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Amazon Web Services (AWS)

Application Services

Artificial Intelligence (Al)

Asset and Wealth Management

Banking and Financial Services Business Process
Banking and Financial Services Information Technology
Catalyst™

Clinical Development Technology

Cloud and Infrastructure

Contingent Staffing

Contingent Workforce Management

Customer Experience Management Services

CX Excellence

CXM Technology

Cybersecurity

Data and Analytics

Digital Adoption Platforms

Digital Engineering Services

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Services

Enterprise Platform Services

Exponential Technologies

vV vV VYV VvV ¥V VYV VvV Y VYV Y Y Y VY VY VY Y VY VY VY VY VY VY VY VvV Y

Finance and Accounting

Financial Services Technology (FinTech)
GBS Talent Excellence

Global Business Services

Google Cloud

Healthcare Business Process
Healthcare Information Technology
Human Resources

Insurance Business Process

Insurance Information Technology
Insurance Technology (InsurTech)
Insurance Third-Party Administration (TPA) Services
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IT Services Excellence

IT Services Executive Insights™
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Modern Application Development (MAD)
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1.

Introduction and overview
e Research methodology
e Key information of the report

Introduction

Marketing services value chain

Marketing services PEAK Matrix® characteristics
e PEAK Matrix framework

e Everest Group PEAK Matrix for marketing services
e Characteristics of Leaders, Major Contenders, and Aspirants
e 2022 Star Performers

e Service provider capability summary dashboard
Marketing service provider landscape

e Overall market share

e Market share by geography

e Market share by top industries

Enterprise sourcing considerations

® Leaders

— Accenture

— Cognizant

— Deloitte Digital
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® [ eaders (continued)
— Infosys
— Merkle
— Publicis Sapient
- TCS
— Wunderman Thompson
® Major Contenders
— Capgemini
— Concentrix
— Dentsu Creative
— Digitas
— eClerx
— Epsilon
— EXL
— HCLTech
- 1BM
— Majorel
— Media.Monks
— Performics

— PwC Digital
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e Major Contenders (continued)
— RRD GO Creative
— Tech Mahindra
— Wipro

® Aspirants
— Dialog Direct
— HGS
— HH Global
— Startek
— Stefanini
— Webhelp
— WNS

5. Appendix
® Glossary

e Research Calendar
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Introduction

Marketing is undergoing a transformative journey as a result of rapid developments in technology, coupled with changing customer preferences. As these technological advances become
more accessible to people, interactive Customer Experience (CX) becomes critical for CMOs in developing their enterprise marketing strategy. This, coupled with the impending recession,
has further added to the pressure on marketing teams to deliver more with less.

The provider ecosystem is also shifting gears from product-focused traditional marketing services to innovative, data-driven strategies that focus on customer experience. They are further
exploring flexible and cost-efficient delivery models to cater to CMOs’ demand for low-cost solutions around personalization, loyalty, and interactive experiences. Providers not only
continue to invest in intelligent automation tools and solutions that enhance their scale of services and process efficiencies but are also exploring new technologies and platforms for
augmented customer experience.

In this research, we present an assessment and detailed profiles of marketing service providers featured on the Marketing Services PEAK Matrix®. Each service provider deep dive
provides a comprehensive picture of its service focus through a snapshot of its key strengths and limitations, as assessed by Everest Group. The assessment is based on
Everest Group’s annual RFI process, interactions with leading service providers, client reference checks, and ongoing analysis of the marketing services market.

This report includes the profiles of the following 31 marketing service providers featured on the Marketing Services PEAK Matrix®:

e Leaders: Accenture, Cognizant, Deloitte Digital, Infosys, Merkle, Publicis Sapient, TCS, and Wunderman Thompson

e Major Contenders: Capgemini, Concentrix, Dentsu Creative, Digitas, eClerx, Epsilon, EXL, HCLTech, IBM, Majorel, Media.Monks, Performics, PwC Digital, RRD GO Creative,
Tech Mahindra, and Wipro

e Aspirants: Dialog Direct, HGS, HH Global, Startek, Stefanini, Webhelp, and WNS

Scope of this report Py
@ Geography @ Service providers /. ﬁ.\ Services
Global 31 marketing service providers \ ; Marketing services
. = \.\ /./ (refer to page 9 for

scope of the research)
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Overview and abbreviated summary of key messages

In this report, we present an assessment of marketing service providers featured on the Marketing Services PEAK Matrix® and detailed service provider profiles that provide a comprehensive
picture of their service focus through a snapshot of their key strengths and limitations, as assessed by Everest Group.

