
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-4082

State of the
Market Report

Customer Experience 

Management Services

Customer Experience Management (CXM) State of the Market Report on 

Europe, Middle East, and Africa (EMEA) 2021

December 2020: Complimentary Abstract / Table of Contents



Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4082 2

Our research offerings for global services

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

► 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


Contents

Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4082 3

1. Introduction and overview 5

⚫ Research methodology 6

⚫ Background of the research 9

⚫ Key takeaways 11

⚫ Outlook for 2020-2021 13

2. EMEA CXM outsourcing market overview – growth trends 14

⚫ Market size and growth 15

⚫ Adoption trends and growth projections for 2020 by: 16

– Buyer geographies 16

– Industries 17

– Channels 18

– Processes 19

– Buyer sizes 20

3. EMEA CXM outsourcing market overview – market trends 21

⚫ Adoption trends by: 22

– Pricing models 22

– Languages 23

– Delivery locations 24

Shirley Hung, Vice President

Skand Bhargava, Vice President

Sharang Sharma, Practice Director

Aishwarya Barjatya, Senior Analyst

Chhandak Biswas, Senior Analyst

mailto:shirley.hung@everestgrp.com
mailto:Chhandak.Biswas@everestgrp.com
mailto:Aishwarya.Barjatya@everestgrp.com
mailto:Sharang.Sharma@everestgrp.com
mailto:skand.bhargava@everestgrp.com


Contents

Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4082 4

– Top industries across buyer geographies 25

– Multilingual hubs 26

⚫ Digital CXM 27

4. EMEA CXM service provider landscape – buyer trends 29

⚫ PEAK Matrix® framework 30

⚫ Everest Group PEAK Matrix® for EMEA CXM 32

⚫ Buyer importance and service provider performance 33

5. Appendix 35

⚫ Glossary 36

⚫ Research calendar 37



Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-21-CA-4082

Customer Experience Management (CXM) State of the Market Report on Europe, Middle East, and Africa (EMEA) 2021

5

Background of the research

The Customer Experience Management (CXM) outsourcing market in Europe, Middle East, and Africa (EMEA) has steadily grown over the last few years, driven by increased adoption of 

digital services across verticals and regions. However, significant disruptions in service delivery are occurring due to mandated lockdowns across regions. As enterprises try to ensure 

continuity in offering superior CXM services to customers, as well as overcome the decline in demand induced by the pandemic, they are now looking at areas such as digital CXM and 

alternate delivery models such as Work At Home Agents (WAHA). Enterprises in this region expect service providers to help them fast-track digital adoption and transform their business. 

As a result, many service providers are responding to a steep rise in demand for digital services. Accordingly, they are investing in digital capabilities such as analytics, automation, Artificial 

Intelligence (AI), and omnichannel solutions to support evolving client expectations. They are also offering value-added services beyond technology, in the form of CXM consulting and 

design thinking-led customer journey orchestration. To effectively cater to these requirements, providers are developing capabilities through internal investments, their partnership 

ecosystem, and acquisitions.

In this research, we provide a comprehensive picture of the CXM outsourcing market in EMEA across various dimensions. Analysis is based on Everest Group’s annual RFI process, 

interactions with leading CXM service providers, client reference checks, and our ongoing coverage of the EMEA CXM services market.

Background of the research

Scope of this report:

Geography Industry Services

Europe, Middle East, 

and Africa 

All Customer Experience

Management (CXM)

services
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Digital solutions in the EMEA CXM industry are expected to grow strongly over the next few years. This growth will be driven by higher buyer 

demand for CXM consulting, technology solutions, and other value-added services to control costs and enhance customer experience. Enterprises 

also expect service providers to go beyond delivering cost savings and help them achieve significant business outcomes. This will often require 

innovation and transformation in service delivery, driving increased adoption of outcome-based pricing models

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

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

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

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

Large-scale adoption of 

WAHA

The demand for CXM outsourcing services in smaller markets in Central Europe, the Middle East, and Africa is expected to increase steadily in the 

next few years. This will be fueled by an emergence of industrial hubs and expansion of global enterprises in these locations
Rise of smaller markets

Considering uncertainties in the market caused by COVID-19, enterprises in EMEA are expected to increasingly outsource their in-house centers 

to leverage the expertise and flexibility of service providers and concentrate on their core business. With business agility and operational resilience 

considered as critical business continuity levers post pandemic, enterprises are increasingly looking to reduce risk and costs through greater levels 

of outsourcing

Increase in CXM outsourcing

The Customer Experience Management (CXM) outsourcing market in Europe, Middle East, and Africa (EMEA) has steadily grown over the last few years. However, COVID-19-induced 

restrictions are expected to contract the market. In this research, we present a comprehensive picture of the CXM outsourcing market in EMEA across various dimensions. Our analysis is 

based on Everest Group’s annual RFI process, interactions with leading CXM service providers, client reference checks, and our ongoing coverage of the EMEA CXM services market.

Accelerated growth of 

digital CXM

Overview and abbreviated summary of key messages
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EMEA CXM outsourcing | market size and growth EMEA CXM outsourcing | multilingual hubs

EMEA CXM outsourcing | buyer importance and service provider performance EMEA CXM outsourcing | digital CXM 

100%

This study offers three distinct chapters providing a deep dive into key aspects of the EMEA 

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

CXM outsourcing overall market size in 2019

US$ billion

45%

33%

12%10%

CXM outsourcing market size 

of EMEA

2017-2021E; US$ billion

(3-4%)

2-3%

3-4%
100% = 86-88

EMEA

Latin America Asia Pacific

North America

Key CXM objectives and vendor performance

On a scale of 1 to 4

Importance to 

enterprises

Service provider 

performance

3.1

2.93.2

3.5

2.8

3.4

Operational impact Business impact

Operational

impact

Level of 

importance

Critical Buyers expect operational efficiency in terms of 

process optimization, process standardization, 

agility, and flexibility from the service providers

Very 

important

Cost savings through efficient staffing, labor 

arbitrage, and usage of digital tools are critical for 

buyers while outsourcing their CXM operations 

Important Service providers’ ability to provide strategic 

insights to aid in decision making, revenue growth, 

and enhanced customer experience are also 

important for buyers

Cost

impact

Business

impact

Multilingual hubs in EMEA

2019

EMEA enterprises’ top priorities from next-generation technology perspective

2020; Percentage of enterprises

Berlin, Germany Lublin, Poland

Cluj-Napoca, Romania

Bucharest, Romania

Varna, Bulgaria

Belgrade, Serbia

Dublin, Ireland

Porto, Portugal

Lisbon, Portugal

Athens, Greece

Sofia, Bulgaria

Cost impact

CAGRX%XX% YoY growth

Improved CX through greater

accuracy and faster resolution 

Lower operating costs,

improved security and control,

and increased uptime

Flexibility to scale

according to demand

Round-the-clock support and

delivery of actionable customer

insights in real time

Increase in consumer

demand for self-service

Agent monitoring and

support for improved efficiency

and productivity

Key drivers for high interest

28%24% 24%28%48%

Self-service

(chatbots and IVAs)

AI/Cognitive RPA Advanced

analytics

Omnichannel Others

26-28

28-30

27-29
27.5-29.5

2017 2019 2020E 2021E
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