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COVID-19
(Coronavirus)
Impact Update

IBISWorld's analysts constantly monitor the industry impacts of current events in real-time – here is an update of
how this industry is likely to be impacted as a result of the global COVID-19 pandemic:

· Revenue is expected to decline in the Canadian Telemarketing and Call Centres industry, partially due to the
COVID-19 (coronavirus) pandemic. For more detail, please see the Current Performance chapter.

· The average industry profit margin is expected to decrease, partially due to the coronavirus pandemic. For more
detail, please see the Cost Structure Benchmarks chapter.

· Demand from the industry's major markets is expected to decline, partially due to the coronavirus pandemic.
However, demand is expected to slightly rebound in 2021. For more detail, please see the Major Markets chapter.

Note: The content in this report is currently being updated to reflect the trends outlined above.
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About IBISWorld
IBISWorld specializes in industry research with coverage on thousands of global industries. Our comprehensive data and in-depth analysis help
businesses of all types gain quick and actionable insights on industries around the world. Busy professionals can spend less time researching
and preparing for meetings, and more time focused on making strategic business decisions that benefit you, your company and your clients. We
offer research on industries in the US, Canada, Australia, New Zealand, Germany, the UK, Ireland, China and Mexico, as well as industries that
are truly global in nature.
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About This Industry
Industry Definition The industry employs personnel to answer calls and relay messages to clients. Operators also provide telemarketing

services on a contract or fee basis. Telemarketers use phones or e-mail to promote clients’ products or services,
take orders, solicit contributions or provide information on behalf of clients. Call centres provide phone-based
service and assistance to customers of clients. Operators in this industry do not own the product or provide the
service that they represent.

Major Players Concentrix

TTEC

Main Activities The primary activities of this industry are:

Providing telephone answering services

Providing contract or fee basis telemarketing services

Providing voice mailbox services

Providing telephone solicitation services

Providing message services

Providing customer service via call centres

Providing wake-up call services

The major products and services in this industry are:

Outbound telemarketing

Inbound telemarketing

Customer management services

Technical support

General business process outsourcing



Telemarketing & Call Centres in Canada August 2021

6 IBISWorld.com

Supply Chain

SIMILAR INDUSTRIES

Wireless Telecommunications
Carriers in Canada

Wired Telecommunications
Carriers in Canada

Direct Mail Advertising in Canada Market Research in Canada

Debt Collection Agencies in
Canada

     

     

RELATED INTERNATIONAL INDUSTRIES

Telemarketing & Call Centers in
the US

Customer Care Centers Call Centre Operation in Australia Call Centres in the UK

Call Centre Operation in New
Zealand
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Industry at a Glance
Key Statistics

$1.7bn
Revenue

Annual Growth

2016–2021

-2.4%

Annual Growth

2021–2026

-0.6%

Annual Growth

2016–2026

 

$64.7m
Profit

Annual Growth

2016–2021

-9.3%

  Annual Growth

2016–2021

 

3.8%
Profit Margin

Annual Growth

2016–2021

-1.7pp

  Annual Growth

2016–2021

 

935
Businesses

Annual Growth

2016–2021

0.0%

Annual Growth

2021–2026

-0.8%

Annual Growth

2016–2026

 

18,270
Employment

Annual Growth

2016–2021

-6.2%

Annual Growth

2021–2026

-1.7%

Annual Growth

2016–2026

 

$890.1m
Wages

Annual Growth

2016–2021

-4.2%

Annual Growth

2021–2026

-1.5%

Annual Growth

2016–2026

Key External Drivers % = 2016–21 Annual Growth

1.3%
Consumer spending

10.4%
Corporate profit

1.2%
Total advertising expenditure

1.5%
Canadian effective exchange rate
index

3.2%
Number of mobile telephone
subscriptions

 
Industry Structure

POSITIVE IMPACT

  Capital Intensity
Low   Concentration

Low

MIXED IMPACT

  Revenue Volatility
Medium   Industry Globalization

Medium / Increasing

NEGATIVE IMPACT

  Life Cycle
Decline   Industry Assistance

Low / Steady

  Regulation & Policy
Heavy / Steady   Technology Change

High

  Barriers to Entry
Low / Steady   Competition

High / Steady

 

Key Trends

 The NDNCL significantly diminished industry demand

 Operators have had to rely more heavily on skilled
employees to answer more complex inquiries

 Many new operators have been enticed into the industry due
to lower barriers to entry

 Industry operators have increasingly relied on broadband
technology

 Many operators will likely get rid of their low skilled workers
and replace them with improved IVR technology

 The shift toward mobile commerce presents an opportunity
for industry operators

 The adoption of new technology has streamlined industry
operations
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Products & Services Segmentation

 
Major Players SWOT

STRENGTHS

  Low Imports

  Low Customer Class Concentration

  Low Capital Requirements

   

WEAKNESSES

  Low & Steady Barriers to Entry

  Low & Steady Level of Assistance

  High Competition

  Decline Life Cycle Stage

  Low Profit vs. Sector Average

  High Product/Service Concentration

  Low Revenue per Employee

   

OPPORTUNITIES

  High Performance Drivers

  Canadian effective exchange rate index

   

THREATS

  Very Low Revenue Growth (2005-2021)

  Low Revenue Growth (2016-2021)

  Low Outlier Growth

  Low Revenue Growth (2021-2026)

  Corporate profit
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Executive Summary Missed call: Longstanding competitive pressures are anticipated to
remain threats to the industry

The Telemarketing and Call Centres industry in Canada has struggled with falling demand and an overall hostile
competitive landscape. Industry operators provide a variety of domestic and international clients with inbound call
services such as technical support and customer assistance, as well as outbound call services such as
telemarketing, fundraising and debt collection. Over the five years to 2021, many large companies have reduced
their Canadian operations and offshored to overseas locations that have high English proficiency, but lower wage
costs. In addition to offshoring, industry performance has also been hurt by a sharp decline in outbound calling
services, historically a significant facet of industry operations. Overall, IBISWorld estimates that revenue will decline
at an annualized rate of 2.4% to $1.7 billion over the five years to 2021, falling 6.4% in 2021 alone. The decrease in
2021 can be mainly attributed to the COVID-19 (coronavirus) pandemic, which has caused the number of domestic
businesses to decrease in 2020.

Over the past five years, industry services have shifted due to a changing regulatory environment. In September
2008, the Radio-television and Telecommunications Commission implemented the National Do Not Call List. This
was followed by Canada's Anti-Spam Legislation, with most of its provisions coming into effect in June 2014. These
legislations forced many operators that focused on outbound services to focus on less lucrative inbound services.
While the shift to these services has helped some operators stay in business, the sharp decline of outbound service
revenue resulted in falling revenue as industry operators continue to adapt. Meanwhile, the adoption of new
technology has streamlined industry operations, but have not been sufficient enough to offset a decline in revenue.
Additionally, industry profit has endured a similar decrease over the five years to 2021.

Moving forward, IBISWorld estimates that industry revenue will still decrease, however at a much slower rate.
IBISWorld estimates industry revenue to fall 0.6% to $1.7 billion over the five years to 2026. This slight decrease
may be a result of new opportunities in e-commerce and retail that are expected to buoy industry revenue. Still,
longstanding competitive pressures are anticipated to remain threats to a more profound expansion.
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Industry Performance

Key External
Drivers

Canadian effective exchange rate index

The Canadian effective exchange rate (CEER) index has a direct effect on the competitive advantage experienced
by operators in this industry versus those across borders. When the Canadian dollar depreciates, overseas
companies are more likely to move call centre operations to Canada. The CEER index is expected to increase in
2021.

 

Consumer spending

Since the industry is heavily dependent on the health of the Canadian consumer, any fluctuations in this sector
cause volatility in industry revenue. As consumer spending increases, particularly for durable goods, many
businesses will likely invest in telemarketing and call centre services to increase sales and remain competitive.
Consumer spending is expected to increase in 2021.

 

Corporate profit

The industry is sensitive to changes in corporate profit, which can affect demand and the price that clients are willing
to pay for services. As corporate profit rises, clients can increase their spending on telemarketing services,
increasing industry revenue. Corporate profit is expected to increase in 2021, representing a potential opportunity for
the industry.

 

Number of mobile telephone subscriptions

As mobile telephony continues to improve in quality and reliability, consumers are increasingly viewing wired
telephony as a redundant expense and are eliminating their landlines altogether. Typically, industry operators
performing outbound call services yield higher responsiveness from landline calls. As more consumers opt for
mobile phones over landlines, industry operators have more difficulty reaching their target audience. The number of
mobile telephone subscriptions is expected to increase in 2021, posing as a potential threat to the industry.

 

Total advertising expenditure

The industry is sensitive to general media and other promotional expenditures by corporate and government clients.
Therefore, as advertising budgets increase, companies may expand spending on telemarketing services, benefiting
industry revenue. Total advertising expenditure is expected to increase in 2021.
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Current
Performance

Over the five years to 2021, the Canadian Telemarketing and Call Centres
industry has been hung up with difficult market dynamics.

