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The Future is Now

How Al is reshaping BPO, staffing, and remote work. Includes use cases, ROI
calculators, and vendor analysis.
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67% 3.8x $180B 89%

Al Adoption in BPO 2026 Productivity Multiplier Market Opportunity Cost Reduction Potential

Executive Summary

Al and automation are fundamentally reshaping BPO and remote staffing. Organizations
deploying Al-augmented workflows report 3—4x productivity gains, 60-80% cost reductions, and
significantly improved quality. The race is on: vendors integrating Al now capture market share;
those waiting face disruption.

The Al Revolution in Outsourcing

Five years ago, outsourcing meant "do more with less labor." Today, Al means "do
exponentially more with minimal human involvement." The economic model has inverted: cost
advantage of offshore labor matters less when Al eliminates 70% of the work entirely.
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Section 1: Al Maturity Model

Five Levels of Al Automation Maturity
How organizations evolve from manual to fully autonomous workflows.

Automation Time to Cost vs. o
% Productivity Manual Org|%1(2026)

1: Ad-Hoc 5% 0% 12+ weeks 0.95x 12%
2: Rules- 25% 10% 8-10 weeks 0.72x 20%
Based RPA
3: Al- 60% 40% 46 weeks 0.35x 38%
Augmented
4: Al-Native 85% 75% 2-3 weeks 0.12x 22%
5: Fully 95% 95% 1 week 0.03x 8%
Autonomous

Maturity Level Characteristics

Level 3 (Al-Augmented) is the "sweet spot" for most organizations in 2026: high ROI,
manageable risk, proven vendors.

: . Level 4 (Al- Level 5
Dimension Level 2 (RPA) Level 3 (Al-Aug) Native) (Autonomous)
Primary Capability ~Rules engine Machine learning Deep learning + Self-improving
agents agents
Human Oversight  Continuous Exception QA spot-check Governance only
handling
Implementation $200K-500K $500K—2M $2M-8M $5M+
Cost
Time to Value 6—9 months 3-6 months 6—12 months 12—24 months
Accuracy Range 88-92% 94-97% 97-99% 99%+
Common Tools UlPath, Blue CodeMax, Custom LLM Internal only
Prism Kensho agents
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Section 2: Use Case 1 — Medical Coding Automation

Al-Powered Clinical Coding

Medical coding is the highest-ROI Al use case in healthcare outsourcing. Accuracy improving
from 92%—99%; cost per claim dropping 70%.

Manual vs. Al-Assisted Performance

Metric Manual Coder Al-Assisted Al-Automated Al-Advantage
Accuracy Rate 92-93% 96-97% 98-99% +5-7 points
Claims per Day 3542 68-82 180-220 3.2-5.5x faster
Cost per Claim $0.28 $0.12 $0.04 -86%

Rework Rate 8-10% 3—4% 0.8-1.2% -90%
Training Time 12—-16 weeks 4-6 weeks 1-2 weeks —75%
Coder Burnout High Low Minimal High improvement

ROI Calculation: 100-Coder Team

SEVI

Metric Manual Only Al-Augmented (Annual) ROI Timeline
Avg Coder Salary  $52K $52K $0 Same
+ Benefits
Claims per Coder 8,820 16,200 +7,380 claims 84% throughput +
per Year
Total Claims/Year 882K 1.62M +738K claims 84% scale without
(100 coders) hiring
Cost per Claim $0.28 $0.12 -$0.16 —57% cost
Al Platform Cost N/A $180K/year $180K invest Offset in 1 month
(100 users)
Quality N/A N/A $550K (denial Indirect benefit
Improvement reduction)
Value
Net Annual Baseline N/A $985K 18 months —
Savings ROI+

Accuracy Benchmarks by ICD-10 Complexity
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Diagnosis
Complexity

Manual

Accuracy %

Al-Augmented %

Al-Automated %

Improvement

Routine (simple 96%

chief complaint)

Moderate 91%
(multiple

conditions)

Complex (multi- 84%
system,

comorbidities)

High-Risk 78%
(oncology, rare

dx)

98.5%

96.1%

93.8%

89.2%

99.2%

98.0%

96.5%

94.1%

+2-3 points

+5-7 points

+9-13 points

+11-16 points
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Section 3: Use Case 2 - Intelligent Document Processing

Al Document Classification & Extraction

IDP reduces manual document handling, improves data capture accuracy, and accelerates
workflows.

