penetrating under-represented verticals, and scaling higher-growth capabilities. 

$120B
CXM market, 2025

~45%
of global CXM from US Market

~20%
of global CXM comes from CMT

200+
client base to cross sell into

Market size and outsourced share: Customer Operations service-line market analysis, 2025. Revenue mix, client-count buckets and onshore share: eClerx Q1 FY27 investor presentation.

In-house vs. outsourced

• ~30% of global CXM outsourced 
today

• AI and outcome pricing create 
headroom with both existing and 
new clients

Geographic opportunity

• Multi-country delivery supports 
resilience and scale

• US is the core, while UK and EMEA 
are the natural next growth markets

Vertical penetration

• CMT is core – opportunity to expand 
into adjacent verticals

• BFSI is the largest CXM pool and 
where we are least penetrated

New capabilities

• Collections, Sales and Retention 
broaden the CO proposition

• Attach to Care, FTO, Quality and AI-led 
delivery — for existing and new clients
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Our technology sits on every stage of the customer lifecycle
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Proprietary technology improves stickiness and powers revenue growth.

QA360: Audits across the lifecycle and turns interactions into coaching and client-process insight

Tech360: One universal platform to support execution across Sales, Field Tech Ops, Care and Retention

Sales Field tech ops Care Retention
• Offer construction
• Bundling and pricing
• Quote-to-order accuracy

• Account activation
• Remote diagnostics
• Shorter cycles

• Sentiments and context
• Next Best Action
• Lower repeat contacts

• Win-back offers
• Churn reduction
• Revenue retention

Clients today don’t buy FTE 
savings, they buy outcomes

Improved sales 
conversion

Reduced 
repeat 
contacts

Better CSAT 
& NPS

Higher 
retention rates

Insights to 
improve client 
processes
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Client proof: QA360 turns quality from a sample into an operating system
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AI embedded in live delivery, coaching the workforce and measured against a baseline.

Problem
• Only 2–5% of calls manually audited
• Too little signal to act on

QA360
• Audit at scale

• CSAT/NPS prediction

• Critical-call alerts + coaching

Solution
• Measured efficiency and NPS gains
• Faster agent improvement

Measured at 
the client

100%
interactions in scope

25%
CSAT increase

~0.5M
interactions/month from Q2 FY27

What to 
watch for

Coverage
Every interaction 
in scope

Prediction
CSAT/NPS 
before survey

The loop
Coaching and 
client insight

Intervention
Critical calls 
flagged early
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Thank you