Call centres provide a variety of domestic and international clients with inbound call services such as technical
support and customer assistance, as well as outbound call services such as fundraising and administering surveys.
Although the implementation of new technology has made industry operations more efficient during the past decade,
several factors have caused a decline in industry revenue and participation, chiefly competition and offshoring
activities. Thus, industry revenue is anticipated to contract at an annualized rate of 2.4% to $1.7 billion over the five
years to 2021, including an estimated decline of 6.4% in 2021 alone. The decrease in revenue in 2020 and 2021 can
be mainly attributed to the adverse economic effects of the COVID-19 (coronavirus) pandemic.

OUT WITH OUTBOUND SERVICES

Over the past five years, shifting market dynamics have been detrimental
to industry operators.

Although enacted prior to the current period, the 2008 implementation of the National Do Not Call List (NDNCL) by
the Canadian Radio-television and Telecommunications Commission continuously eviscerates operators' ability to
capitalize on the once-lucrative outbound telemarketing business. By limiting the number of people industry
operators can contact, the NDNCL significantly diminished industry demand for outbound calling services such as
telemarketing, fundraising and polling. Now, outbound services account for less than one-quarter of industry
revenue. In addition to this disadvantageous policy, the gradual shift toward mobile phones has further impaired
demand for outbound calling services. As more consumers replace landlines with mobile phones, less consumers
will likely be reached by outbound calling services, further depleting revenue-generating outlets for operators.

Aside from eating away at revenue, declining demand for outbound services forced many industry operators to focus
on inbound calling services such as technical support and customer assistance services. Although the shift toward
inbound services has slowed the industry's decline, such services generally require higher-skilled workers and earn
less revenue for industry operators than outbound services. Accordingly, as industry revenue decreased, many
operators have sought to cut costs by offshoring their operations. Companies that closed operations in Canada often
reopen centres in low wage-cost countries, including Latin America, Southeast Asia and the Caribbean, while
shifting between dormant and active facilities domestically based on currency valuations and client demands. By
doing so, industry operators can reduce overhead costs but maintain high standards of English proficiency among
employees. As large companies shift their focus toward lower-wage countries, industry employment is expected to
decline, falling at an annualized rate of 6.2% to 18,270 workers over the five years to 2021. At the same time, a
reliance on highly paid trainers, managers, administrative staff and technical support personnel is forecast to lift the
average wage of an industry employee, demonstrating that operators are focusing more on hiring skilled employees
and replacing the lower skilled ones with new technological systems. Despite the increase in higher skilled workers,
industry profit, measured as earnings before interest and taxes, has still fallen from 5.5% of revenue in 2016 to 3.8%
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in 2021.

TECHNOLOGY

Another way operators have reduced costs is through the implementation
of new technology.

Especially as industry services shifted toward inbound offerings, which require higher-skilled workers, many
businesses have invested in Interactive Voice Response (IVR) technology. This technology enables computers to
interact with and provide information to inbound callers through voice recognition and guided keypad prompts. While
this technology is often not enough to answer more complex customer inquiries, it enables many simple requests or
frequently asked questions to be answered without the use of an employee and can facilitate a connection to a
particular department without the need for an operator. Similar web-based programs have also been implemented,
including online support platforms, further reducing the need for formal human interaction. In addition, cloud
software has enabled operators to learn from their prior experiences, storing data to capitalize on strong trends while
cutting weaker links. Essentially, these programs have enabled industry operators to answer a higher volume of
inbound calls and queries with fewer employees while providing actionable insight to their clients about consumer
needs. Although fewer employees are needed to work the phones, operators have had to rely more heavily on
skilled employees that answer more complex inquiries.

WORLDWIDE DYNAMICS

While industry operators have been plagued by overseas competition, the
moderate level of industry globalization has benefited call centres to
some degree over the five years to 2021.

However, average wages have been rising, suggesting that multinational companies still rely on the technical
familiarity and highly skilled employees in Canada, which are not as common in areas where labour costs are low.
While this trend has been a boon to the industry, it has not been sufficient enough to offset overall decline.

Although declining industry revenue has deterred some entrants, many new operators have been enticed into the
industry due to lower barriers to entry. Although this industry endures low barriers of entry, the number of
establishments is expected to stagnate at 987 locations over the five years to 2021.
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Historical Performance Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Canadian-
dollar

effective
exchange rate

index
(Index)

2012 3,023 1,976 1,102 1,045 42,589 N/A N/A 1,727 N/A 131
2013 2,736 1,760 1,050 997 37,317 N/A N/A 1,560 N/A 127
2014 2,435 1,534 1,078 1,024 33,916 N/A N/A 1,336 N/A 119
2015 2,058 1,353 1,041 988 28,252 N/A N/A 1,202 N/A 110
2016 1,921 1,250 987 936 25,219 N/A N/A 1,105 N/A 108
2017 1,948 1,214 1,003 953 23,907 N/A N/A 1,061 N/A 110
2018 1,981 1,250 1,081 1,024 26,360 N/A N/A 1,136 N/A 109
2019 1,864 1,163 1,024 968 23,148 N/A N/A 1,066 N/A 109
2020 1,819 1,045 1,015 959 19,460 N/A N/A 949 N/A 108
2021 1,702 993 987 935 18,270 N/A N/A 890 N/A 115
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Industry Outlook
Outlook Over the five years to 2026, the Telemarketing and Call Centres industry in

Canada is projected to continue its decline, however at a much slower
rate.

The industry is expected to demonstrate more stability as industry operators continue to compensate for plummeting
outbound call service demand due to falling landline usage, forcing companies to adapt or perish. Additionally, call
centre operators will likely benefit from a returned focus on efficiency, which has resulted in a reduction of the
industry's labour force in recent years, with a layoff of personnel whose responsibilities are easily automated. In
addition, the industry may benefit slightly from an expected increase in the number of businesses. The number of
businesses is projected to slightly increase as the domestic economy is expected to recover following the COVID-19
(coronavirus) pandemic. However, despite the expectation that certain economic drivers will improve moving
forward, demand for the industry's products and services is still expected to decline. Overall, IBISWorld expects
industry revenue to fall at an annualized rate of 0.6% to $1.7 billion, over the five years to 2026.

TECHNOLOGICAL CHANGE

As was the case over the five years to 2021, technological advances will
likely continue to play an important role in industry dynamics during the
outlook period.

The continued implementation of Interactive Voice Response (IVR) systems, a semi- or fully automated industry
service, will likely heighten efficiency, especially as inbound call services remain one of the largest revenue
segments. Additionally, in recent years, industry operators have increasingly relied on broadband technology, which
enables some employees to work from home, reducing costs of operation by downsizing facilities. The growing use
of home-based agents is expected to continue occurring during the outlook period due to technological
improvements, such as web-enabled call centres, that will likely lower barriers to entry. Thus, many operators may
find it advantageous to sell their facilities and operate remotely. This increasing trend is expected to result in the
number of enterprises decreasing during the outlook period, falling at an annualized rate of 0.8% to 897 companies
over the five years to 2026.

Furthermore, industry operators will increasingly rely on cloud-based systems that enable them to host data on
servers and only charge clients for what services or applications their customers use, providing cost savings that can
be passed on to clients while streamlining their operations, focusing on individualization to garner more contracts.
Greater use of other technologies, such as Voice over Internet Protocol (VoIP), increasingly sophisticated data
analytics and web-enabled call centres, will likely continue to decrease operational costs in the long term as some
services become more automated and communications systems become less expensive. With less physical
employees needed to operate phones, industry employment is expected to fall, declining at an annualized rate of
1.7% to 16,775 workers over the five years to 2026, with gains primarily concentrated among technically proficient
employees and administration personnel. These jobs typically garner higher salaries, evidenced by the forecast rise
in average wages during the outlook period.

While technological development is expected to increase overall industry operating efficiency, it is also expected to
put downward pressure on revenue expansion opportunities. Many major clients, namely businesses in the
telecommunications and information technology industries, use industry operators as a third-party, rather than hiring
in-house staff. However, there are constant threats to this business model. As IVR and web-enabled systems
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become more advanced and less costly, many operators will likely get rid of their low skilled workers and replace
them with the improved IVR technology. Such activity will likely decrease industry wages and cause industry profit to
rise marginally.

MARKET SHIFT

Traditionally, telecommunications, technology and financial businesses
have been the largest clients for industry operators.

While this is anticipated to be the case over the next five years, other industries are expected to increasingly rely on
industry services. According to eMarketer, Canadian retail e-commerce sales are expected to skyrocket, providing
an outlet for growth. The shift toward mobile commerce presents an opportunity for industry operators that will
steadily lose demand from staple clients that shift to in-house operators.

