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The Proof Imperative

Why buyers now demand measurable results before they invest — and what that means for
how CX partnerships get built

By Bryan Gray, Chief Commercial Officer, TLCx

Bryan Gray is Chief Commercial Officer at TLCx, where he leads commercial strategy for
enterprise CX transformation across all verticals supported by TLCx, including banking,
insurance, and regulated industries.
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Here's the problem leaders are facing: the CX outsourcing pitch hasn’'t changed in a decade, but the buyer evaluating it has.

Five years ago, a strong narrative and a logo slide could close a deal. Today's buyer — a CFO signing off on the spend, a COO
accountable for the outcome, a procurement team that's been burned by an underdelivering vendor before — asks a different
question before they'll pick up the phone: show me.

Show me three clients running Show me the Al outcomes, not Show me what happens in week
this at scale. the Al roadmap. one, not what's promised by
year three.

That shift has a name. Call it the proof imperative: the expectation that measurable results precede the investment, not

follow it. To meet this proof imperative, our strategy centers on delivering transparent, data-driven insights from day one,
enabling leaders to see real impact in real time. By combining human expertise with cutting-edge technology, we ensure

adaptability that meets the unique demands of each vertical, turning promising plans into proven outcomes.
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Why "Trust Us’ Stopped Working

For most of the outsourcing industry's history, the sales motion ran on relationship and reputation — win the room, reference
the brand names, promise the transformation. It worked because switching vendors was rare and buyers had limited ability to
compare outcomes across providers.

That asymmetry is gone. Buyers now have access to peer networks, analyst benchmarks, and their own bad experiences
with the last partner who overpromised. They've heard ’cutting-edge, best-in-class” enough times that the phrase has
stopped meaning anything. What they haven't seen enough of is a partner willing to open the books on actual performance
before the contract is signed. Transparency and accountability are now the new currency of trust in outsourcing
partnerships. Providers who can demonstrate measurable results with clear data and ongoing communication will
distinguish themselves in this evolving landscape.

() The partners winning right now aren't the ones with the best story. They're the ones with the best evidence.
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What a Real Proof Library Contains

Ask most CX vendors for evidence and you'll get a logo slide and a quote from a VP who no longer works there. That's not
proof — it's decoration. A proof librany that holds up under buyer scrutiny has four components:

Quantified Case Studies Framework-Linked Measured Al Impact
Not “improved efficiency” — dollar Outcomes Not Al capability claims — Al
figures, percentage gains, and Results traceable to a specific, results. Handle-time reduction,
time-to-value, tied to a named repeatable operating model — not ramp-time reduction, quality
program or client wherever one-off heroics from a single coverage, compliance detection
confidentiality allows. account team that can't be rates. The difference between "we
reproduced elsewhere. use Al" and "here's what our Al did”

is the entire ballgame right now.

Referenceable Clients

Enterprise buyers willing to speak to the outcome directly. This is the hardest one to build and the one that matters
most, because it's the one a competitor can't fabricate.

Buyers who build this checklist into their evaluation process filter out roadmap-sellers fast.
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What Proof Actually Looks Like

Proof isn't a testimonial slide. It's specific, quantified, and tied to the metrics that matter to the business signing the check.

Financial impact, sustained, not one-time — In one enterprise partnership, disciplined billing and collections
1 execution drove over — atrend line, not a single quarter’s win.

Speed to value under real constraints — In a federal government program, TLCx mobilized from zero to

across three sites in four weeks, then
hita — ona program where CSAT performance was directly tied to financial
penalties and where the population being served depended on getting it right the first time.

Quality that holds at scale — Handling close to while sustaining
3 and isn't a pilot result. It's proof the model doesn't degrade when volume
goes up.

Trajectory, not a snapshot — On that same federal program, CSAT performance climbed year over year against
A a 90% contractual target — moving from the low 90s toward the mid-90s over successive years. A single good
quarter is an anecdote. A multi-year upward trend against a hard threshold is proof.

The market voting with its volume — Perhaps the most convincing proof point isn't a metric a vendor reports
— it's a decision the client made. That same program consolidated from

, ranking TLCx in the process. Buyers don't need to take a vendor's
word for operational excellence when the client’s own consolidation decision already made the case.

None of these are capability claims. They're outcomes, already delivered, that a buyer can diligence — which is the entire
point.
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The Pilot-First Answer

If proof is now the price of entry, the sales model has to change with it. That's the logic behind pilot-first engagement:
instead of asking a buyer to commit to a multi-year transformation on faith, prove the model on a defined scope, a defined
timeline, and a defined outcome — then scale from there.

Real performance data in the De-risks the internal approval Shifts the conversation from
buyer’s hands — Before the big process — ACFOor persuasion to measurement
commitment, on their own procurement lead can sign off — Which is faster and more
customer base rather than a on a bounded pilot in weeks in honest for both sides.
reference account. away they can't sign offon a

multi-year transformation.

Pilot-first isn't a smaller sale. It's a faster path to trust. It replaces 'trust our roadmap’ with ‘'measure our results’ — exactly
the sentence today's buyer wants to hear before they'll expand the relationship.
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The Bar Just Moved — For Everyone

This isn't a TLCx-specific shift; it's a market one. Every CX partner is going to be asked to show their work. The partners who
built the evidence base before they needed it — quantified case studies, referenceable clients, Al outcomes measured
rather than assumed — will move faster through procurement than the ones still leading with adjectives.

The buying conversation has changed permanently. The question isn't whether your organization can deliver the
transformation you're describing. It's whether you can prove you already have.
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