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

Everest Group Marketing Everest Group classifies 31 marketing services providers on the Everest Group Marketing Services PEAK Matrix® into three categories of Leaders,
Major Contenders, and Aspirants

Services PEAK Matrix®
Assessment 2023

e Accenture, Cognizant, Deloitte Digital, Infosys, Merkle, Publicis Sapient, TCS, and Wunderman Thompson are the Leaders

e Major Contenders include Capgemini, Concentrix, Dentsu Creative, Digitas, eClerx, Epsilon, EXL, HCLTech, IBM, Majorel, Media.Monks,
Performics, PwC Digital, RRD GO Creative, and Wipro

e Dialog Direct, HGS, HH Global, Startek, Stefanini, Webhelp, and WNS are the Aspirants

Everest Group also identified Capgemini, Concentrix, and Merkle as the Star Performers. This recognition is based on these providers’ relative
year-over-year movement on the PEAK Matrix®.

e The top ten providers account for ~70% of the market share in terms of ACV

Key insights on marketing

services market e Accenture and Cognizant lead across all major geographies

e Accenture and Wunderman Thompson have a strong presence across major industries
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This study offers 5 distinct chapters providing a deep dive into key aspects of marketing
services market; below are three charts to illustrate the depth of the report

Everest Group Marketing Services PEAK Matrix® Assessment 20232 | Capability assessment llustrative example
A ® Leaders @ Major Contenders O Aspirants ¢ Star Performers — — Ms"'”f”pab""‘" O Lo @ rign
High ,
| Provider 1 ) o 9 d d a d d D
. > o O O & & 9@ 0 O
= Major Contenders : Gt [Plghe .
3 L s O 9 9 O e O o 0o O
g i Sapient Provider 4 G O O O . G O O O
2 PWC Digital Provder d 9 D d d d ® D D
h= : ' Provider D 3 d D d ¢ ¢ d a
o Q Media.Monks @ )
E g Dentsu Creativg Frovider P @ 9 P 9 Q ® d d
g % Provider 8 O @ O O G G @ O G
S8 Provider 9 ¢ D ) ¢ 9 ¢ d d D
é Everest Group’s remarks on providers lllustrative example
(2]
®
§ Measure of capability: O Low . High

Market impact Vision & capability

Vision and Scope of Innovation and Delivery
Market adoption Portfolio mix Value delivered Overall strategy services offered investments footprint Overall

Aspirants

Low
Low Vision & capability High Strengths Limitations

Measures ability to deliver services successfully

e Provider 1, has presence across 20+ countries and has a balanced e Provider 1 has limited offerings in creative, media, and data &

shoring mix with six global delivery centers in India ! analytics
1 Assessments for Deloitte Digital, Dentsu Creative, Digitas, eClerx, Epsilon, HH Global, Majorel, Media.Monks, Performics, 9 g &4 i 4
Publicis Sapient, PwC Digital, Startek, Webhelp, WNS, and Wunderman Thompson exclude service provider inputs on this particular e Buyers express high satisfaction with its domain expertise and cost- ! e Its limited delivery presence across various offshore locations may
study and are based on Everest Group’s estimates that leverage its proprietary Transaction Intelligence (TI) database, ongoing coverage efficient approach | deter clients looking for cost-effective solutions

of service providers’ public disclosures, and interaction
with buyers. For these companies, Everest Group’s data for assessment may be less complete
2 Parameters used for assessment have changed since the Marketing Services PEAK Matrix® Assessment 2022
Source: Everest Group (2023)
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Research calendar
Marketing Services

Il Published Planned [l Current release
Marketing Services Provider Compendium 2022 March 2022
Marketing Services Adoption in Retail & Consumer Product Goods (CPG) Global Business Services (GBS) May 2022
The Growing Need for Inclusive Talent Models: Learning from Impact Sourcing Specialists May 2022
Impact of the Pandemic on the Global Media Market May 2022
Impact Sourcing Specialist Profiles 2022 June 2022
BPS Top 50 — 2022 June 2022
A New Paradigm of Marketing Beckons: Marketing Services State of the Market Report 2022 November 2022
Dawn of the Planet of the Bots: Intelligent Automation and Marketing Services December 2022
Marketing in a Permacrisis: a CMO Survival Toolkit January 2023
Marketing Services PEAK Matrix® Assessment 2023 February 2023

Note: Click to see a list of all of our published Marketing Services reports
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Everest Group®

With you on the journey

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s
market challenges and strengthen their strategies by applying contextualized problem-solving to their unique situations. This
drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious
research focused on technology, business processes, and engineering through the lenses of talent, sustainability, and sourcing
delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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