Small retail and mobile service providers that do not have the resources for an in-house call centre can seek to
industry operators to complete their customer service and technology support tasks. This growing market will
provide a new revenue stream for many industry operators, as well as keep overall industry decline more subdued.
Furthermore, people tend to trust those that come from a similar region, prompting many companies to hire call
centre employees from the customer's area of the world, which clients can leverage to gain brand recognition. As
Canadians buy more products online, industry operators can expect big retailers to set up operations in Canada,
slightly mitigating the industry's decline as it adapts to new practices.

Performance Outlook Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Canadian-
dollar

effective
exchange rate
index  (Index)

2021 1,702 993 987 935 18,270 N/A N/A 890 N/A 115
2022 1,648 955 967 917 17,549 N/A N/A 856 N/A 114
2023 1,635 942 959 909 17,221 N/A N/A 842 N/A 113
2024 1,629 932 955 906 16,997 N/A N/A 833 N/A 113
2025 1,641 932 954 904 16,918 N/A N/A 831 N/A 112
2026 1,655 930 947 897 16,775 N/A N/A 827 N/A 112
2027 1,664 928 943 892 16,671 N/A N/A 824 N/A 111
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Industry Life Cycle The life cycle stage of this industry is    Decline

LIFE CYCLE REASONS

IVA is anticipated to decline over the 10 years to 2026

The industry is consistently contending with mounting competition

Many operators are laying off employees to improve their profit margin

The Telemarketing and Call Centres industry in Canada is in the decline stage of its life cycle, characterized by
falling employment, revenue and enterprises. The industry's contribution to the overall economy, measured by
industry value added (IVA), is anticipated to fall at an annualized rate of 2.9% over the 10 years to 2026. By
comparison, national GDP is anticipated to increase at an annualized rate of 2.0% during the same period. Given
the industry's falling contribution to the overall economy, the industry is deemed to be in the decline stage of the
industry life cycle.

During the past decade, the gradual shift toward technological advances has waned industry growth. With the rise of
new technologies, this will lower the need for the number of workers in the industry and will focus more on skilled
workers. As a result, many Canadian and US businesses are now offshoring customer service operations to other
low labour-cost countries, such as India and China. Due to these poor operating conditions, companies have been
consolidating and shifting their operations abroad, disrupting the domestic industry and facilitating its decline.
Additionally, continued acceptance of automated voice operating systems has enabled many companies to
inexpensively invest in their own call service operations rather than hire third-party industry operators. Thus, many
operators have been shedding its labour force in an effort to improve their profit margin.
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Products & Markets
Supply Chain Key Buying Industries

1st Tier

Retail Trade In Canada

Public Administration in Canada

2nd Tier

Information In Canada

Finance and Insurance In Canada

Key Selling Industries
1st Tier

Computer & Packaged Software Wholesaling in Canada

Wired Telecommunications Carriers in Canada

2nd Tier

Office Supply Stores in Canada

IT Consulting in Canada

Products & Services

  Demand for the industry's products and services is expected to decrease
due to the adverse economic effects of the COVID-19 (coronavirus)
pandemic.

As a result of the decreasing number of new domestic businesses, demand for the industry's services is expected to
decline.

CUSTOMER MANAGEMENT SERVICES

Generally, customer contact industries, including the Telemarketing and
Call Centres industry in Canada, are primarily focused on consumers.

Communicating with existing consumers is often the purview of operators that perform customer management
services. Accounting for an estimated 48.4% of the industry's services in 2021, these services include client queries,
consumer support, client retention and front-to-back office solutions. Operators that focus on customer management
services are liaisons between clients and their customers, but also between staff in the client's business itself,
integrating communications systems by connecting departments or managing inbound telephone calls for internal
employees. This segment's share of revenue has slightly decreased over the five years to 2021, as the adverse
economic effects of coronavirus have caused many businesses to shut down and not require these services.

OUTBOUND CALL SERVICES

In 2021, outbound call services are expected to account for 19.3% of
industry revenue.

These services include outbound telemarketing, debt collection, customer acquisition services, fundraising and
various other outbound services.

Telemarketing is an advertisement or marketing effort by a company via telephone to potential customers. Many
telemarketing calls are unsolicited and pose a nuisance to the receiver. As a response to complaints made by
consumers, the Canadian Radio-television and Telecommunications Commission established the Do Not Call List,
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which prohibits telemarketers from contacting people whose phone numbers have been added to the list. Violators
to the rule can endure fines of up to $1,500 per violation for individuals and $15,000 for corporations. As a result,
telemarketing call volume has decreased drastically over the past five years and will likely continue its decline. Since
these services are typically costlier than others, telemarketing accounts for the largest portion of the outbound
services segment.

INBOUND CALL SERVICES

In 2021, inbound call services are expected to account for a combined
32.3% of industry revenue.

Services in this segment include inbound telemarketing, technical support and other inbound call services.
Ultimately, consumer-facing companies, especially those in the telecommunications sector, outsource their customer
care to third-party call centres. This strategy enables them to save money on labour costs while increasing efficiency
and availability without expanding their own working hours. With the rise in mobile phone and internet use over the
past five years, customer service centres have become increasingly prevalent. Mobile phone or internet subscribers
can call a dedicated line to receive answers to questions regarding their contracts, equipment or service; industry
operators are trained to answer the most common questions, thus saving the telecom company time and money.
Even so, many companies have outsourced their operations to lower wage countries to save on labour costs, which
has been detrimental to industry performance.

Inbound telemarketing alone makes up for 16.8% of industry revenue. Inbound telemarketing is when a sales call is
initiated by a potential consumer. This is a highly lucrative practice that does not cost nearly as much as outbound
telemarketing, discussed below. However, while the profit margin may be higher because telemarketers wait for
interested customers instead of cold calling, there are fewer sales finished this way in terms of volume as compared
with outbound telemarketing.

Technical support services are expected to account for 9.5% of overall industry revenue in 2021. As consumers
purchase a mounting number of devices, ranging from desktop computers to tablets and smartphones, the number
of questions, concerns and issues surrounding the hardware and software rises as well. Companies that
manufacture and sell these items often have tech support centres that can walk the customer through a problem or
take troubleshooting into their own hands. Despite rising demand for technical support, many consumers have
begun using the internet to answer more minor questions. Additionally, many companies have outsourced their
technical support services to lower wage countries. Despite continued offshoring of inbound call services, this
segment's share of revenue has increased over the five years to 2021 due to the need for more highly trained
employees with technical knowledge.

Also pertinent are a litany of miscellaneous business process outsourcing services, which represent an estimated
6.0% of total revenue. Alongside telemarketing and customer acquisition, other services include debt collection,
fundraising, voice box services, messaging services and administering surveys. These account for a small
proportion of industry revenue and have remained a steady source of revenue over the current period. Debt
collection services have been on the decline, however, due to the proliferation of specialized debt collection
agencies.

Demand
Determinants

The exchange rate of the domestic currency against Canada's primary
trading partners is the single greatest influencer of demand in the
Telemarketing and Call Centres industry in Canada, since this industry
operates within a backdrop of a highly globalized business support
sector.

When the dollar depreciates, domestic services become relatively inexpensive to foreign operators, as was the case
in the early 2000s, which supported high revenue growth. At the time, the industry grew strongly as companies
relocated their call centres to take advantage of the favourable exchange rate. US companies especially benefited
due to Canada's proximity to North American clients, customers and culture. Recently, however, the appreciation of
the Canadian dollar has further discouraged foreign investment in industry services. This recent appreciation can be
mainly attributed to the adverse economic effects of the COVID-19 (coronavirus) pandemic.

The level of corporate profit also determines industry demand. When companies experience an increase in capital
and profit, they are more likely to outsource call centre and telemarketing activities to third-party operators (i.e. this
industry's players) rather than undertake their call centre operations themselves. Over the five years to 2021,
corporate profit is anticipated to increase at an annualized rate of 4.9%. This growth can be attested to the increase
in technological improvements for some of the industries purchases, such as more affective and less expensive AI,
which would also lead to wage cuts. This increase in corporate profit can also be attributed to the expected
economic recovery after the coronavirus pandemic. In addition, by cutting a fraction of purchases and wages, the
industry's highest costs, this will enable profit to grow at a steady pace throughout the outlook period to 2026.
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Major Markets

  Demand from the Telemarketing and Call Centres industry's major
markets is expected to decrease due to the adverse economic effects of
the COVID-19 (coronavirus) pandemic.

  As a result of the decrease in the number of businesses, demand from most of industry's major markets is expected
to fall.

TELECOMMUNICATIONS

Telecommunications companies in the Telemarketing and Call Centres
industry in Canada include landline and mobile phone providers, internet
providers and radio and TV operators.

Internet, media and entertainment companies are often conglomerates that operate in each of these industries. The
telecommunications sector generates an estimated 14.1% of industry revenue in 2021. This segment's share of
revenue has decreased over the five years to 2021, partially due to the coronavirus pandemic and the resulting
decrease in the number of domestic businesses.

