SupportNinja launches 2025 CX outsourcing report emphasising AI and strategic partnerships
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SupportNinja, an Austin-based outsourcing service provider, has unveiled its second annual “2025 CX Outsourcing Report”, highlighting significant trends in customer experience (CX) outsourcing. The report, created in collaboration with CMSWire Insights, suggests that customer experience leaders are increasingly turning to artificial intelligence (AI) and strategic partnerships instead of merely focusing on cost reduction.
SupportNinja’s CEO, Craig Crisler, noted that outsourcing has evolved from mere task delegation to a strategic collaboration aimed at enhancing customer experience. “Today, it’s not just about task delegation – it’s about strategic collaboration,” Crisler stated. He emphasized the importance of integrating AI into CX strategies, arguing that its incorporation is essential for smart, scalable growth in the coming years.
According to the report, AI integration into customer experience programmes is becoming ubiquitous, with 83% of companies now actively applying AI technologies. Moreover, 77% of respondents indicated that the capability to utilise AI is a non-negotiable requirement for outsourcing vendors.
The findings also reveal a shift in the priorities of businesses regarding outsourcing. For the first time, 84% of executives cited the enhancement of customer satisfaction as their primary reason for outsourcing, overtaking traditional concerns related to cost reduction. Additionally, a vast majority of CX leaders (96%) acknowledged the necessity of aligning with partners that provide value, not just savings.
The research indicates that CX outsourcing is now expanding beyond traditional support services, with companies increasingly employing it for comprehensive customer experience management, encompassing customer success, support, and call centre operations. The report suggests that top CX teams are using outsourcing as a method to enhance their service capabilities while maintaining high standards of quality.
SupportNinja’s COO and CFO, Jacob Moetler, reflected on this transformation, asserting, “Outsourcing 2.0 drives CX impact, customer retention, and scalability.” He underscored the importance of viewing outsourcing as a strategic advantage rather than a mere operational remedy.
The report suggests that businesses should reevaluate their partnerships to ensure they adapt to shifting expectations in CX and AI innovations, as those failing to do so risk falling behind in a competitive marketplace. Downloadable for free on the SupportNinja website, the “2025 CX Outsourcing Report” aims to equip organisations with insights needed to navigate this rapidly evolving landscape.
Source: Noah Wire Services
Bibliography
1. https://www.supportninja.com/articles/supportninja-expands-its-capabilities-with-comprehensive-end-to-end-customer-experience-outsourcing-solutions - This URL supports the claim that SupportNinja is expanding its customer experience outsourcing capabilities, focusing on enhancing the entire customer journey. It highlights the strategic importance of customer experience in business operations.
https://www.supportninja.com/solutions/customer-experience-outsourcing - This URL corroborates SupportNinja's expertise in customer experience outsourcing, emphasizing scalable solutions that drive growth and customer satisfaction. It aligns with the report's findings on the strategic use of outsourcing.
https://www.noahwire.com - This URL is the source of the article itself, providing context for the claims made about SupportNinja's report and its findings on CX outsourcing trends.
https://www.cmswire.com - This URL is related to CMSWire Insights, which collaborated with SupportNinja on the report. It supports the involvement of CMSWire in highlighting trends in customer experience outsourcing.
https://www.supportninja.com - This URL provides access to SupportNinja's main website, where the '2025 CX Outsourcing Report' can be downloaded. It supports the claim that the report is available for free on their website.
https://www.supportninja.com/about - This URL offers background information on SupportNinja, including its mission and focus on technology-forward outsourcing solutions. It supports the company's profile as described in the article.
https://www.businesswire.com/news/home/20250304860411/en/SupportNinja%E2%80%99s-%E2%80%982025-CX-Outsourcing-Report%E2%80%99-Reveals-CX-Leaders-Are-Using-AI-Outsourcing-to-Scale-Smarter-Drive-Innovation-and-Adapt-to-Evolving-Demands/?feedref=JjAwJuNHiystnCoBq_hl-bV7DTIYheT0D-1vT4_bKFzt_EW40VMdK6eG-WLfRGUE1fJraLPL1g6AeUGJlCTYs7Oafol48Kkc8KJgZoTHgMu0w8LYSbRdYOj2VdwnuKwa - Original press release. View link for all data
image1.jpg




