
Copyright © 2020 Everest Global, Inc.

We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form—electronic, written, or 

verbal—is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them.
EGR-2020-21-CA-4027

State of the
Market Report

Customer Experience 

Management Services

Navigating Uncertainties and Building Operational Resiliency: Customer 

Experience Management (CXM) State of the Market Report 2021

October 2020: Complimentary Abstract / Table of Contents



Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4027

Navigating Uncertainties and Building Operational Resiliency: Customer Experience Management (CXM) State of the Market Report 2021

2

Custom research capabilities

⚫ Benchmarking | Pricing, delivery model, skill portfolio

⚫ Peer analysis | Scope, sourcing models, locations

⚫ Locations | Cost, skills, sustainability, portfolio – plus 

a tracking tool

⚫ Tracking services | Service providers, locations, risk

⚫ Other | Market intelligence, service provider 

capabilities, technologies, contract assessment

Membership information

⚫ This report is included in the following research program(s)

– Customer Experience Management Services

⚫ If you want to learn whether your organization has a membership agreement or request information on pricing and membership options, 

please contact us at info@everestgrp.com

More about membership

In addition to a suite of published research,

a membership may include

⚫ Accelerators™ 

⚫ Analyst access

⚫ Data cuts

⚫ Pinnacle Model® reports

⚫ PriceBook

⚫ Virtual Roundtables

⚫ Workshops

Our research offerings for global services

► Market Vista™

Global services tracking across functions, sourcing models, locations, and service providers – industry tracking reports also available

► Application Services ► Finance & Accounting

► BPS | Banking & Financial Services ► Human Resources

► BPS | Healthcare & Life Sciences ► ITS | Banking & Financial Services

► BPS | Insurance ► ITS | Healthcare

► Catalyst™ ► ITS | Insurance

► Cloud & Infrastructure ► IT Services Executive Insights™

► Customer Experience Management Services ► ITS | Life Sciences

► Contingent Workforce Management ► Locations Insider™

► Data & Analytics ► PricePoint™

► Digital Services ► Procurement

► Engineering Services ► Recruitment Process Outsourcing 

► Enterprise Platform Services ► Service Optimization Technologies

mailto:info@everestgrp.com


Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4027

Navigating Uncertainties and Building Operational Resiliency: Customer Experience Management (CXM) State of the Market Report 2021

3

Contents

For more information on this and other research 

published by Everest Group, please contact us:

1. Introduction and overview 06

⚫ Research methodology 07

⚫ Background of the report 10

⚫ Focus of the report 12

2. Impact of the pandemic on the global economy and contact centers 13

⚫ COVID-19 impact on the global economy 14

⚫ Key learnings for the CXM market 15

⚫ Buyer and service provider reactions 17

3. Flexible workspaces – acceleration of the WAHA model 20

⚫ Impact of COVID-19 on WAHA adoption 21

⚫ WAHA adoption

– Staffing models 24

– Security and compliance 25

– Talent management and training 26

– Agent engagement initiatives 27

⚫ WAHA offerings by service providers 28

⚫ Estimate of WAHA adoption post COVID-19 30

Shirley Hung, Vice President

Skand Bhargava, Vice President

Sharang Sharma, Practice Director

Aishwarya Barjatya, Senior Analyst

Sailee Ladole, Senior Analyst

mailto:shirley.hung@everestgrp.com
mailto:skand.bhargava@everestgrp.com
mailto:sharang.sharma@everestgrp.com
mailto:aishwarya.barjatya@everestgrp.com
mailto:sailee.ladole@everestgrp.com


Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4027

Navigating Uncertainties and Building Operational Resiliency: Customer Experience Management (CXM) State of the Market Report 2021

4

Contents
4. Digital workforce enablement 31

⚫ Digital contact centers post-COVID-19 32

⚫ Self-service solutions 33

– Conversational IVAs 34

– Messaging 36

⚫ Cloud contact centers 37

⚫ Cloud contact center offerings by service providers 39

5. CXM outsourcing post-COVID-19 40

⚫ Growth drivers for outsourcing acceleration 41

⚫ Outsourcing model re-evaluation 

– Critical review parameters 42

– Changes in decision-making factors 43

⚫ Key relationship value leakages 44

6. CXM market overview 45

⚫ Market size and expected growth 46

⚫ Adoption trends and growth projections for 2020 by:

– Buyer geographies 47

– Industries 48

– Channels 49

– Processes 50

– Buyer sizes 51

– Pricing models 52



Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4027

Navigating Uncertainties and Building Operational Resiliency: Customer Experience Management (CXM) State of the Market Report 2021

5

Contents
Appendix 53

⚫ Glossary 54

⚫ Research calendar 55



Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4027

Navigating Uncertainties and Building Operational Resiliency: Customer Experience Management (CXM) State of the Market Report 2021