TECH COMPANIES

Tech companies range from manufacturers to tech services and can
include companies that sell or service smartphones, computers and
mobile devices.

This market accounts for 17.4% of revenue in 2021. Over the five years to 2021, the number of mobile telephone
subscriptions in Canada is expected to increase at an annualized rate of 3.2% to 35.5 million. This growth is
indicative of the mounting demand for telecommunications and technology in general, which flows through to
growing demand for customer service. Despite this, demand from the telecommunications segment has decreased
over the past five years. Many operators have outsourced their services to lower-wage countries to reduce costs.
Additionally, many operators have invested in their own automatic Interactive Voice Response (IVR) systems to cut
down third-party contracting costs. Ultimately, many big telecommunications, tech and media companies have
systems of communications and the resources to take on industry operations internally, which has contributed to this
crucial market's waning reliance on industry services.

AUTOMOTIVE INDUSTRY

Automotive dealerships and manufacturers, as well as parts
manufacturers and service facilities rely on call centres and telemarketers
to expand and retain their client base as well as navigate any customer
interactions after purchase.

Service confirmations, questions about parts or vehicles and warranty issues are among the chief concerns for
companies that operate in this market segment. Currently, this market represents 12.0% of total industry operations
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and has been increasing as a source of revenue over the five years to 2021 as automobiles become increasingly
more technologically equipped, and therefore more susceptible to problems that require customer queries.

FINANCIAL SERVICES

Companies providing financial and insurance services are expected to
account for an estimated 18.4% of industry revenue in 2021.

These operators assist businesses that engage in activities such as retirement planning, stock trading, insurance
brokerage and fund management. This market's share of revenue has grown over the past five years, primarily due
to market uncertainty from the coronavirus. As a result, Canadians sought out financial advice more frequently to
ensure their personal finances are in order. Moreover, debt collection has become an increasingly important service
provided by industry operators, as the Canadian consumer debt level has steadily increased over the past five
years.

HEALTHCARE INDUSTRY

The healthcare sector is rising alongside federal and provincial health
expenditures.

As a majority of industries are shifting toward a greater online presence, this consequently, increases demand for
technological queries. An aging population and a burgeoning generic pharmaceutical market have encouraged
healthcare companies to outsource their call centre capabilities, resulting in a 14.8% share of industry revenue. This
segment's share of industry revenue has also increased due to coronavirus and the resulting increase in demand for
the healthcare industry.

OTHER

In 2021, other markets are expected to account for 23.3% of industry
revenue.

Clients in this category encompass a wide variety of markets including the retail sector, public sector, among other
less significant delineations. The retail sector has become increasingly significant over the past five years,
accounting for an estimated 9.0% of industry revenue in 2021. With retail increasingly shifting online, companies are
experiencing increased customer service call volumes in relation to orders, shipment tracking, product specifications
and refunds. As a result, retailers are hiring third-party operators within the Telemarketing and Call Centres industry
in Canada to field these calls. Clients in the public sector have remained a steady source of revenue at 7.4% of the
market in 2021. Government contracts are often long term, securing a steady revenue stream while companies
expand into the private sector. Other industries include agriculture, energy and utilities, which represent the
remaining 6.9% of the market.

Exports in this industry are    Low and Steady

Imports in this industry are    Low and Steady

Trade figures are traditionally recorded only at the manufacturing level. However, changes in the Canadian effective
exchange rate index affect the Telemarketing and Call Centres industry in Canada as well as upstream
manufacturers, contributing to an increasing emphasis on globalization within the industry. In the early 2000s, when
the domestic currency was relatively weak compared with that of the United States, many US companies opened
locations and call centres in Canada. However, over the majority of the past five years, operators are more focused
on improving automation and AI that the number of enterprises has been on a steady decline since its peak in 2007.
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Business
Locations

  The Telemarketing and Call Centres industry in Canada is highly concentrated in Ontario and Quebec. Together, these two
regions account for 66.5% of the industry's total establishments and 61.3% of the country's population. Ontario is the most
densely populated province, accounting for 38.8% of the population, and therefore provides a steady source of employment for
the industry. It is also estimated to account for 43.3% of establishments in 2021, representing some centralization in this region.
Similarly, Quebec houses 22.5% of the population and 23.2% of the industry's locations, which is more in line with general
population trends.

On the west side of the country, British Columbia and Alberta account for the largest shares of population and, consequently,
industry concentration. It is estimated that in 2021, British Columbia holds 13.5% of Canada's population and 10.7% of the
industry's establishments, while Alberta accounts for 11.7% of the population and 6.0% of establishments. The disparity in
population and establishment density in these provinces indicates that operators in these areas are more likely to be serving a
larger end customer market than those further east.

These provinces are attractive for their proximity to key clients and customers. Clients are the companies that outsource their call
centre and telemarketing activities to the industry's participants; customers are the people making or receiving calls related to
customer care or marketing incentives. In general, companies locate close to downstream markets to avoid potential missed
connections due to time zone differences.

Less densely populated regions account for significantly smaller shares of industry establishments. Manitoba, New Brunswick,
Nova Scotia and Saskatchewan account for a combined 14.3% of industry establishments and a similar share of the nation's
population. Together, Newfoundland, Prince Edward Island and the Northern Territories hold 2.4% of the industry locations and
2.0% of the population.
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Competitive Landscape
Market Share
Concentration

Concentration in this industry is    Low

The Telemarketing and Call Centres industry in Canada has a low to moderate level of market share concentration.
The four largest operators are anticipated to account for 41.0% of industry revenue in 2021, with the top two
companies accounting for an estimated 37.3% of the market, connoting a moderate level of concentration.
According to the Canadian Business Register, more than one-third of the industry operates as nonemployers, which
implicitly limits the size and scope of these operations and contributes to industry fragmentation. Among industry
establishments with employees, 77.5% have a workforce of fewer than 100 people, and 24.7% employ fewer than
five, reflecting a highly fragmented industry.

Key Success
Factors

IBISWorld identifies 250 Key Success Factors for a business. The most important for this industry are:

Ability to quickly adopt new technology:
Companies that use voice over internet protocol and web-enabled call centres can reduce costs, improve margin
and offer more services to clients.

Proximity to key markets:
Operators that are in the same time zone as the majority of end users are better equipped to meet the needs of
callers.

Access to a multitasked and flexible workforce:
Operators must have a pool of suitable labour that can be trained and called upon in periods of elevated demand.
Similarly, low employee turnover reduces costs.

Having a large supply contract:
Industry operators should have secure contracts with major clients to ensure steady revenue and cash flow.

Ability to provide goods/services in diverse locations:
Industry operators can gain an advantage if they are able to service clients in rural areas, where access to in-person
services and sales is difficult.
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Cost Structure
Benchmarks

  Profit

Average industry profit, measured as earnings before interest and
taxes, is estimated to reach 3.8% of industry revenue in 2021,
representing a drop from 5.5% of revenue in 2016. Due to the
implementation of interactive voice response (IVR) technology, many
operators have been able to cut down on more generic, low-cost
workers. Although fewer employees are needed to work the phones,
operators have had to rely more heavily on skilled employees in other
capacities that answer more complex inquiries such as back-end
software issues or hardware issues. Ultimately, higher levels of
spending on wages and technology for high-skilled workers has
resulted in a lower profit margin. Operators' profit margin has also
decreased primarily due to the adverse economic effects of the
COVID-19 (coronavirus) pandemic. As a result of coronavirus and the
resulting appreciation of the Canadian dollar, many businesses have
been opting to set up call centres outside of Canada to take advantage
of lower labour costs and increase their profit margin.

 

  Wages

The industry is highly labour intensive, with wages estimated to
consume 52.3% of industry revenue in 2021. The bulk of industry
wages are allocated to employees that work in call centres. Over the
five years to 2021, wages have decreased as a proportion of industry
revenue from 57.5% in 2016. Possibly due to the implementation of
more automated calling systems and AI technologies. Increased
automation has mitigated the rising cost of labour for call centre
workers by reducing the total number of employees. Over the five years
to 2021, total industry employment is expected to decrease more
quickly compared with wages, suggesting a higher average salary for
remaining employees and lending evidence to the increasing
technological proficiency of these remaining workers. Importantly, since
call centres have a high employee turnover rate, high pay is a way to
keep employee churn low while also a means of compensating training
teams that are constantly onboarding new employees to replace those
that leave.
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  Purchases

Operators of all sizes have high costs because employees are
constantly using the telephone and related communications devices.
The costs associated with these devices, which particularly apply to
companies whose services span the globe, can be quite substantial.
Larger companies tend to be more capital intensive, with high fixed
costs related to implementing networking and database management
systems. Within this industry, purchases include any goods that are
used to produce revenue and may include general office supplies and
devices as well as further outsourced services to achieve a client's end
objective. In 2021, purchases represent 28.8% of industry revenue.

 

  Marketing

Marketing costs are expected to only account for 1.4% of revenue in
2021.