Process Dimension Manual Processing IDP-Assisted Improvement %
Document Throughput 120 850 +608%
(per FTE/day)

Data Extraction 87% 96% +9 points
Accuracy

Processing Time per 18 minutes 2 minutes -89%
Document

Exception Rate 12% 3% —75%
(manual review)

Cost per Document $0.45 $0.09 -80%
Rework due to Errors 8% 1% —88%

Use Cases for IDP
* Invoice processing: Extract vendor, amount, PO, GL code
* HR onboarding: Digitize employment applications, verify credentials
* Claims processing: Classify claim type, extract key fields, route to specialist
* Account statements: OCR bank/credit card statements, categorize transactions
+ Compliance: Classify documents by sensitivity, auto-redact PlI
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Section 4: Use Case 3 — Al Customer Support

Al-Powered Support Automation

Chatbots, intent recognition, and knowledge base automation deflect 40—60% of support
volume.

Metric Human-Only Al + Human Improvement
Call Deflection Rate 0% 52% +52%
First-Contact 68% 84% +16 points
Resolution
Average Handle Time 8.2 min 3.4 min -59%
Customer Satisfaction 7.8/10 8.4/10 +0.6 points
(CSAT)
Cost per Contact $4.50 $1.20 —73%
Agent Occupancy 82% 45% Lower burnout risk

Support Automation Roadmap
Typical phase deployment:
1. Phase 1 (Weeks 1—4): Intent recognition + FAQ routing (deflect 25%)
2. Phase 2 (Weeks 5-12): Knowledge base chatbot + escalation rules (deflect 40%)
3. Phase 3 (Weeks 13—-24): Conversational Al with context (deflect 52%)
4. Phase 4 (Months 6+): Proactive outreach, predictive support (deflect 60%+)
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Section 5: Use Case 4 — Automated QA

Al Quality Assurance & Testing

Al-driven test automation improves coverage, reduces manual QA effort, and speeds release
cycles.

Dimension Manual Testing Al-Assisted QA Improvement
Test Coverage % 62% 94% +32 points
Regression Testing 8 days 1.2 days —85%
Time
Bug Detection Rate 1% 89% +18 points
False Positive Rate 14% 3% —79%
Defect Escape Rate 2.4% 0.6% —75%
QA FTE Requirement 12 4 —67%
(per 50 devs)
Cost per Test Cycle $42K $14K —67%

Test Automation by Type

Test Type Ma?#:bif)fort ﬁ'liﬂr::t(%?j:‘sa;j Coverage Gain ROI Timeline
Unit Testing 120 8 +85% 1 sprint
API Testing 180 12 +90% 2 sprints
Ul Testing 240 35 +80% 3 sprints
Performance 160 18 +88% 2 sprints
Testing
Security Testing 200 45 +75% 4 sprints

© 2026 AB7 Solutions | www.ab7solutions.com | +1 321 341 7733 Page 8 of 19



‘ls AB7 Solutions | Al & Automation in Outsourcing: The Future is Now

Section 6: Use Case 5 — Al Candidate Screening

Al-Powered Recruitment
Resume screening, skills matching, and interview automation reduce hiring cycle by 60%.

Process Step Manual Time Al-Assisted Time Time Saved Efficiency Gain
Resume 14 hours 1.2 hours -92% 12x faster
Screening (100
CVs)

Phone Screen 6 hours 0.5 hours -92% 12x faster
Scheduling

Technical 12 hours 2 hours —-83% 6x faster
Assessment

Reference Check 4 hours 0.8 hours —-80% 5x faster

Coordination

Offer Preparation 3 hours 0.3 hours -90% 10x faster

Total Hiring Cycle = 35 days 12 days —66% 2.9x faster

Cost per Hire $6,200 $2,400 —61% Significant
savings

Al Screening Accuracy
Measuring success: skill match rate, job fit prediction, quality of hires.

