{ CONTACT CENTRE INDUSTRY ANALYSIS — Q12026

Contact Centre Industry: Growth, Peak & Transformation, Q12026

Inbound call demand has surged 51% in a decade while the global workforce hit a record 18 million,
then began to contract. A $352 billion industry where Al automates just 1.6% of interactions today,

but 80% by 2029. With a major Cloudinteract deployment going live in March 2026, the data points
explored here are about to be tested in the real world.

VALIDATED DATA - 2015, 2030 (EST) + 31 SOURCES @& CLOUDINTERACT

Data validation note: Employee headcount figures are corroborated by Gartner (~17M in 2022) and multiple industry sources (18M peak in 2023). Inbound call volume growth (3.8% CAGR) aligns with
industry revenue CAGR of 5-6%. Al automation rates sourced from Gartner press releases (1.6% in 2022, ~3% in 2023, 10% by 2026, 14% by 2027). Turnover data from Metrigy research. Workforce impact
data from Gartner's Oct 2025 survey (n=321). Figures for 2025-2026 are estimates.
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Inbound Demand: The Relentless Rise

Total inbound calls have climbed steadily from 78 billion to an estimated 118 billion , customers are calling more than ever.

Total Inbound Calls Keep Climbing
Global inbound call volume (billions), 2015-2026 estimated

Growth Is Slowing But Persistent

Period-over-period growth rate in inbound volume, decelerating from a post-pandemic surge
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The Workforce: 18 Million at Peak, Now Contracting

The global contact centre workforce grew steadily for a decade, surged during the e-commerce boom, and is now contracting.



Global Contact Centre Workforce (Millions)

After peaking at 18M in 2023, the workforce has begun to contract, with 1 million fewer roles expected by 2026
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Workforce Growth Rate by Period

Year-over-year headcount change, the 2021-2023 e-commerce surge followed by contraction
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Demand Keeps Growing

118B

Estimated global inbound calls by 2026. Despite the
rise of self-service and Al chatbots, customers are
still calling, driven by growing digital commerce, more
complex products, and rising service expectations.

Al Automation: The Real Numbers
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22 Global Workforce Contraction

-5.6%

From the 2023 peak of 18M to an estimated 17M by
2026. While regional contractions have occurred
before (notably in the U.S. post-2014 and during the
2008 recession), this may be the first Al-driven global
net reduction.

Demand ratio fluctuates, dipped in 2023 as hiring outpaced call growth, then rose as headcount

2021 2023 2025 2026 (Est)

% The Hiring-Then-Shrinking Cycle

3.9%

Annual workforce growth from 2015-2023, a
sustained hiring boom. But with headcount now
contracting while call volumes still rise, the industry
faces a new operating reality: doing more with fewer
people.

Gartner's validated data shows Al automation is growing, but far slower than many vendors claim. Just 1.6% of interactions were automated in 2022, projected to reach 10% by 2026.



Al Automation Rate: Gartner Trajectory Agent Turnover: The Hidden Workforce Drain

Percentage of customer interactions fully automated by Al, conservative Gartner estimates vs. Annual agent turnover rate from Metrigy research, pandemic spike, partial recovery, then
vendor hype renewed climb
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Note: Gartner's metric measures interactions fully resolved by conversational Al (chatbots &
voicebots) across voice and digital channels. It excludes traditional web self-service (FAQ pages,
knowledge bases, portals) and Al-augmented agent interactions. The true rate of digitally deflected
contacts is significantly higher. Mid-year values (2023—2025) are interpolated between Gartner's
stated 1.6% (2022) and 10% (2026) endpoints.
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1.6% = 10% 30-45% $352B
Gartner's projected Al automation rate from 2022 to Annual agent turnover across the industry. With Global call centre market value in 2024 (Research &
2026. The original spreadsheet claimed 48%, nearly agents lasting an average of just 14.3 months, some Markets), projected to reach $500B by 2030 at 6%
5x the validated figure. By 2029, agentic Al may reach of the 1M headcount decline may reflect attrition not CAGR. The industry is growing in value even as
80%, but the near-term reality is far more gradual. being backfilled, rather than active layoffs. headcount shrinks, a classic automation-driven
Replacement costs run $10K-$20K per agent productivity story.
(McKinsey).
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The Automation Challenge: Aligning Expectations with Progress

The industry faces a timing challenge. Al capability is growing rapidly, but full automation of complex interactions takes longer than many anticipated. Organisations that align their
workforce strategy with proven Al maturity, rather than projected capability, are best positioned to deliver results.