 

  Depreciation

Depreciation is estimated to account for 2.2% of revenue in 2021,
which is relatively high compared with this industry's sector because
industry operators must consistently upgrade equipment and software.
Software and computer programs are becoming increasingly important
as operators take advantage of new technologies such as automated
channel service software and interactive voice response.

 

  Rent

Rent costs are estimated to comprise 2.8% of industry revenue in 2021.
Rent costs can often be high as they need to house large number of
employees and power the technology needed to operate call centres.
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  Utilities

Utility expenses are expected to account for 2.1% of revenue in 2021.
Which include gas, electric, heat, hot water as well as phone and
internet connection costs.

 

  Other Costs

Other administrative costs associated with running a call centre
represent 6.7% of industry revenue in 2021. These costs include legal
work, accounting, interest and bank charges, professional and business
fees and training. Training costs can be significant since the industry
has high labour turnover.

 

Basis of
Competition

Competition in this industry is    High and the trend is Steady

  Operators in the Telemarketing and Call Centres industry in Canada
endure competition internally (i.e. from other companies within the
industry) and externally (i.e. from companies that have in-house call
centres).

INTERNAL COMPETITION

Internally, industry operators largely compete on service quality and
price.

These areas include the quality of staff and the ability to integrate a client's needs effectively into existing operations.
Staff must be trained to answer frequently asked questions and contend with common concerns of customers on
behalf of different companies and therefore must be knowledgeable about the policies, customer service
prerogatives and products of each client that the operator services. Moreover, they must be proficient in the
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language of their client base and must be available during operating hours, which can vary based on where the
client is located and what industry they operate in. Many call centres are open beyond standard business hours,
sometimes on a 24-hour basis.

Operators also compete with regard to price to attract more clients. As with many services, price and quality are
often correlated. Many consumers have voiced complaints about the offshoring of call centres because it can pose a
communication barrier and furthers the gap between a company and their customers, leading to less effective
problem-solving. Nevertheless, shifting call centres to emerging markets can reduce labour costs, which permits for
cost savings that are passed on to clients, encouraging many multinationals to invest elsewhere even while
servicing the domestic market.

Industry operators also compete on the technology they use. Ongoing investment in areas including voice
recognition and web-enabled technology has become an increasingly important basis of competition. These factors
can lower long-term costs that are associated with labour. Call centres also compete on other factors, such as
minimizing dropped calls and call volume capacity. Similarly, accessibility is important as customers become more
accustomed to instant access to services. Thus, technology and quality of service are crucial selling points for large
companies looking to outsource their telemarketing or call centre activities.

EXTERNAL COMPETITION

Competition from outside the industry primarily comes from businesses
that are potential clients, but have internal call centres.

Although many companies have staff that takes orders or handles complaints, outsourcing business processes have
become more widely accepted over the past decade. Outsourcing call centre activities to a third-party industry
operator can substantially reduce the cost of labour and the high turnover rate of telephone operations for
downstream clients. As a result, external competition has somewhat waned over the past five years.

As technology continues to evolve, call centres may experience greater competition from the internet. Offerings such
as online surveys, program wizards and online support platforms could force call centres to evolve into an internet-
based format, paving the way for customer contact industries writ large, while being a harbinger of this industry's
further decline. While the advantage of less expensive labour would continue to draw clients, high capital expenses
may be incurred in upgrading employee computer access.

In addition, the value of the Canadian dollar relative to other major currencies will continue to be a primary external
force dictating foreign investment. As the Canadian dollar recovers from its powerful decline in 2015, multinationals
will likely shy away from Canadian operations, opting to focus their investments in low cost areas in the developing
world.

Barriers to
Entry

Barriers to Entry in this industry are    Low and the trend is Steady
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  IBISWorld suggests that the Telemarketing and Call
Centres industry in Canada has low barriers to entry. This
is especially the case for small players and contractors
that primarily rely on key contracts to keep them in
business. However, the initial investment that is required
for infrastructure can be substantial if a company plans to
serve large clients. Telecommunications networks span
the globe, and a call centre halfway across the world can
field calls at relatively low costs. Global operations may
be viable only for companies entering the industry through
an acquisition, due to the time it takes to develop a
working global system of clients and networks.
Furthermore, competition from overseas call centres in
countries with less expensive labour costs is increasing,
limiting industry participation despite the rising ease of
entry.

Moreover, call centres have experienced some significant
changes in technology, systems and costs in recent
years. Elements such as web-enabled access and rising
regulations have increased the industry's barriers to entry
to a degree. The federal government enforces regulations
governing telemarketing services. Regulatory guidelines
increased over the past decade with the implementation
of the National Do Not Call List by the Canadian Radio-
television and Telecommunications Commission as well
as the introduction of Canada's Anti-Spam Legislation.
Other restrictions place limitations on the timing of calls
and require disclosures be made during calls, effectively
truncating the ability of customer contact industries to
operate to their full potential.

Call centres must also have extensive backup systems so
they can guarantee service if the telecommunications
systems fail. Companies may need to be able to switch
among its service centres or be linked into multiple
networks to create and maintain a fail-safe system.

Barriers to Entry Checklist

Competition High  

Concentration Low  

Life Cycle Stage Decline  

Technology Change High  

Regulation & Policy Heavy  

Industry Assistance Low  

Industry
Globalization

Globalization in this industry is    Medium and the trend is Increasing

  Globalization within the Telemarketing and Call Centres industry in Canada is moderate but increasing. This can be
seen from the industry's largest players, which are both foreign-owned. The Canadian effective exchange rate index
largely determines foreign ownership. When the domestic currency depreciates, foreign companies find it more
affordable to set up operations in Canada relative to other countries. In the early 2000s, this was the case,
prompting US and European companies to shift establishments to Canada, prompting exponential growth. Since
then, the Canadian dollar has appreciated, discouraging foreign companies from setting up operations in Canada.

In addition to foreign companies operating in the industry, globalization has also increased as call centres overseas
serve Canadian markets and as Canadian operators serve foreign markets. For example, Teleperformance SE
operates three locations in Canada and TTEC Holdings maintains four domestic facilities that serve both domestic
clients and clients in other English-speaking countries. Similarly, the company uses its locations in the United States
and abroad to serve Canadian customers. Over the next five years, industry globalization is expected to increase, as
more operators expand on an international scale. Some of this globalization will be kept in check by provincial
regulations, such as those in place in British Columbia, which necessitates telemarketing licences for any company,
foreign or domestic, to contact customers within the province.
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Major Companies

Major Players Concentrix Corporation

Market Share: 32.1%

  Concentrix Corp. (Concentrix), is a leading global provider of technology-infused customer experience solutions.
The company was originally a part of Synnex Corporation, an information technology supply chain services
company, which was established in 1980. Synnex had several subsidiaries including Concentrix. Concentrix, a
business services company, acquired Ohio-based Convergys Corporation in June 2018, marking Synnex's entry into
the Telemarketing and Call Centres industry in Canada. Concentrix employs an estimated 270,000 people and
generated $6.3 billion globally in fiscal 2020 (year-end November), including its industry-relevant operations,
centralized in its 2018 acquisition of Convergys Corp. (Convergys).

The company operates in more than 280 locations across more than 40 nations. Concentrix employs workers that
specialize in sales, customer service, technical support, customer retention and collections in over 70 languages. In
Canada, the company operates 13 locations across Ontario, Nova Scotia, British Columbia and Quebec. According
to its website, Concentrix specializes in customer management and serves an estimated 95 Fortune 500 clients. The
vast majority of company clients operate within the communication, technology and financial services industries.

On December 1st, 2020 Synnex announced the separation of Concentrix and its technology-infused customer
experience solutions business. As a result of this separation, Concentrix and Synnex now operate as separate
entities. The reason for this split is to facilitate the managerial focus for each company on its particular segments,
according to the press release when the announcement was made.

Financial performance

Over the five years to fiscal 2021, IBISWorld expects Concentrix's industry-relevant revenue to rise at an annualized
rate of 24.4% to $546.2 million. The company has been able to outperform the struggling industry through its steady
customer base and multinational operations. Through its economies of scale, the company's profit margin is
expected to also rise since it will be able to focus more on each segment of the business and receive more public
funds as the company successfully issued stock through its Concentrix segment.

 
Concentrix Corp. (industry-relevant operations) - financial performance*

Year**
Revenue

($m)
Growth

(% change)
Operating Profit

($m)
Growth

(% change)
2015-16 183.5 N/C 7.4 N/C
2016-17 225.1 22.7 13.0 75.7
2017-18 278.5 23.7 16.4 26.2
2018-19 545.1 95.7 34.1 107.9
2019-20 551.6 1.2 36.1 5.9
2020-21 546.2 -1.0 33.4 -7.5

Source: Annual Report and IBISWorld
Note: *Estimates (Figures are converted from USD to CAD); **Year-end November

TTEC Holdings Inc.