Metric Recruiter Accuracy % Al Systen:/oAccuracy Improvement
Technical Skill Match 78% 94% +16 points
Cultural Fit Prediction 65% 72% +7 points
6-Month Retention 71% 84% +13 points
Prediction
Performance at 90 68% 81% +13 points
Days
False Positive Rate 22% 6% —73%

(wrong match)
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Section 7: Use Case 6 — Predictive Workforce Planning

Al-Driven Workforce Forecasting
Predict staffing needs, identify attrition risk, and optimize headcount mix.

Traditional Model

Forecast Dimension o Al Model Accuracy % Improvement
Accuracy %

Demand Forecasting 72% 88% +16 points
(6-month)
Attrition Prediction (3- 65% 91% +26 points
month)
Skill Gap Identification 58% 84% +26 points
Optimal Team 61% 79% +18 points
Composition
Cost Projection 68% 94% +26 points
Accuracy

Sample Use Case: 500-Person Support Center

Scenario Manual Forecast Al Forecast Business Impact
Q2 demand projection 520 agents needed 485 agents optimal Avoid $2.1M overstaff
Attrition prediction 35 losses estimated Identified 37 flight-risk + 18% accuracy
+ timing
Skill reallocation Standard rotation Al identified 42 +24% retention

upskilling opportunities

Hiring timeline Reactive Proactive (8-week No coverage gaps,
lead) 12% cost savings
Budget variance +18% +3% Better planning
accuracy
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Section 8: Al Tool Landscape

Top Al Platforms & Tools (2026)
Leading vendors and point solutions reshaping BPO automation.

Tool/Vendor

Primary Use

Accuracy %

Pricing Model

Best For

CodeMax (AB7) Medical Coding 97% $0.04/claim Healthcare coding
Kensho Document 96% $18K-50K/month  Finance/legal
Analysis docs
UiPath RPA Framework 92% $500- Rule-based
2K/FTE/year workflows
Blue Prism RPA Platform 91% $400- Enterprise
1.8K/FTE/year automation
Intelligena Invoice 95% $0.08/doc AP automation
Processing
Zappi Customer Support  89% $500-3K/month Chatbot &
deflection
Everstream Risk Analytics 93% $25K-75K/year Vendor risk
scoring
Automation RPA + Al 94% $350- Hybrid automation
Anywhere 1.5K/FTE/year
IPsoft Amelia Conversational Al 88% $50K- Support
200K/month automation
Thoughtworks Coder 94% $20/dev/month Software dev
CodeAl Augmentation productivity
Vendor Selection Matrix
How to evaluate Al tools for your use case:
Evaluation Criterion Weight % How to Score Red Flags

Task Accuracy % 30% Benchmark on YOUR < 90%, vendor won't
data, not vendor data share test results

Cost per Unit 20% Calculate all-in cost > $5K/FTE/year or >
(platform + staff + 40% of outsourced cost
integration)

Implementation Time 15% Weeks to production- > 6 months without

ready (not pilot) strong justification
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Evaluation Criterion Weight % How to Score Red Flags

Exception Handling 15% How well does tool No clear escalation

escalate exceptions? path, excessive false
positives

Vendor Stability 10% Funding, customer Series A, <50
base, integration customers, losing
roadmap market share

Integration Ease 10% API quality, Custom integrations
documentation, partner  only, poor API docs
ecosystem
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Section 9: Build vs. Buy vs. Partner

Strategic Decision Framework
Should you build custom Al, buy a platform, or partner with a vendor?

