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This study offers five distinct chapters providing a deep dive into key 
aspects of CXM services market; below are four charts to illustrate 
the depth of the report

Overview  Client portfolio                                                                      Illustrative example 

Illustrative example 

Location landscape Everest Group assessment Illustrative example 

Recent developments
 2018: Established global BPS business unit to increase 

focus on fast-growing digital clients and consolidate 
end-to-end BPO capabilities

 2017: Developed a real-time speech analytics application to 
supplement speech analytics solutions for insights that 
assist in decision-making

Company overview
Service provider is a global outsourcing and technology 
services company that offers BPO and contact center 
solutions. The company has operations in 43 locations across 
nine countries with more than 40,000 employees.
Key leaders
XYZ, Global Chief Executive Officer and Executive Director
Headquarters: Mumbai, Maharashtra, India
Website: www.serviceprovider1.com/

CCO revenue
In US$ million

520 440

2016 2017

Scale of CCO
Number of FTEs

41,000 38,000

2016 2017
CCO client base
Number of clients

150 140

2016 2017

By geography

CCO revenue mix 
US$ million

45%

24%

20%

8% 3%
North America

LATAM

UK

APAC

MEA

By industry

58%

12%

9%

6%
3%

5%

Communications/
telecom

Travel & hospitality

Energy & utilities

Banking

Retail

Media & 
entertainment (3%)

Technology (1%)

Others

Manufacturing (1%)

Healthcare (2%)

Philippines (5)

United States (10)

Czech Republic (1)

Colombia (2)

India (15)

South Africa (3)

Romania (1)
Bulgaria (1)

Mexico (1)

(XX) – Number of centers in each locationCCO delivery locations

Market impact Vision & capability

Market 
adoption Portfolio mix

Value 
delivered Overall

Scope of 
services 
offered

Innovation and 
investments

Delivery 
footprint

Vision and 
strategy Overall

Strengths Areas of improvement

 Service provider is a pure-play BPO player that 
serves the majority of its global clients through its 
strong offshore delivery presence in Asia Pacific

 It has a strong presence in emerging geographies 
such as Asia Pacific and Middle East, where it has 
developed significant experience serving clients from 
the telecom vertical. It also has presence across other 
verticals such as travel & hospitality, BFSI, and retail

 It has limited presence across traditional CCO 
geographies such as North America and the United 
Kingdom. It can look to expand to these locations as 
these are leading the digital disruption in the 
industry

 It should also look to develop its capabilities in 
value-added services, such as customer retention 
management and performance management & 
reporting, to offer differentiated solutions to its 
clients

Measure of capability: High Low

http://www.serviceprovider1.com/
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Research calendar – Customer Experience Management (CXM) 
Services

Contact Center Outsourcing (CCO) – Service Provider Profile Compendium 2017 July 2017

Contact Center Outsourcing (CCO) – Annual Report 2017    August 2017

Contact Center Outsourcing (CCO) – Service Provider Landscape with Services PEAK Matrix™ Assessment 2018                     June 2018

Contact Center Outsourcing (CCO) – Service Provider Profile Compendium 2018 August 2018

Contact Center Outsourcing (CCO) – Annual Report 2018    Q3 2018

Impact of Brexit on the UK Contact Center Market – The Only Thing Certain is Uncertainty                                        July 2017

Delivering Omnichannel Customer Experience                                                                                   September 2017  

How Good are CCO Providers in Providing Digital Customer Experience – Buyers’ Perspective                                       September 2017

Philippines Pivoting to Deliver Customer Experience of the Future October 2017

Chatbots Delivering Enhanced Customer Experience: It is Easy to Get it Wrong October 2017

The Business Case for RPA and Chatbots in Contact Centers December 2017

The Evolving Customer Experience Management (CXM) Talent Model: The Rise of the Super Agent March 2018

Role of AI and Cognitive in Delivering Customer Experience of the Future March 2018

Digital Contact Center Overview Q3 2018

PEAK Matrix for Chatbots / Virtual Agents Q4 2018

Flagship CXM Services reports Release date

Thematic CXM Services reports

PlannedPublished Current release

Note: For a list of all CXM reports published by us, please refer to our website page

https://www2.everestgrp.com/reports?Cat0=827
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Additional CXM Services research references

For more information on this and other research published by Everest Group, please contact us:

Skand Bhargava, Practice Director: skand.bhargava@everestgrp.com

Jayapriya K, Senior Analyst: jayapriya.k@everestgrp.com

Sharang Sharma, Senior Analyst: sharang.sharma@everestgrp.com

Vani Oswal, Senior Analyst: vani.oswal@everestgrp.com

CXM Team: cxsteam@everestgrp.com

The following documents are recommended for additional insight into the topic covered in this report. These documents either provide 
additional details or complementary content that may be of interest

1. Contact Center Outsourcing (CCO) – Service Provider Landscape with PEAK Matrix™ Assessment 2018 (EGR-2018-21-R-2645); 2018. This 
report examines the global Contact Center Outsourcing (CCO) market and evaluates the positioning of service providers on the Everest Group PEAK 
Matrix. It provides insights on the changing market dynamics, service provider delivery capabilities, and Everest Group’s remarks on service 
providers’ key strengths and areas of improvement

1. The Evolving Customer Experience Management (CXM) Talent Model: The Rise of the Super Agent (EGR-2018-21-R-2579); 2018. This report 
aims to provide an understanding of the impact of digital shift on the CXM talent model. It covers the evolution of CXM delivery pyramid due to 
increasing digitization of simpler and repetitive transactional tasks. It also covers the drivers behind this change and the impact of this shift on the key 
attributes of the talent model including agent profile & skillset requirement, shoring mix, recruitment & L&D processes, and KPIs

2. Role of Artificial Intelligence (AI) and Cognitive Solutions in Delivering Customer Experience of the Future (EGR-EGR-2018-21-R-2565);
2018. This report aims to provide detailed insights into the role of Artificial Intelligence (AI) and cognitive solutions in delivering customer experience of 
the future. It covers use cases where firms can leverage AI to drive automation in Customer Experience Management (CXM). It also includes case 
studies elucidating scenarios of AI implementation in CXM

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com

mailto:skand.bhargava@everestgrp.com
mailto:Jayapriya.k@everestgrp.com
mailto:sharang.sharma@everestgrp.com
mailto:vani.oswal@everestgrp.com
mailto:cxsteam@everestgrp.com
https://www2.everestgrp.com/reportaction/EGR-2018-21-R-2645/Marketing
https://www2.everestgrp.com/reportaction/EGR-2018-21-R-2579/Toc
https://www2.everestgrp.com/reportaction/EGR-2018-21-R-2565/Toc
http://www.everestgrp.com/
mailto:info@everestgrp.com


About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business 
services, and sourcing. We are trusted advisors to senior executives of leading 
enterprises, providers, and investors. Our firm helps clients improve operational 
and financial performance through a hands-on process that supports them in making 
well-informed decisions that deliver high-impact results and achieve sustained value. 
Our insight and guidance empower clients to improve organizational efficiency, 
effectiveness, agility, and responsiveness. What sets Everest Group apart is the 
integration of deep sourcing knowledge, problem-solving skills and original research. 
Details and in-depth content are available at www.everestgrp.com.
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