Market Share: 5.3%

  TTEC Holdings Inc. (TTEC), formerly TeleTech Holdings, is headquartered in Colorado and was founded in 1982.
The company provides business process outsourcing to more than 300 global clients. Business process outsourcing
includes a wide range of activities, including lead generation, fulfillment and sales support claims, collections, loans,
payment and warranty processing, customer service and call centre services, the latter two of which are considered
relevant to the industry. These services help clients acquire, grow, serve and retain its customers. Overall, TTEC
has 83 customer engagement centres, employs over 58,000 employees worldwide, and generated $2.6 billion in
annual revenue in 2020 (latest data available).

The company currently operates four Canadian customer centres which serve both domestic and international
clients, through which TTEC operates in the industry. Three of these centres are for multiple clients while the
remaining facility is a managed centre, as dictated in the company's annual regulatory filings. Multi-client centres
serve multiple clients in leased spaces while a managed centre is leased or owned by TTEC's clients and are
managed and staffed by TTEC personnel. Its major customers are in the government, automotive,
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telecommunications, financial services, healthcare, logistics, media and entertainment, retail, satellite, technology
and travel industries.

Financial performance

IBISWorld estimates that the company's revenue will fall an annualized 7.4%, while generating $89.6 million in
industry-related revenue in 2021. Over the past five years, the company has decreased its Canadian operations as
the Canadian economy has been volatile during the reporting period, making it less profitable to engage in industry
operations domestically. This decline can be partially attributed to the COVID-19 (coronavirus) pandemic in 2020,
which has caused the number of businesses in Canada to decrease, contributing to a fall in industry-relevant
operations. As a result of coronavirus, revenue is estimated to fall 17.8% in 2020 alone. At the same time, TTEC has
performed an increasing amount of work in emerging markets that have a large pool of high-quality, low-cost labour,
cutting into more robust expansion domestically. Therefore, while TTEC is expanding, its Canadian customers are
still a negligible portion of its overall activity, suggesting that domestic call centres are primarily focused on
international clients, chiefly those in the United States.

 
TTEC Holdings Inc. (industry-relevant operations) - financial performance*

Year
Revenue

($m)
Growth

(% change)
Operating Profit

($m)
Growth

(% change)
2016 131.9 N/C 5.5 N/C
2017 136.0 3.1 9.3 69.1
2018 142.7 4.9 8.7 -6.5
2019 112.5 -21.2 8.5 -2.3
2020 92.5 -17.8 9.7 14.1
2021 89.6 -3.1 7.2 -25.8

Source: Annual Report and IBISWorld
Note: *Estimates (Figures are converted from USD to CAD)

Other Companies Overall, the Telemarketing and Call Centres industry in Canada is highly fragmented, characterized by many small
operators that service particular regions or individual companies as contractors. Some provinces, such as British
Columbia, require licences for provincial telemarketing, encouraging some businesses to specialize in provincial
operations. Although, while this is beneficial for BC operators by protecting them from external competitors,
regulations such as these inhibit interprovincial growth by creating more barriers to entry. Furthermore, for outbound
and outsourced telemarketing, depending on how a company gets its list of contacts, the company may contact
particular demographics such as existing customers or potential clients. Plus, while relevant to the industry, some
activity is omitted because larger companies in various industries have internalized its call centre operations instead
of outsourcing.

Teleperformance SE

  Market Share: 2.8%
  Teleperformance SE (Teleperformance) is a French third-party telemarketing and call centre provider. Established in

1978, the company currently operates in nearly 83 countries with over 380,000 employees. Teleperformance
specializes in customer relations management, but also provides information services, client acquisition services
and debt collection services. Teleperformance separates its operations into three geographical regions: English-
speaking and Asia-Pacific regions; Continental Europe, Middle East and Africa regions; and Ibero-LATAM (Latin
America) regions. Canada is classified within its English-speaking and Asia-Pacific segment. In Canada,
Teleperformance employs more than 1,500 employees in its three call centres located in Montreal; Thunder Bay,
ON; and Toronto. These locations serve both domestic clients as well as international clients.

In 2020, the company's largest clients included companies in the healthcare and technology industries, which
generated almost 30.0% of total revenue. Cable providers, technology developers, financial service providers,
insurance companies, energy companies and the public sector represent the rest of its main markets. Most of
Teleperformance's interactions are inbound services (over three-quarters of total revenue). In 2021, IBISWorld
expects the company's industry-relevant revenue to reach $47.9 million, giving the company a 2.8% share of the
industry.

IMP Group International Inc.

  Market Share: 0.8%
  In April 2015, Blue Ocean Contact Centres, a longstanding industry operator, was acquired by IMP Group

International Inc. (IMP Group), a company broadly focused on customer service solutions. This acquisition was IMP
Group's initial foray into the world of call centres and telemarketing, although customer contact has been its priority
since its inception. IMP Group also participates in aerospace manufacturing and maintenance activities, health
supplies wholesaling, information technology services and real estate development, although these activities are not
relevant to the industry.

Founded in 1994 and headquartered in Halifax, NS, Blue Ocean Contact Centres provides call centre services
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including customer support, order management, tech support, roadside assistance, reservation booking, loyalty
program management and after-sales support. With more than 3,000 employees, the company serves operators in
technology, telecommunications, retail, finance, automotive and tourism-related industries. The company serves the
Canadian market, as well as the United States, South America and Europe. In particular, it services the technology,
insurance, financial services, grocery and consumer packaged goods, consumer products, automotive and roadside
assistance industries in these key markets. While its financial information is not disclosed, IBISWorld estimates that
IMP will generate $13.3 million in industry-relevant revenue in 2021.
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Operating Conditions

Capital
Intensity

The level of capital intensity is    Low

  Capital intensity in the Telemarketing and Call Centres
industry in Canada is low. For every $1.00 spent on labour,
the typical operator dedicates $0.04 to capital
expenditures, a proportion which has remained relatively
stable over the past five years. In 2021, wages are
expected to account for 52.3% of industry revenue, while
depreciation costs account for only 2.2% of revenue. The
disparity between these two figures keeps capital intensity
low since it demonstrates a larger reliance on labour rather
than machinery in this industry. Still, major companies
typically spend a greater amount on capital investment
relative to smaller nonemployers because they require
larger facilities and more extensive equipment.

Making and receiving calls is a highly labour-intensive
process, despite the increase in automation that has
occurred over the past five years. Automatic dialing, voice
recognition systems and prerecorded menu options have
helped industry operators reduce their reliance on labour to
a degree, but customer preferences have kept the industry
from becoming fully automated. Capital intensity is likely to
increase slightly over the next five years as more
participants invest in updated technology such as voice
over internet protocol and web-enabled call centres.
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Technology &
Systems

Potential Disruptive Innovation: Factors Driving Threat of Change

Level Factor Disruptive
Effect

Description

Medium Rate of
Innovation

Potential A ranked measure for the number of patents
assigned to an industry. A faster rate of new
patent additions to the industry increases the
likelihood of a disruptive innovation occurring.

Very High Innovation
Concentration

Very Likely A measure for the mix of patent classes
assigned to the industry. A greater
concentration of patents in one area increases
the likelihood of technological disruption of
incumbent operators.

High Ease of Entry Likely A qualitative measure of barriers to entry.
Fewer barriers to entry increases the
likelihood that new entrants can disrupt
incumbents by putting new technologies to
use.

Very High Rate of Entry Very Likely Annualized growth in the number of
enterprises in the industry, ranked against all
other industries. A greater intensity of
companies entering an industry increases the
pool of potential disruptors.

Medium Market
Concentration

Potential A ranked measure of the largest core market
for the industry. Concentrated core markets
present a low-end market or new market entry
point for disruptive technologies to capture
market share.

  The industry is adding new patent technologies at a rate in line with the average across all industries, which suggests a
stable addition of technology. However, the concentration of technologies is high. This creates the potential for innovation
outside the focus of industry leaders to gain traction.

This technology trend is underscored by structural factors that support new entrants. An accommodative structure can
create a situation where small entrants can focus on less profitable albeit innovative industry entry points. Or, large
operators in other industries can leverage expertise in other areas to enter the industry from a new angle.

The Telemarketing and Call Centres industry in Canada has started to
experience significant disruption over the past few years.

On-demand call centres and voicebots have started to increase their market share at the expense of the industry. For
example, VOIQ is an online call centre platform that matches call agents with businesses based on campaign scale and
information. Trained call agents then make phone calls to prospective clients using the information given by the business.
Moreover, VOIQ also introduces the use of voicebots to make standardized phone calls. Therefore, these on-demand call
centres are streamlined and focus on the core messages that the selling company strives to deliver. The use of voicebots
also helps businesses to reduce expenditure on less important phone calls, enabling them to dedicate their resources to
bring in more customers. Even though this business model is novel and has not gained full market acceptance, industry
operators are expected to endure higher competition from them in the years to come.