Decision Factor
Time-to-Value
Implementation Cost

Ongoing Maintenance

Customization Level

Scalability

Risk Profile
Best For

ROI Timeline

Org Maturity Required

Decision Tree

Build Custom
12—-24 months
$2M-8M
$500K—2M/year

100% (flexible)

High (yours to control)

High (execution risk)

Core competitive
advantage, high
volume

24+ months

Advanced (data
science, ML ops)

Ask these questions in order:

Buy Platform

2—6 months
$500K-3M
$150K-500K/year

50% (limited)

High (vendor
managed)

Medium (adoption risk)
Specific use case,
time-sensitive

9-18 months

Intermediate (change
mgmt)

Partner with Vendor
1-4 months
$200K—1M

$0-100K/year (vendor
pays)

30% (fixed platform)

High (vendor
dependent)

Low (vendor absorbs)
Rapid scaling, risk-
averse

6—12 months

Basic (vendor
manages)

5. s this a core competitive advantage? YES — Build | NO — Go to Q2

© o N

Do you have 12+ months to wait? YES — Build | NO — Go to Q3

Do you have ML/AI expertise? YES — Consider Build | NO — Buy or Partner
Do you need heavy customization? YES — Buy Platform | NO — Partner
Want to minimize risk/cost? YES — Partner | NO — Buy and customize
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Section 10: ROI Calculator

Al Investment ROl Model
Template for calculating expected return from Al/automation investment.

Input Example Value Your Value
Current Process Volume 50,000 _
(units/month)
Current Cost per Unit $0.42 -
Current Manual FTE 120

Requirement

Average Salary + Benefits per $65,000

FTE
Expected Al Accuracy % 95% -
Al Platform Cost (annual) $400,000 -

Implementation Cost (one-time) =~ $500,000
Change Management Cost $150,000

ROI Output Example

Investment Sacilci)rsi;s %uae::tsy Egie(:rieer;i(t:y Net Benefit CumRucI)alitive

Year 0 $650K $0 $0 $0 —$650K -100%
(Setup)

Year 1 $400K $1.2M $180K $240K $1.22M +94%

Year 2 $400K $1.45M $220K $310K $1.58M +185%
Year 3 $400K $1.5M $280K $380K $1.76M +236%
_3|_-\:e|ar $1.85M $4.15M $680K $930K $3.92M +212%

ota

© 2026 AB7 Solutions | www.ab7solutions.com | +1 321 341 7733 Page 14 of 19



‘ls AB7 Solutions | Al & Automation in Outsourcing: The Future is Now

Section 11: Human-Al Collaboration Framework

Task Allocation: Who Should Do What?
Optimal human-Al collaboration for maximum productivity and job satisfaction.

Human .\ . . Quality
UEEL =R Responsibility % Responsibility %  1me Savings , vement
Routine/repetitive 10% 90% —-80% +5% (Al
coding accuracy)
Complex/ambiguous = 95% 5% (suggestion) -15% +8% (Al context)
cases
Quality 70% 30% (flagging) —40% +12% (Al
assurance/audits highlighting)
Exception handling 100% 0% Minimal Human
judgement critical

Strategy/process 100% 0% Human-only Human creativity
improvement required

Jobs Spectrum: Augment vs. Replace
Realistic assessment of how different roles evolve with Al.

Augment (More

Role Productive) Partial Replace Replace (Obsolete)
Medical Coder 85% 12% 3%
Data Entry Clerk 15% 35% 50%
Quality Auditor 90% 5% 5%
Support Specialist 60% 25% 15%
Business Analyst 95% 4% 1%
Manager/Supervisor 80% 15% 5%
Data Scientist 98% 1% 1%

Reality: Al replaces jobs slower than feared; more often augments/transforms roles. Focus on
upskilling, not retraining.
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Section 12: Implementation Roadmap

3-Phase Al Deployment Plan
Typical timeline from decision to production.

