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Background and scope of the research

Background of the research

The Customer Experience Management (CXM) industry is witnessing significant disruption in service delivery as buyers are increasing their
focus on digital solutions to reduce costs, optimize operations, and improve Customer Experience (CX). While traditional contact centers
primarily relied on voice-based delivery as well as manually-intensive tasks to deliver services, an increasing number of investments are
being made in building next-generation contact centers to meet the growing customer expectations. Next-generation contact centers can be
characterized by integrated data, multi-channel interactions, and the leverage of digital tools. They also go beyond offering innovation around
technology to include other elements such as consulting, design thinking, talent upskilling, and evolving delivery models such as
Work-At-Home-Agents (WAHA) to align with the enterprise needs.

Next-generation contact centers, while in high demand, continue to be only a fraction of the traditional Contact Center Outsourcing (CCO)
market that is still driven by scale, location footprint, and voice-based delivery. Thus, there is a huge number of untapped market
opportunities in the CXM space, which is attractive not only for incumbent players, but also for new providers with differentiated digital CX
capabilities. Given these factors, the ones that can smoothly transition to a next-generation operating model will witness huge success in the
market while others will face the risk of going off the radar.

In this research, we analyze the CCO market across various dimensions:

e Evolving customer needs and the components of a next-generation operating model
e Emerging solution trends in CXM services to meet the evolving CX needs

e CCO market overview and adoption trends

e Outlook for 2019-2020
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Overview and abbreviated summary of key messages (page 1 of 2)

This report will assist key stakeholders (buyers, service providers, and technology providers) understand the changing dynamics
of the CXM market and help them identify the trends and outlook for 2019-2020. Given these factors, the report provides nuances
on the evolving customer needs and the components of a next-generation operating model, emerging solution trends in CXM
services to meet the evolving CX needs, CCO market overview and adoption trends, and outlook for 2019-2020

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

Evolving customer needs and the

components of a next-generation
operating model

Emerging solution trends in CXM

services to meet evolving CX needs
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The evolving CX needs include personalized and seamless experiences,
reduction in customer effort, and data security, as they play a key role in building
loyal customers

Next-generation technologies such as virtual assistants, Robotic Process
Automation (RPA) / Robotic Desktop Automation (RDA) solutions, and advanced
analytics are set to witness high growth

Real value for enterprises lies in transitioning from multi-channel to consistent
and seamless omnichannel CX delivery. It also includes being available for
customers at their channel of choice — both voice and non-voice

Heavy investments across the entire spectrum of next-generation technology
solutions have led to an increase in the impact that service providers can deliver

Next-generation recruitment techniques and advanced learning methods are
increasingly being used to build skilled talent pools
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Overview and abbreviated summary of key messages (page 2 of 2)

CCO market overview and adoption

trends
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The global CCO market grew at 3-4% in 2018 to reach US$83-86 billion, driven
by the growing interest among new buyers for outsourcing and emerging growth
avenues for service providers around consulting and digital CX solutions

Industries, such as technology and travel & hospitality, withessed high growth,
driven by increased outsourcing by digital-born firms

Digital CXM, which is currently at 6-8% of the CCO market, is expected to grow
at a CAGR of 20-25% over the next three years. The adoption of digital CXM
components stands on a lower side, leaving providers with huge untapped
market opportunities

Content moderation services is witnessing high demand from buyers driving
service providers to expand capabilities in this space
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This study offers four distinct chapters providing a deep dive into
key aspects of CXM market; below are four charts to illustrate the
depth of the report

Evolving customer experience needs Emerging CXM solution characteristics

Omnichannel
experience

Seamlessness Reliability

~
Technology-
driven delivery

. .—/ Operational
CXM solution excellence *_a_
characteristics eee Q

CX consulting and
solution design

(o)

Ease of use Proactiveness

Focus on business
outcomes

CCO market size and growth CCO market split by traditional and digital CXM
US$ billion ® XX% YoY growth USS$ billion; 2018-2021 CAGR
® XX% CAGR
. 45% 100% = 83-86 92-95 (2018-2021)
e - —4% Digital cxM [N EEEEEERE

10-12% ! 20-25% !

Traditional CCO 92-94% [N 4400 RS
0 88-90% YT

2014 2015 2016 2017 2018 2019E 2021E

2018 2021E

A ® Copyright © 2019, Everest Global, Inc.
Eysee EeREE G fou p EGR-2019-21-CA-3349



- _____________________________________________________________________________________
Research calendar - Customer Experience Management (CXM)
Services

Il Published Planned | ' Current release

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
Contact Center Outsourcing (CCO) — Service Provider Landscape with Services PEAK Matrix™ Assessment2019 .. June 2019
Contact Center Outsourcing (CCO) — Service Provider Profile Compendium 2019 . August 2019
i.?.?.?.?.?KT?.?F.E?SP.?.T.?.‘?F?.‘.?.?..M.f’?‘.ﬂ?g.?.m.?..r.'{..(.9??!\.4.)..f\...r.‘..’.‘..‘{a..'...R..‘?P.?f.t...?9.1"93...'?.‘?.'.?.‘.’.?.?199....’\.'..‘??SF.‘.Q?K‘EF?’?‘.F‘..‘?.f.‘...99.?‘.??9.?..9.‘?.(‘.??(.??FY?E??..;;;; .... September 2019;
Role of Al and Cognitive in Delivering Customer Experience of the Future March 2018
Contact Center Services for the US 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 Excerpt2019 .. March 2019
Growth of BPO in Travel & Hospitality — Delivering Customer Experience takes Centerstage ... March 2019
CX Analytics — Service Provider Landscape with Services PEAK Matrix™ Assessment2018 ... May 2019
Enablers of a Unified Customer Experience (CX) — Omnichannel CX Trailblazers .. . June 2019
Intelligent Virtual Agent — Vendor Landscape with PEAK Matrix™ Assessment2019 ... Q4 2019
Current State of Work-at-Home-Agent (WAHA) Q4 2019
Current Trends in the Contact Center as a Service (CCaaS) market . Q4 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. Contact Center Outsourcing (CCO) — Service Provider Landscape with Services PEAK Matrix™ Assessment 2019 (EGR-2019-21-R-3222);
2019. This report examines the Contact Center Outsourcing (CCO) services market and evaluates the positioning of service providers on the Everest
Group PEAK Matrix. It provides insights into the market adoption of CCO services, relative positioning of service providers, and Everest Group’s
remarks on service providers’ CCO capabilities

2. Enablers of a Unified Customer Experience (CX) — Omnichannel CX Trailblazers (EGR-2019-21-R-3200); 2019. We present an assessment of 90
startups delivering customer experience services across multiple channels, to shortlist the top 14 trailblazers enabling an omnichannel CX delivery. The
assessment was done using various parameters related to investments/funding received by these start-ups, the market impact & success garnered,
and the solution capabilities of the start-ups identified

3. Customer Experience (CX) Analytics — Service Provider Landscape with Services PEAK Matrix™ Assessment 2019 (EGR-2019-21-R-3157);
2019. This report examines the Customer Experience (CX) analytics services market and evaluates the positioning of service providers on the Everest
Group PEAK Matrix. It provides insights into the market adoption of CX analytics services, relative positioning of service providers, and Everest Group’s
remarks on service providers’ CX analytics capabilities

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

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