The level of technology change is    High

  Technological change for the Telemarketing and Call Centres industry in
Canada is high and includes changes in telecommunications as well as
software and hardware, although these advances are centralized in upstream
manufacturing industries.

New technologies have enabled the industry to provide expanded and extended services to clients. Outside of common
communication tools such as e-mail and text chat, current state-of-the-art technology includes voice over internet protocol
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(VoIP), interactive voice response (IVR), web-enabled call centres, cloud technology and omni-channel communications
capabilities.

VoIP

Introduced in 2004, mass market VoIP services enable contact centres to send
or receive calls over the internet as opposed to using a standard landline
connection.

The biggest advantage VoIP has over standard telephone systems is its cost. VoIP is much less expensive and simpler to
set up. Plus, domestic calls between VoIP are usually free, while international calls are very inexpensive, making it an
attractive option for domestic services.

However, communication through a VoIP network is generally less reliable than a landline telephone network as the data is
not sent in sequential order. This can lead to line congestion and degrading call quality. Also, VoIP calls are unable to be
traced using assisted Global Positioning Systems. In addition, VoIP networks are also susceptible to attacks such as
registration hacking and eavesdropping, such as any internet-connected devices.

IVR

IVR systems are typically used to service high call volumes, while reducing
labour costs.

Examples of IVR applications are telephone banking and credit card services. The technology enables a computer to
interact with users through the voice commands and tones input via keypad. They can be used to control almost any
function that can be broken down into a series of simple interactions and enable 24-hour service. However, voice response
systems have been criticized as being difficult to use and many callers prefer speaking with a human respondent because
they are more responsive and comprehensive in their ability to answer specific problems.

Web-enabled call centres

Web-enabled call centres provide customers the ability to reach a contact
centre by using a button on a website.

The computer user can make a voice call to a contact centre representative online instead of calling by telephone, making it
a convenient option for consumers. Providing customers with immediate help can reduce the chance they will leave the
website and potentially abandon a sale. However, web-enabled call centres require that the caller has a microphone and
the necessary software programs installed to make an online call, which can stymie potential growth.

Cloud technology and omni-channel communications

Storing data in a digital cloud has been beneficial for many industries.

As this industry declines, operators will need to retain as much of their information and data to inform their future decisions.
Cloud technology will accordingly lead the way for data analytics solutions to customer retention and acquisition concerns.
Historically, industry operators have relied on big files of contact lists and response analysis that may slow computer
performance and therefore a worker's ability to use the telephone. Companies that invest in cloud software can save time
as well as save technology upgrade costs when their data becomes too extensive for their current infrastructure.

Ultimately, any customer contact industry, including the call centre industry, must make sure they stay in contact with
consumers. Today, consumers are often relying on multiple links to a company, including social media, telephone, email
and website chats. Omni-channel systems store data of previous conversations across different media, integrating the
communication systems of large companies. Accordingly, data analysis tools and cloud software to store large amounts of
data go hand in hand with omni-channel capabilities. Together, these processes can help expand a company's reach to
those consumers that matter most through targeted approaches based on prior conversations across different platforms.

Other technologies

Telemarketers and call centres may also employ a handful of other
technologies to make calls more efficient.

Autodialers are used to automatically connect to customers without requiring a live person to dial the phone number to
expedite unsolicited telemarketing. Once the call is answered, the customer may be connected to an automated message
system or to a live representative. Incoming calls are often managed through an automated call distribution system, which
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assigns calls to service centre employees based on the customer's need. Automated customer service management
systems have also increased their presence in call centres, enabling companies to more efficiently manage and service
customers' needs by keeping track of previous calls and issues while distributing calls accordingly.

Ultimately, as new software and hardware become available, changes in these systems will inevitably manifest. Companies
may choose to invest in new software if it has substantial capital or steady revenue streams. However, due to the industry's
decline over the past five years, investment in technology upgrades have slowed.

Revenue
Volatility

The level of volatility is    Medium

  The Telemarketing and Call Centres industry in Canada is characterized by
moderate levels of revenue volatility.

Due to rising offshoring, technological implementation and uneven economic growth, industry revenue has declined over
most of the five years to 2021. Fluctuations in industry revenue are largely determined by the Canadian effective exchange
rate index, overall corporate profit and government regulations. When the dollar depreciates, foreign operators are more
likely to establish operations in Canada due to the favourable (i.e. less expensive) operating environment. Conversely,
when the domestic currency appreciates, running a business in Canada becomes relatively more expensive for foreign
operators. Furthermore, total advertising expenditure, an important demand driver for industry operators also fluctuated
considerably during this period resulting in higher revenue volatility for the domestic Telemarketing and Call Centres
industry.

Moreover, the Canadian Radio-television and Telecommunications Commission established the Do Not Call List in 2008,
which severely limited the ability of companies to carry out unsolicited telemarketing activities, truncating outbound
services, a major service representing an estimated 19.3% of industry revenue. This regulatory measure reduced industry
activity and, consequently, caused revenue to drop unabated over most of the past decade. Contrarily, corporate profit has
generally followed an upward trend and has historically been a boon for the industry, as more large companies (e.g. in the
telecommunications and finance sectors) have had the cash to spend on outsourcing telemarketing and call centre
activities to third-party operators. All in all, industry revenue is projected to fluctuate 4.7% on average over the five years to
2021, including a 6.7% drop in 2016 and a projected 6.4% decline in 2021.

Regulation &
Policy

The level of regulation is    Heavy and the trend is Steady

The Telemarketing and Call Centres industry in Canada is federally regulated
by the Canadian Radio-television and Telecommunications Commission
(CRTC) alongside supplementary provincial supervision.

In 2008, the CRTC organized the Do Not Call (DNC) list, which is managed by Bell Canada. Consumers that elect to place
their phone number on the DNC list will receive a reduced number of telemarketing calls to the registered phone number.
However, the CRTC does not promise the elimination of all telemarketing calls. Plus, even telemarketers contacting
Canadian residents from outside the country are subject to the regulations imposed by the CRTC. Therefore, the CRTC has
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a large influence on industry operations.

Ultimately, if a consumer files a complaint against a telemarketing agency, the CRTC will investigate the complaint, which
may result in a penalty of up to $1,500 per violation for individuals and $15,000 for corporations. Deceptive telemarketing,
as defined by the Competition Act, is considered a criminal offence. The CRTC further regulated the customer contact
industry (which includes this industry but also companies that reach customers through other media such as the internet)
when the government of Canada introduced the Anti-Spam Legislation (CASL). Most of the provisions and guidelines
highlighted within CASL came into force in July 2014. These penalties dictate trends in the industry by encouraging or
discouraging players' outbound operations.

Individual provincial governments and authoritative bodies may also enact laws that pertain to this industry. For example,
the British Columbia Business Practices and Consumer Protection Act was amended in 2005 to include a Telemarketer
Licensing Regulation. This requirement outlines standards that must be met by telemarketers. It also restricts calling times
and requires strict record-keeping on the part of the telemarketing company.

Industry
Assistance

The level of industry assistance is    Low and the trend is Steady

The Telemarketing and Call Centres industry in Canada does not receive any
government assistance on a federal or provincial level that is specific to the
industry.

Some general tax exemptions and subsidies for new businesses and government subsidized training programs are relevant
for industry operators but are not specific to the industry.

However, several industry associations exist with the aim to provide information, education and other forms of assistance to
call centre operators. Customer Management IQ is an association that operates across North America and serves as a
forum for idea-sharing to its members. It also organizes the annual Call Centre Week, a conference that educates
attendees on current topics and changes affecting the industry. Cam-X is another trade association; it spans the North
American continent and connects members to foster profit growth, technology innovation and the establishment of ethical
standards. Plus, there are provincial organizations that emphasize local operations. For example, the Alberta Call Centre
Association is a network and resource for call centre professionals within the province. It provides its members with
information, group discounts and newsletters on pressing topics. Similarly, the Ottawa Regional Contact Centre Association
is a nonprofit organization aimed at providing networking opportunities to its members.

