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With the COVID-19 pandemic hitting 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 the lockdown measures implemented around the world. This resulted in the Work at Home Agent (WAHA) business model for delivering Customer Experience Management 

(CXM) services becoming a crucial part of business continuity planning. Over the past years, service providers have pursued the WAHA business model, albeit on a limited scale. Elevated 

demand for virtual workforce, coupled with the need to ensure superior customer experience, has necessitated investments in technology, security, and talent management. Due to 

expectations that WAHA will become an embedded part of most organizations’ CXM service delivery models post-COVID-19, an increasing number of service providers are scaling their 

WAHA business by fast-tracking the development of virtual hiring, onboarding, training, security solutions, workforce management, and technology capabilities to meet increased demand. 

In this research, we present detailed assessments of the WAHA capability of 16 CXM service providers featured on the CXM Services PEAK Matrix® Assessment 2021. Each assessment 

provides a comprehensive picture of the service provider’s market success, vision and innovations, service focus and capabilities, technology and security solutions, talent management 

capabilities, domain investments, and buyer feedback. The assessment is based on Everest Group’s annual RFI process for the calendar year 2020, interactions with leading CXM service 

providers, client reference checks, and an ongoing analysis of the CXM services market.

This report includes the following 16 leading CXM service providers featured on the PEAK Matrix®:

⚫ Leaders: Arise, Concentrix, and Teleperformance

⚫ Major Contenders: Alorica, Conduent, KellyConnect, Liveops, Sitel Group, Sutherland, SYKES, TTEC, and Webhelp

⚫ Aspirants: Everise, HGS, Tech Mahindra, and Transcom

Background and scope of the research

Scope of this report:
Geography Service providers Services

Global 16 Customer Experience 

Management (CXM)
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This study offers 16 distinct chapters providing a deep dive into key aspects of WAHA CXM 

market; below are four charts to illustrate the depth of the report
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The study provides detailed view of 16 WAHA CXM service providers’ offerings & 

capabilities as well as key strengths & limitations | Snapshots to illustrate the depth of 

report
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