Duration Investment Expected ROI

Key Activities

Phase 1: 2—-3 months Vendor selection, = $150K-300K N/A (learning)
Discovery & Pilot pilot with 100
cases, risk
assessment
Phase 2: Limited 3—6 months Ramp 30% of $300K-800K +18-25%
Rollout volume, QA efficiency
gates, process
refinement,
training
Phase 3: Full 3-9 months Scale to 100%, $200K-500K +45-65%
Deployment & iterate on efficiency
Optimization accuracy, expand
to new use cases
Sample Timeline: Medical Coding Al (100-Coder Team)
Month Activity Teams/Resources Deliverable
M1-M2 Vendor selection, POC  IT + Ops Shortlist 3 vendors,
setup, data export POC results
M3 Pilot with 20 coders + Pilot team (25), Vendor = Accuracy data, ROI
QA calc
M4—-M6 Training, process docs, HR + Training + Ops Trained 100 staff,
escalation paths playbooks ready
M7 Limited rollout: 30% All team Accuracy 295%?
volume on Al
M8-M9 Optimization, feedback = Team + Vendor Fine-tune model,
loops, edge case accuracy 297%
handling
M10-M12 Full production, All team Full volume on Al,

monitor, expand use
cases

ready to scale
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Section 13: Governance & Risk

Al Governance Checklist
Critical controls to manage Al implementation risk.

v Data Privacy: Contracts include data residency, encryption, and GDPR/HIPAA
compliance

Model Governance: Version control on models, audit trail of changes, explainability
Accuracy Monitoring: Continuous automated accuracy tracking; alerts if < threshold
Bias Detection: Regular audits for demographic/outcome bias; remediation plan
Exception Handling: Clear escalation paths when Al is unsure or detects anomaly
Vendor SLAs: Uptime 299.5%, response time for issues, penalty clauses

Change Control: Process for model updates, testing, and rollback procedures

Staff Training: All users understand Al limitations, how to override, audit decisions
Compliance Audit: Regular independent review of Al system for regulatory compliance
Transparency: Ability to explain why Al made a decision (explainable Al)

Cost Controls: Cap on vendor charges, volume tiers, lock-in protection

O S O O S R

IP Protection: Contracts clarify ownership of training data and resulting models
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Section 14: Common Failure Modes

Why Al Projects Fail (And How to Avoid It)

Failure Mode

Accuracy Plateau

Low Adoption

Vendor Abandonment

Scope Creep

False Economics

Data Leakage

Model Drift

Symptom

Stuck at 85-88% after
3 months

Staff continue manual
process despite Al
available

Tool no longer
updated, vendor raises
prices 40%+

Project balloons from 1
use case to 5; never
launches

Realize actual cost/ROI
different from pitch

Vendor logs your data;
competitive intelligence
leaked

Accuracy declines 20%
after 6 months

Root Cause

Insufficient training
data, poor data quality

Lack of training, too
disruptive, distrust

Chose niche vendor
with poor funding

Over-ambition, unclear
requirements

Ignored hidden costs,
productivity gains
overestimated

Insufficient security due
diligence

Real-world data
different from training
data

Prevention

Audit data quality
before pilot; budget
3mo+ for improvement

Invest in change mgmt,
pilot with advocates,
involve users early

Select tier-1 vendors,
diversify, lock in pricing
contractually

Phase approach, single
use case first, success-
based expansion

Deep-dive POC before
committing, validate
assumptions with your
data

SOC 2 Type Il audit
mandatory; DLP + data
residency contracts
required

Monitor continuously,
retrain quarterly,
feedback loops to
vendor
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Section 15: Future Outlook 2027-2030

Al Outsourcing Transformation 2027-2030
Predicted evolution of Al, automation, and remote work over next 4 years.

» 2027: Al adoption becomes table-stakes. Vendors without Al-native capabilities exit
market.

« 2027: Multimodal Al (text + voice + image) enables new use cases (visual QA, voice
processing).

+ 2028: Large Language Model agents start doing complex reasoning; junior analyst roles
at risk.

» 2028: Industry-specific large models emerge; healthcare, finance, legal become Al-
distinct markets.

» 2029: Al-driven optimization loops (continuous improvement without human intervention)
launch.

« 2029: Autonomous agent teams replace most offshore delivery centers for routine work.
« 2030: Human workers shift entirely to exception handling, strategy, and creative work.

» 2030: Remote work bifurcates: high-skill/lhigh-judgment roles (human remote); routine
work (automation).

For Al/automation consulting, ROl modeling, or vendor selection, contact
innovation@ab7solutions.com.
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