In addition, operators received extra government assistance as a result of the COVID-19 (coronavirus) pandemic. The
Canada Emergency Business Account provides interest-free loans of up to $60,000 for qualifying small businesses.
Additionally, operators can take advantage of tax deferrals and improved access to credit and loans to remain liquid.
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Key Statistics
Industry Data

Year
Revenue

($m)
IVA

($m)
Establishments

(Units)
Enterprises

(Units)
Employment

(Units)
Exports

($m)
Imports

($m)
Wages

($m)

Domestic
Demand

($m)

Canadian-
dollar

effective
exchange rate

index (Index)
2012 3,023 1,976 1,102 1,045 42,589 N/A N/A 1,727 N/A 131
2013 2,736 1,760 1,050 997 37,317 N/A N/A 1,560 N/A 127
2014 2,435 1,534 1,078 1,024 33,916 N/A N/A 1,336 N/A 119
2015 2,058 1,353 1,041 988 28,252 N/A N/A 1,202 N/A 110
2016 1,921 1,250 987 936 25,219 N/A N/A 1,105 N/A 108
2017 1,948 1,214 1,003 953 23,907 N/A N/A 1,061 N/A 110
2018 1,981 1,250 1,081 1,024 26,360 N/A N/A 1,136 N/A 109
2019 1,864 1,163 1,024 968 23,148 N/A N/A 1,066 N/A 109
2020 1,819 1,045 1,015 959 19,460 N/A N/A 949 N/A 108
2021 1,702 993 987 935 18,270 N/A N/A 890 N/A 115
2022 1,648 955 967 917 17,549 N/A N/A 856 N/A 114
2023 1,635 942 959 909 17,221 N/A N/A 842 N/A 113
2024 1,629 932 955 906 16,997 N/A N/A 833 N/A 113
2025 1,641 932 954 904 16,918 N/A N/A 831 N/A 112
2026 1,655 930 947 897 16,775 N/A N/A 827 N/A 112

Annual Change

Year
Revenue

(%)
IVA
(%)

Establishments
(%)

Enterprises
(%)

Employment
(%)

Exports
(%)

Imports
(%)

Wages
(%)

Domestic
Demand

(%)

Canadian-
dollar

effective
exchange rate

index (%)
2012 -2.52 -2.90 -2.05 -1.88 -2.95 N/A N/A -2.44 N/A -0.16
2013 -9.49 -10.9 -4.72 -4.60 -12.4 N/A N/A -9.69 N/A -3.51
2014 -11.0 -12.9 2.66 2.70 -9.12 N/A N/A -14.3 N/A -5.77
2015 -15.5 -11.8 -3.44 -3.52 -16.7 N/A N/A -10.1 N/A -7.88
2016 -6.66 -7.58 -5.19 -5.27 -10.7 N/A N/A -8.07 N/A -1.46
2017 1.43 -2.88 1.62 1.81 -5.21 N/A N/A -4.00 N/A 1.47
2018 1.67 2.95 7.77 7.45 10.3 N/A N/A 7.09 N/A -0.55
2019 -5.91 -6.95 -5.28 -5.47 -12.2 N/A N/A -6.19 N/A -0.65
2020 -2.41 -10.2 -0.88 -0.93 -15.9 N/A N/A -11.0 N/A -0.56
2021 -6.43 -5.00 -2.76 -2.51 -6.12 N/A N/A -6.18 N/A 6.85
2022 -3.22 -3.79 -2.03 -1.93 -3.95 N/A N/A -3.80 N/A -1.30
2023 -0.75 -1.45 -0.83 -0.88 -1.87 N/A N/A -1.65 N/A -0.62
2024 -0.38 -0.97 -0.42 -0.34 -1.31 N/A N/A -1.12 N/A -0.45
2025 0.73 -0.06 -0.11 -0.23 -0.47 N/A N/A -0.23 N/A -0.45
2026 0.82 -0.25 -0.74 -0.78 -0.85 N/A N/A -0.51 N/A -0.45

Key Ratios

Year
IVA/Revenue

(%)

Imports/
Demand

(%)

Exports/
Revenue

(%)

Revenue per
Employee

($'000)

Wages/
Revenue

(%)

Employees per
estab.
(Units) Average Wage  ($)

2012 65.4 N/A N/A 71.0 57.1 38.6 40,557
2013 64.3 N/A N/A 73.3 57.0 35.5 41,804
2014 63.0 N/A N/A 71.8 54.9 31.5 39,400
2015 65.7 N/A N/A 72.8 58.4 27.1 42,532
2016 65.1 N/A N/A 76.2 57.5 25.6 43,804
2017 62.3 N/A N/A 81.5 54.4 23.8 44,364
2018 63.1 N/A N/A 75.2 57.3 24.4 43,088
2019 62.4 N/A N/A 80.5 57.2 22.6 46,030
2020 57.4 N/A N/A 93.5 52.1 19.2 48,751
2021 58.3 N/A N/A 93.2 52.3 18.5 48,719
2022 58.0 N/A N/A 93.9 52.0 18.1 48,795
2023 57.6 N/A N/A 95.0 51.5 18.0 48,905
2024 57.2 N/A N/A 95.9 51.1 17.8 48,997
2025 56.8 N/A N/A 97.0 50.6 17.7 49,113
2026 56.2 N/A N/A 98.6 50.0 17.7 49,282

Figures are inflation adjusted to 2021
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Additional Resources
Additional
Resources

The Global Association for Contact Center & Customer Engagement Best Practices
http://www.contactcenterworld.com

Statistics Canada
http://www.statcan.gc.ca

Telemarketing Benchmarking Association
http://tba.iccbc.org

Industry Jargon CROSS-SELL
Selling an additional product or service to an existing customer.

NATIONAL DO NOT CALL LIST (NDNCL)
Established in 2008, this is a list managed by the Canadian Radio-television and Telecommunications Commission,
reducing the number of unsolicited telemarketing calls consumers receive.

OFFSHORING
Relocating domestic services to less-expensive labour-cost countries to service domestic clients.

SMARTPHONE
A mobile phone that offers advanced PC-like capabilities.

UPSELL
Selling a more expensive product or upgrade to a customer.

Glossary BARRIERS TO ENTRY
High barriers to entry mean that new companies struggle to enter an industry, while low barriers mean it is easy for
new companies to enter an industry.

CAPITAL INTENSITY
Compares the amount of money spent on capital (plant, machinery and equipment) with that spent on labour.
IBISWorld uses the ratio of depreciation to wages as a proxy for capital intensity. High capital intensity is more than
$0.333 of capital to $1 of labour; medium is $0.125 to $0.333 of capital to $1 of labour; low is less than $0.125 of
capital for every $1 of labour.

CONSTANT PRICES
The dollar figures in the Key Statistics table, including forecasts, are adjusted for inflation using the current year (i.e.
year published) as the base year. This removes the impact of changes in the purchasing power of the dollar, leaving
only the "real" growth or decline in industry metrics. The inflation adjustments in IBISWorld’s reports are made using
Statistics Canada's implicit GDP price deflator.

DOMESTIC DEMAND
Spending on industry goods and services within Canada, regardless of their country of origin. It is derived by adding
imports to industry revenue, and then subtracting exports.

EMPLOYMENT
The number of permanent, part-time, temporary and casual employees, working proprietors, partners, managers
and executives within the industry.

ENTERPRISE
A division that is separately managed and keeps management accounts. Each enterprise consists of one or more
establishments that are under common ownership or control.

ESTABLISHMENT
The smallest type of accounting unit within an enterprise, an establishment is a single physical location where
business is conducted or where services or industrial operations are performed. Multiple establishments under
common control make up an enterprise.

EXPORTS
Total value of industry goods and services sold by Canadian companies to customers abroad.

IMPORTS
Total value of industry goods and services brought in from foreign countries to be sold in Canada.
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INDUSTRY CONCENTRATION
An indicator of the dominance of the top four players in an industry. Concentration is considered high if the top
players account for more than 70% of industry revenue. Medium is 40% to 70% of industry revenue. Low is less
than 40%.

INDUSTRY REVENUE
The total sales of industry goods and services (exclusive of excise and sales tax); subsidies on production; all other
operating income from outside the firm (such as commission income, repair and service income, and rent, leasing
and hiring income); and capital work done by rental or lease. Receipts from interest royalties, dividends and the sale
of fixed tangible assets are excluded.

INDUSTRY VALUE ADDED
The market value of goods and services produced by the industry minus the cost of goods and services used in
production. IVA is also described as the industry's contribution to GDP, or profit plus wages and depreciation.

INTERNATIONAL TRADE
The level of international trade is determined by ratios of exports to revenue and imports to domestic demand. For
exports/revenue: low is less than 5%; medium is 5% to 20%; and high is more than 20%. Imports/domestic demand:
low is less than 5%; medium is 5% to 35%; and high is more than 35%.

LIFE CYCLE
All industries go through periods of growth, maturity and decline. IBISWorld determines an industry's life cycle by
considering its growth rate (measured by IVA) compared with GDP; the growth rate of the number of establishments;
the amount of change the industry's products are undergoing; the rate of technological change; and the level of
customer acceptance of industry products and services.

NONEMPLOYING ESTABLISHMENT
Businesses with no paid employment or payroll, also known as nonemployers. These are mostly set up by self-
employed individuals.

PROFIT
IBISWorld uses earnings before interest and tax (EBIT) as an indicator of a company’s profitability. It is calculated as
revenue minus expenses, excluding interest and tax.

REGIONS
Prairies | AB, SK, MB
Atlantic | NB, NS, PE, NL
Territories | YT, NT, NU

VOLATILITY
The level of volatility is determined by averaging the absolute change in revenue in each of the past five years.
Volatility levels: very high is more than ±20%; high volatility is ±10% to ±20%; moderate volatility is ±3% to ±10%;
and low volatility is less than ±3%.

WAGES
The gross total wages and salaries of all employees in the industry.
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