Automation vs. Workforce: The Disconnect What Leaders Are Actually Doing
Al automates just 1.6%->10% of interactions (2022-2026) while 20% of leaders have already cut Gartner survey of 321 CS leaders (Oct 2025): the industry is split, some cutting prematurely,
headcount, decisions are outpacing the technology others holding firm

. Workforce (% of 2020 Peak) .AI Automation Rate (%)

12% 100%
10% 98%
o, =
< 8% %% 2
c 3‘
E 6% 94% —~
S S
5 o
2 =
- o
< 4% 92% 8
=
) . N
0% - 88%
2022 2023 2024 2025 2026 @ steble Staffing (55%) @) Reduced Due to Al (20%) (@) Hiring Al Roles (42%)*
( (
‘A cutting on Faith @ Workforce Evolution Ahead ® The Economics of Transformation

20% Cut « 1.6% A Balanced Approach Al Economics Evolving

Automated Gartner forecasts that organisations will increasingly The economics of Al in contact centres are still
adopt a blended model, combining Al automation for maturing. Gartner highlights that costs per resolution

One in five CS leaders have reduced headcount citing routine interactions with skilled human agents for vary significantly by complexity and channel.

Al, but at the time those decisions started, only 1.6% complex, high-value conversations. The most Organisations achieving the strongest ROI are those

of interactions were fully automated. That's a 12:1 successful deployments augment human teams rather deploying Al strategically, automating high-volume,

ratio of action to evidence. The remaining 55% held than replacing them, creating a more capable and routine interactions while directing human expertise

staffing stable while handling higher volumes through resilient operation. to where it creates the most value.

Al-assisted efficiency.




The Divergence: More Calls, Fewer People

Overlaying both trends reveals the structural shift, demand growth and workforce contraction are heading in opposite directions.

Inbound Calls vs. Workforce: The Scissors Effect

Indexed to 2015 = 100, inbound volume grows 51% while workforce peaks and then contracts
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® CLOUDINTERACT, MARCH 2026

Putting It Into Practice

A major CloudInteract deployment is going live in March 2026, a real-world test of the balanced approach
explored throughout this analysis. Rather than replacing human agents, this project augments a large-scale

voice operation with targeted Al automation.
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VOICE AUTOMATIONS ALWAYS-ON COVERAGE LANGUAGE SUPPORT
Al-powered voice automations designed to resolve routine Round-the-clock availability for customers across all time Serving customers in their preferred language with native-
customer calls zones quality interactions

e &
SMS CRM Auto

CHANNEL INTEGRATION SYSTEMS INTEGRATION REPORTING
SMS messaging integrated alongside voice for seamless Deep integration with CRM and key operational systems for a Automated reporting and analytics across all voice and digital
customer communication unified view interactions

This deployment supports several hundred human agents, demonstrating that Al and people work best together. The project will provide valuable real-world data on automation rates,
resolution quality, and the economics of transformation discussed in this analysis.

Industry Evolution Timeline

@ 2015
The Offshoring Era

Rapid offshoring to Southeast Asia and India. Voice-first, high-volume, simple interactions dominate.

~78B inbound calls 13.2M employees

(.) 2017
Digital Channels Emerge

Growth of digital chat and multi-channel support begins reshaping the agent's role beyond voice.

14.1M employees




@ 2019

Peak Physical Centres

Large-scale physical delivery centres at their zenith. Multi-channel support becoming standard.

~92B inbound calls 15.0M employees

2021
The Pandemic Shift

Massive, permanent shift to work-from-home models. Demand spikes for travel, health, and delivery support.

~104B inbound calls 15.5M employees

2023
Historical Headcount Peak

E-commerce surge drives unprecedented hiring. 18 million employees globally, the highest the industry has ever seen.

~112B inbound calls 18.0M employees

2025

Al-Driven Contraction

Al-driven task automation triggers a notable global workforce contraction. The industry begins its structural transformation.

~115B inbound calls 17.4M employees

2026 (Est)
The Super Agent Era

Industry pivots to smaller, high-skill teams. Fewer agents handle more demanding, higher-value interactions. Quality over quantity.

~118B inbound calls 17.0M employees

Contact Centre Industry Analysis, Data validated against Gartner, Metrigy, and industry sources , 31 sources consulted, Prepared February 2026




