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Our research offerings for global services

» Market Vista™
Global services tracking across functions, sourcing models, locations, and service providers —
industry tracking reports also available
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Subscription information

e This full report is included in the following subscription(s)
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reguest information on pricing and subscription options, please contact us
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Everest Group’s CCO research is based on multiple sources of
proprietary information (page 1 of 2)

Proprietary database of 2,500+ CCO contracts (updated annually)
e The database tracks the following elements of each CCO contract:

Buyer details including industry, size, and signing region

Contract details including Total Contract Value (TCV), Annualized Contract
Value (ACV), term, start date, service provider FTEs, and pricing structure

Scope including buyer geography and functional activities

Technology including Customer Relationship Management (CRM)
technology, communication technology, and enabler technology ownership
& maintenance

Global sourcing including delivery locations and level of offshoring

9Proprietary database of operational capability of 35+ CCO service providers

(updated annually)

e The database tracks the following capability elements for each service
provider

Key leaders

Major CCO clients and recent wins

Overall revenue, total FTEs, and contact center employees
Recent contact center-related developments

CCO revenue split by geography, industry, and client size
CCO delivery locations

CCO service suite

Contact center-related technology capabilities

[llustrative list of service providers covered in
CCO research
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Everest Group’s CCO research is based on multiple sources of
proprietary information (page 2 of 2)

Annual buyer surveys and interactions lllustrative list of buyers’ feedback included in

Global surveys and one-on-one executive-level interviews are undertaken our research

annually with roughly 80-100 organizations to understand how buyers perceive -, ~ . ) .
the performance of their CCO providers. The surveys/interviews focus on = ATET Cltl diSh GOUSIQ
different aspects of an outsourcing relationship including:

e Key drivers for outsourcing CCO
e Contract details (including process scope, year of signing, and duration) *MACYS  B® Microsoft - P PayPai

e Overall performance of the service provider including key strengths and
improvement areas

e Detailed assessment of service provider performance across different
elements such as: @ Prudential

— Key CCO metrics

— Various contact center processes

— Implementation and transition phases \—" ‘/
— Governance and relationship management verizon vodafone

ar

USAA®

v/

A Copyright © 2017, Everest Global, Inc.
EQ@E‘E?E Group EGR-2017-1-PD-2275 4



-
Table of contents (page 1 of 2)

Topic Page no.
Section I: CCO service provider landscape snapshot 8
e Definition of CCO 9
e CCO service provider landscape 11
e Market size and growth 12
e PEAK Matrix for CCO 13
Section Il: Service provider profiles 14
e Aegis 15
e Alorica 20
e Arvato 25
e CGI 30
e Concentrix 35
e Conduent 40
e Conduit Global 45
e Convergys 50
e EXL 55
e Firstsource 60
e Genpact 65
e HCL 70
e Hexaware 75
e HGS 80
7 Blerest Group conrign o207, Evt i



-
Table of contents (page 2 of 2)

Topic Page no.

Section II: Service provider profiles (continued)

e Infosys 85
e Knoah Solutions 90
e NTT DATA 95
e Sitel 100
e SPiCRM 105
e STARTEK 110
e Sutherland Global Services 115
e Tech Mahindra 120
e Teleperformance 125
e TeleTech 130
e Transcom 135
e VXI 140
e Webhelp 145
e Wipro 150
e WNS 155
Appendix 160
e Glossary of key terms 161
e CCO research calendar 163
e References 164
7 Blerest Group conrign o207, Evt i

RESEARCH



.
ABC (page 1 of 5)
CCO overview

Company overview CCO revenue
<Business description> In US$ million
Key leaders

<Name>, <Designation>

Headquarter: <City>, <Country>

I

2015 2016

Website: <Link to company website>

Scale of CCO
Number of FTEs

I

2015 2016

CCO client base

Recent developments
XXX
XXX
XXX
XXX
XXX

XXX 2015 2016

l

Source: Everest Group (2017)
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ABC (page 2 of 5)
CCO capabilities

Split of CCO FTEs
Number of FTEs

By language By process

' Payment collections
' Order fulfillment & Inbound sales
utt service (X%)

transaction processing

Outbound
sales service

By location

High-cost (X%)

Others

Spanish & XX%
Portuguese &%

N LA Medium-cost

English

Hindi
Customer
service

Key CCO investments

Investment Year of
Description type investment Comments
XXX

Acquisition 20XX
XXX Partnership  20XX XXX
XXX Internal 20XX XXX

Note High-cost regions include North America, Western Europe, Japan, Singapore, and Australia & New Zealand; medium-cost regions are Latin America, Central
Europe, and Middle East & Africa, while low-cost regions are India, the Philippines, and Rest of Asia
Source: Everest Group (2017)
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CCO client portfolio

CCO revenue mix

US$ million
By geography By industry | By buyer size
E Others (X%) i
UK North America ! He_althcare Consumer | <US$1 billion
' Manufacturing . !
| electronics &!
Latin I Travel & retail :
i XX% APAC | hospitality 8% !
America 0 . pitality . Uss$1-10 [N
' Government/ ! billion 0
' public sector BESI ! >US$10 billion
Middle East E Communications E
& Africa : /media . :
! Hi-tech !