6

Geography Industry Services

Global All Customer Experience 

Management (CXM) 

services

Background of the research

Scope of this report:

Background of the research

With the COVID-19 pandemic hitting China in late 2019 and the rest of the world in early 2020, economies across the globe came to a standstill. Customer experience took a hit, as 

organizations responded to social distancing and lockdown measures implemented around the world. This report studies the impact of COVID-19 on the Customer Experience Management 

(CXM) market, initial reactions and measures put in place by buyers and service providers, and capability enhancement measures such as the Work-At-Home-Agent (WAHA) model and 

cloud-based contact centers. Further, we study adoption trends in the CXM market and the impact of COVID-19 on the market’s growth projections, as well as enterprises’ changing outlook 

toward CX outsourcing. 

In this research study, we focus on:

⚫ Impact of COVID-19 on the CXM market

⚫ Growing significance and adoption of the WAHA model

⚫ Digital workforce enablement measures 

⚫ Key CX outsourcing trends following COVID-19

⚫ Growth projections and adoption trends in the CXM market
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⚫ We expect the CXM market to shrink in 2020 in line with observed GDP contraction in the first two quarters, signaling loss of buyer confidence, 

and subsequent budgetary restrictions. At the start of the pandemic, supply-side constraints further aggravated growth issues

⚫ Service providers displayed operational resiliency during the crisis; more than 70% of CX agents were working remotely at the peak of COVID-

19 in April-May 2020

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

⚫ Risks from the pandemic have resulted in WAHA being considered an integral part of ongoing Business Continuity Planning (BCP) strategy and 

a meaningful portion of business-as-usual operations. As enterprises build on confidence gained through working from home during the forced 

lockdown period, we expect accelerated growth in the WAHA model at the expense of the brick-and-mortar model over the next few years

⚫ Contact centers experienced a drastic shift in their operating models, accelerating the push for digital and self-service solutions such as 

conversational IVAs and messaging platforms to effectively address needs during the pandemic and the next normal

Emerging trends in CXM 

during and post the crisis

⚫ With business agility and operational resilience being considered as critical levers of business continuity post the pandemic, enterprises are 

increasingly looking to reduce risk and costs through greater levels of outsourcing

⚫ There is growing interest among new subsegments such as digital-native companies in streaming, gaming, EdTech, FinTech, and e-commerce 

for CX outsourcing, which are looking for strategic outsourcing partners who can provide superior CX in line with their technology-savvy 

customers’ demands

CXM industry beyond 2020

COVID-19 has brought business continuity into focus, and put service providers’ capability, flexibility, and adaptability to the test. This report studies the impact of COVID-19 on the Customer 

Experience Management (CXM) market, provides an outlook for CXM outsourcing, and growth projections and adoption trends in the CXM market for 2020 and 2019 respectively. 

Impact of the pandemic on 

the CXM industry

Overview and abbreviated summary of key messages
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This study offers five distinct chapters providing a deep dive into key aspects of the CXM 

market; below are four charts to illustrate the depth of the report

CXM market overview Impact of the pandemic on the global economy and contact centers

Acceleration of the WAHA model Digital workforce enablement

81-83 86-88 83-85 86-88
90-92

2017 2019 2020E 2021E 2022E

CXM market size and growth

2017-2022E; Revenue in US$ billion
YoY growthCAGRXX% XX%

(3-4%)
2-3% 5-6%

Customer 

experience 

remains a top 

priority for 

enterprises, even 

in a weakened 

economy

Enterprises 

consider 

customer 

experience 

improvements 

both a key 

investment and a 

primary change 

to the business 

model

Both buyers and 

service 

providers 

focused on 

shifting agents 

to a work-from-

home 

environment and 

leveraged AI-

based 

automation

Though initial 

hiccups were 

observed, 

service delivery 

disruptions due 

to COVID-19 

were limited both 

in number and 

impact

Service 

providers rapidly 

shifted to remote 

delivery models, 

ensured security 

compliance, and 

established 

digital offerings 

to battle the 

pandemic

Post-COVID-19 scenarioPre-COVID-19 scenario CAGRGrowth of the digital CCO market

US$ billion

~3

~6

~11

2016 2019 2022E

~6

~25%

~22%

~42%

~17

⚫ The traditional contact center operating model has changed 

drastically in the face of COVID-19, accelerating several pre-

existing trends with a reinforced push for AI and automation and 

a preference for cloud-based, modernized infrastructure

⚫ To enable call centers to keep up with increased volumes of 

customer enquiries while adapting to the pandemic, there has 

been an accelerated shift toward the use of self-service 

solutions such as conversational IVAs and  messaging platforms
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