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Background and scope of the research

Background of the research

The Travel and Hospitality (T&H) industry is witnessing an increase in consumer spend. This, along with the entry of new players, growing
consolidation in the market, and rapid technological advancements, is pushing enterprises to rethink their business models. Traditionally,
enterprises outsourced to keep costs low, but now their expectations of service providers have evolved to align with new-age customer
needs. The differentlevers that can help travel and hospitality enterprises gain competitive advantage in the market include technological
solutions, deep process expertise, skilled talent pools, and flexible commercial constructs. But the challenges faced by individual industry
segments are wide and varied, requiring different sets of capabilities to help transform operations.

Many service providers have identified this opportunity and are already on the path to building capabilities through in-house investments or
partnerships/acquisitions. They want to play the role of a strategic partner helping enterprises unlock opportunities to enhance the end-to-
end journey of their customers. From handling transactional tasks to more high-touch and niche industry-specific processes, these service
providers want to partner with enterprises for all their needs. It is time for others to follow suit, else face the risk of falling off the radar.

’ N In this study, we investigate the current state and key value levers for Business Process Outsourcing (BPO)
\ / services in the travel and hospitality industry. We focus on:

) @ © @

State of the BPO Value levers for Transformation Provider

market in travel efficient services in enablers by landscape in travel

and hospitality travel and segment and hospitality
hospitality
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—
Overview and abbreviated summary of key messages (page 1 of 2)

This report aims to provide detailed insights into the rise in demand for BPO services in the travel & hospitality vertical. It covers
the value levers for delivering efficient services in the travel and hospitality vertical. It also includes the transformation enablers for
the individual industry segments — airlines, hospitality, Online Travel Agencies (OTAs), and rentals. It concludes by providing the
way forward for service providers to help travel and hospitality companies drive competitive advantage in the market.

Some of the findings in this report, among others, are:

State of the BPO e The BPO market for travel and hospitality industry grew at 10-12% to reach US$4.5-5.0

:‘a"kf’tt 'I"t travel and billion in 2018, with Contact Center Outsourcing (CCO) accounting for the highest share
ospitality

e The rise in demand for BPO services is driven by entry of new travel and hospitality
players, growing consolidation in the market, and rapid technology advancements that push
enterprises to leverage provider capabilities to build differentiation in the market

Value levers for e Demand of third-party support for customer-facing support functions and knowledge

processes will continue to increase. Service providers with capabilities in delivering high-
touch, complex services are helping companies drive differentiation in the marketplace

efficient services in
travel and hospitality

e Analytics will allow companies to capture voice of customer across channels, review
partner performance, personalize offers, and anticipate customer needs. The future of
travel and hospitality services is tightly integrated analytics and Al solutions
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—
Overview and abbreviated summary of key messages (page 2 of 2)

Transformation
enablers by segment

Provider landscape in
travel and hospitality

/I;erest Group®
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Technology is central to the transformation of airlines operations, aided by skilled talent
pool and platform solutions. Some of the transformation enablers include ability to predict
disruptions, drive quick revenue processing, or use of chatbots to answer queries

Tapping customers with the right price point and loyalty program offers can help drive
stickiness for hospitality companies. Leveraging advanced analytics to drive targeted
recommendations is the key to drive transformation in their business

Provider landscape comprises multiple players — travel and hospitality specialists, CXM
service providers, and broad-based BPO players

Travel and hospitality players are investing in technology and advisory capabilities to help
buyers drive competitive advantage. Speech analytics, automatic data extraction, and
chatbots are some of the solutions developed by players
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This study offers four distinct chapters providing a deep dive into
key aspects of the travel and hospitality market; below are four
charts to illustrate the depth of the report

State of the BPO market in travel and hospitality

Size of BPO market in travel and hospitality
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drive targeted recommendations
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| Provider landscape in travel and hospitality

Provider landscape in travel and hospitality
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CXM service providers
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Research calendar - Customer Experience Management (CXM)
Services

Il Published Planned | | Currentrelease
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 2019 ... June 2018
Contact Center Outsourcing (CCO) — Service Provider Profile Compendium 2018 - August 2018
Contact Center Outsourcing Annual Report 2018: Transforming Customer Experience through a Digital-First Approach --------------...._. September 2018
The Philippines Pivoting to Deliver Customer Experience of the Future oo October 2017
Chatbots Delivering Enhanced Customer Experience: It is Easy to Get it Wrong - - oo October 2017
The Business Case for RPA and Chatbots in Contact Centers - o December 2017
The Evolving Customer Experience Management (CXM) Talent Model: The Rise of the Super Agent - March 2018
Role of Al and Cognitive in Delivering Customer Experience of the Future - March 2018
Contact Center Services for the U.S. Market: Location Strategies for the Digital World - March 2018
Decoding Digital Customer Experience Management - September 2018
Market Report on Chatbots/Intelligent Virtual Agents (IVAS) - November 2018
Accelerating CX through an optimized CCO model | Pinnacle Model™ Analysis Excerpt 2019 ... March 2019
E:Growth of BPO in Travel & Hospitality — Delivering Customer Experience Takes Centerstage..._._._.______ . March 2019}
CX Analytics — Service Provider Landscape with Services PEAK Matrix™ Assessment 2018 Q2 2019
Note:  For a list of all CXM reports published by us, please refer to our website page
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e
Additional CXM Services research references

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. Redefining Innovation in CXM: Buyers’ Perspective (EGR-2018-21-R-2885);2018. This report is meant to provide insights on what CX innovation
means to enterprises and get deeper understanding of their outsourcing relationship. As part of this report, we look at need for innovationin CXM
services, focus on digital-led innovation in CXM, role of CXM providers in driving innovation, assessment of CXM providers' innovation capabilities and
way forward for enterprises and service providers to derive maximum value from engagement

2. Conversing with Al — Intelligent Virtual Agents (IVA) Market Report 2019 (EGR-2018-38-R-2869); 2018. This report is meant to provide IVA
buyers, IVA technology vendors, and third-party enablers (for e.g. service providers) a detailed view of the current state of the market. As part of this,
the current report provides insights into key developments in the IVA market, adoption trends by geographies, industries & business functions, solution
characteristics, vendor landscape overview, and future outlook for 2019-2020

3. Decoding Digital Customer Experience Management (EGR-2018-21-R-2791); 2018. This report aims to provide detailed insights into the role of
digital solutions in delivering customer experience of the future. It establishes the scope of digital in Customer Experience Management (CXM)
services, overview of the digital CXM market, adoption characteristics for digital solutions, and investments required for a successful digital
transformation of CXM for enterprises. It concludes by providing a future-oriented outlook of the digital CXM market

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

Shirley Hung, Vice President: shirley.hung@everestgrp.com
Skand Bhargava, Practice Director: skand.bhargava@everestgrp.com
Vani Oswal, Senior Analyst: vani.oswal@everestgrp.com
CXM Team: cxmteam@everestgrp.com

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