Key contact center engagements

XXX North America 20XX
XXX North America 20XX
XXX Asia Pacific 20XX
XXX Latin America 20XX
XXX North America 20XX

Source: Everest Group (2017)
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CCO location landscape

CCO delivery locations (XX) — Number of centers in each location

e United Kingdom (1)

Saudi Arabia (2) e e India (29)

e Sri Lanka (1)
e Malaysia (2)

Peru (1) e

e Australia (2)
e South Africa (2)

e Argentina (6)

Source: Everest Group (2017)
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ABC (page 5 of 5)
Everest Group assessment — Major Contender

Measure of capability: ‘ Best-in-class “ Very high 0 High O Medium high O Medium G Medium low @ Low @ Not mature

Delivery capability

Technology
Scale Scope and innovation Delivery footprint | Buyer satisfaction Overall

Strengths Areas of improvement

Market success

Source: Everest Group (2017)
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CCO research calendar

Bl rublished Planned ' | Current release

Flagship CCO reports Release date

Contact Center Outsourcing (CCO) Market for the Healthcare Industry — SPL with PEAK Matrix™ Assessment 2017 _______ January 2017
Contact Center Outsourcing (CCO) — Service Provider Landscape with PEAK Matrix™ Assessment 2017 ___________________. June 2017
- Contact Center Outsourcing (CCO) — Service Provider Profile Compendium 2017 _____ o _______ July 2017

Thematic CCO reports

Achieving Maximum BPO Value: How Smart Buyers Structure Contact Center Relationships - _____________________________ June 2016
Making the Work-At-Home-Agent (WAHA) Model Work: A Buyer’'s Perspective __ __ _________ o _____. June 2016
Dynamics of Contact Center Outsourcing (CCO) in Asia Pacific (APAC): Special Focus on China - - _________________ March 2017
Are There Productivity Differences Across Locations? _______ .. May 2017
From Multi-channel to Omnichannel Customer Experience _ _ __ _ o o o . May 2017
Note: For a list of all CCO reports published by us, please refer to http://www2.everestgrp.com/reports?Cat0=827
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e
Additional CCO research references

The following documents are recommended for additional insight into the topic covered in this report. These documents either provide
additional details or complementary content that may be of interest

1. Contact Center Outsourcing (CCO) - Service Provider Landscape with PEAK Matrix™ Assessment 2017 (EGR-2017-1-R-2219); 2017.
This report examines the global Contact Center Outsourcing (CCO) market and evaluates the positioning of service providers on the Everest
Group PEAK Matrix. It provides insights on the changing market dynamics, service provider delivery capabilities, and Everest Group’s remarks
on service providers’ key strengths and areas of improvement

2. From Multi-Channel to Omnichannel Customer Experience (EGR-2017-1-V-2161); 2017. This viewpoint is the first of a two-part study on
omnichannel contact centers, and answers some basic questions related to omnichannel adoption. It provides insights on how omnichannel is
different from multi-channel contact centers, value-proposition of pursuing an omnichannel strategy, key technology and human capital
considerations to be kept in mind, and a checklist for organizations looking to pursue an omnichannel strategy to help them assess
organizational readiness

3. Dynamics of Contact Center Outsourcing (CCO) in Asia Pacific (APAC): Special Focus on China (EGR-2017-1-R-2119); 2017.
This report will assist key stakeholders (buyers, service providers, and technology providers) understand the changing dynamics of the CCO
market in APAC, with a detailed assessment of attractiveness of China for the CCO market. It provides insights on the APAC CCO market
including an in-depth analysis of the market size & growth, buyer adoption trends, CCO value proposition & solution characteristics, and
detailed assessment of the CCO market in China

For more information on this and other research published by Everest Group, please contact us:

Katrina Menzigian, Vice President: katrina.menzigian@everestgrp.com
Skand Bhargava, Practice Director: skand.bhargava@everestgrp.com
Vani Oswal, Senior Analyst: vani.oswal@everestgrp.com
Sharang Sharma, Senior Analyst: sharang.sharma@everestgrp.com
CCO Team: CCOresearch@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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Everest Group

From insight to action.

About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business
services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational
and financial performance through a hands-on process that supports them in
making well-informed decisions that deliver high-impact results and achieve
sustained value. Our insight and guidance empower clients to improve
organizational efficiency, effectiveness, agility, and responsiveness. What sets
Everest Group apart is the integration of deep sourcing knowledge, problem-
solving skills and original research. Details and in-depth content are available at

www.everestgrp.com.

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
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india@everestgrp.com
+91-804-276-4533

Delhi
india@everestgrp.com
+91-124-496-1000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

New York
info@everestgrp.com
+1-646-805-4000

Toronto
canada@everestgrp.com
+1-647-557-3475
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Social Media
@EverestGroup
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