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Background and methodology of the research

Background of the research

The economic uncertainty created by COVID-19 has increased the focus on digital Customer Experience (CX) for enterprises as they look to enhance customer experience and contain
costs. Many service providers are experiencing a steep rise in the demand for digital services, and they need to invest in digital capabilities such as analytics, automation, Artificial
Intelligence (Al), and omnichannel solutions to support changing client expectations. They are also offering value-added services beyond technology, in the form of CX consulting, design
thinking-led customer journey orchestration, and next-generation staffing models such as Work-at-Home-Agents (WAHA), gig workers, and flex staffing. To effectively cater to these
requirements, providers are developing capabilities through internal investments, their partnership ecosystem, and acquisitions.

In this research, we present detailed assessments of 34 Customer Experience Management (CXM) service providers featured on the CXM Services PEAK Matrix® Assessment 2020. Each
assessment provides a comprehensive picture of the service provider's market success, vision and strategy, service focus and capabilities, digital and technological solutions, domain
investments, and buyer feedback. The assessment is based on Everest Group’s annual RFI process for the calendar year 2019, interactions with leading CXM service providers, client
reference checks, and an ongoing analysis of the CXM services market.

The scope and methodology of this report includes:

In this research, we analyze the global CXM service provider landscape. We focus on:

¢ Relative positioning of 34 service providers on Everest Group’s PEAK Matrix® for CXM Services
e Service provider capability assessment across key dimensions

e Everest Group’s analysis of service providers’ strengths and areas of improvement

Scope of this report:
Geography Industry @ Services
Global ’ All Customer experience

=) management services
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The study provides detailed view of 34 CXM service providers offerings & capabilities as
well as key strengths & opportunities | Snapshots to illustrate the depth of report

Service Provider | CXM services profile (page 10f 5)

Overview

Company overview

Service Provider is a global that delivers and technid
the indusiry. I s an offshore autsourcing fir that provides multichannel customer engageme
resi estate, and automatve indusires. il operstes through more than 9,500 employees woridw|

Key leaders
+ XXX, Chief Execive Officer
+ XXX, Chief Financial Officer
+ XXX, Chief Qperating Offcer
+ XXX, Group Ghiel Execulive

Headquartors: Stale, Country
‘Website: wuw. serviceprovider com

Recent developments
stablishesd a new earsnore centes in Mexico

xpanded operations in Caiiformia, the United States
ired agents for contact center pasitans for management and support positions
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Service Provider | CXM services profile (page 2 of 5)

Capabilities

Split of EXM FTEs
Number of FTEs

By location By language
High-cost Low-cost
Medium-cost
y CXM
Bescription Investment type Year of investment
Analytics Acqisition 2018
Sooring teol Partnership 2017
Cognitive assistant intemal 2018
Inspection assistant Partresship 2015
tomer anaiytics, cu

1 cust
Nate High.cost regioms include North Amesics, Wesiern Europ

rost ol Asia

o
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n6¢ ratantion managemart, and peror
i, Japan, Singapore, and Ausiralia & Ne{

Service Provider | CXM services profile (page 3 of 5)
Client portfolio

CXM revenue mix

Service Provider | CXM services profile (page 5 of 5)
Everest Group assessment — Leader

Scope of senvives
Market adoption Value and strategy offered
9 9 ) b

delivered all ‘Vision
Y 4]

USS$ million
By geography By industry
Service Provider | CXM services profile (page 4 of 5)
Location landscape
Heatinc
LATAM Morth America CXM delivery locations
Energy & uil|
S ——
Client name
Asc
ABC ® United States (2)
ABC
ABC
a8C
strangins
/E‘uemmmp :
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It has worked extensively with chents In emerging industries such as retail and travel and driven aigtal
ansfarmation initiatves for them

1t has vast exgerience In hybrid dellvery wilh the abillty o provide white-glove services, WAHA and talent
consuling, HR support as a service, raining and development sokutons, and capacity-on-demand

11Nas mace SIGAIRGANT iNVESTHENTS in prediclive analytcs, RPA, Sell-service (601, and Al, siher deveioped
inlemally or through parinered salulions wilh leading payers

Its CX sirategy. which focuses on outcome-based pricing modeis and operational advisory engagements,
EAniBits s CapaDilly 10 drive: PAMErship-Griven engagements with Customers

Buyers underlined relationship building, governance, and flexibility as paramount merits of Gognizant's delivery
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Measure of capabili

@ rign

e
9 d

Innovalion and
investments

Opportunities
i » Amajority of its clients are companies with revenua of less tan US$10 billion. Therefore, its ablity to
i succassiualy cater 1o Larger companies Is s1il somewhal uniested
ere ook iogi
provide support to clients' digital ransformation
i w I EAGKS Expanence in oUICoME-based and MiSk-Shafing Pricing CONSITUCIS, Which are being increasingty
© demanded by GXM clients
c i ‘onnect o increase focus on bringing new and innovative technology and tocks to
EnhanGe Iheii CX capatiities
sen . agilty, and quicker

i portiolio, which inhibits its abilty o
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Research calendar
Customer Experience Management (CXM) Services
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Note:  For a list of all of our published CXM reports, please refer to our website page
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