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e
How to read this document

Information desired Where/how to locate the information

e The section on key messages summarizes the findings of this report

e The key messages are categorized along two dimensions:
— Enterprise outsourcing requirements expanding in scope and complexity
— Service provider performance challenged to meet cutting-edge needs

Summary of key
messages

Key facts or e A section is devoted to each dimension of the summary of key messages (listed above)
analyses relatedto a e Each section contains detailed charts on relevant topics within each dimension

specific topic : . . -
e Refer to the table of contents (page 4) to identify relevant topics covered within each
section

e Refer to the related Everest Group CCO research publications listed in references
Related research (Appendix)
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This study offers a deep dive into key aspects of evolving
buyer requirements and corresponding provider performance;
below are four charts to illustrate the depth of the report

Critical outsourcing drivers for contact center services Importance of outsourcing drivers
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CCO research calendar

Il rubiished 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 .. July 2017
Contact Center Outsourcing (CCO) — Annual Report 2017 e Aug 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 _____________ ___ __ ___ __ ___ _________________ June 2016
Dynamics of Contact Center Outsourcing (CCO) in Asia Pacific (APAC): Special Focuson China - _____________________ March 2017
Are There Productivity Differences Across Locations? ___ __ . May 2017
From Multi-channel to Omnichannel Customer Experience _ __ ___ __ _ o _____ May 2017
Impact Of Brexit On The UK Contact Center Market — The Only Thing Certain Is Uncertainty - - - - - - - - - - - o oo July 2017
. How Good are Service Providers in Delivering Digital Customer Experience — Buyers Perspective ______________. September 2017§
Note: For a list of all CCO reports published by us, please refer w ebsite here
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Additional CCO research references

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

1. Contact Center Outsourcing Annual Report 2017 — Disruption is Here: The End of Contact Centers as We Know Them
(EGR-2017-1-R-2297); 2017. CCO industry grew at a slow rate of ~3% in 2016 to reach US$78-80 billion. This report will assist key
stakeholders (buyers, service providers, and technology providers) understand the changing dynamics of the CCO market and help them
identify the trends and outlook for 2017-2018. In this backdrop, the report provides comprehensive coverage of the global CCO market
including detailed analysis of the market size & growth, buyer adoptiontrends, CCO value proposition & solution characteristics, and
service provider landscape.

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. Contact Center Outsourcing (CCO)— Service Provider Landscape with PEAK Matrix™ Assessment 2017 (EGR-2017-1-R-2075);
2017. This report focuses on service provider positioning in the CCO market, changing market dynamics & emerging service provider
trends, and assessment of service provider delivery capabilities

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

Katrina Menzigian, Vice President: katrina.menzigian@everestarp.com
Skand Bhargava, Practice Director: skand.bhargava@everestgrp.com
Marut Taneja, Senior Analyst: marut.taneja@everestgrp.com
CCO Team: CCOresearch@everestgrp.com

Website: wwv.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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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 themin
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 apartis the integration of deep sourcing knowledge, problem-
solving skills and original research. Details and in-depth contentare available at

wwWw.everestgrp.com.
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