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Background and methodology of the research

Background of the research
Purely product-based differentiation is short term. This, along with margin pressures and the emergence of new players is pushing 
enterprises to drive innovation through Customer Experience (CX) and contact center services. CX innovation can help enterprises to not 
only save costs, but also improve customer loyalty and gain competitive advantage in the market. Key components of CX innovation go 
beyond deploying new technology solutions. They also encompass process-led innovation and a cultural shift within the organization to 
be more open to innovation.

Digital CX already features among the top priorities for enterprises for the next 12-18 months. They are looking at next-generation 
solutions such as chatbots, self-service, and advanced analytics as the key areas of investments. Since digital CX innovation has 
become a key to drive differentiation in the market, enterprises can leverage the support of CXM providers to digitally transform their CX 
operations. CXM service providers can not only help enterprises in running a digitally transformed contact center but can also play a 
pivoting role during the design and implementation stages. 

In this study, we analyze the role of AI and cognitive solutions in delivering customer experience of the future, we focus on:
 Need for innovation in CXM services
 Growing focus on digital-led innovation in CXM
 Role of CXM providers in driving innovation
 Assessment of CXM providers' innovation capabilities
 Way forward for enterprises and service providers
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Overview and abbreviated summary of key messages

This report specifically focuses on the growing role of digital-led innovation in CXM, key demands & expectations from enterprises to drive a 
digital-led transformation of their CX operations, and the role played by CXM providers in helping enterprises realize their goals and objectives 
related to digital CX transformation. It also touches upon the way forward for enterprises and CXM providers to drive a successful CX 
innovation.

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

 Purely product-based differentiation is short term. This along with margin pressures and the 
emergence of new players is pushing enterprises to drive innovation in the way they deliver 
customer experience and contact center services

 CX innovation can enable enterprises to transform their operations by reducing operational costs, 
as well as improve customer loyalty and gain competitive advantage in the market

 Digital CX is among the top priorities for enterprises in the next 12-18 months. Close to half of 
enterprises are already in the implementation stage of their digital CX goals

 Majority of the enterprises are already in the planning/POC stage or have started scaling up their 
digital initiatives

 The CXM providers play an important role in driving digital CX. Enterprises prefer to involve service 
providers in early stages of their digital CX initiatives to leverage their experience and capability

 Service providers engagement goes down to during and after the implementation phase as 
enterprises prefer a higher degree of control on the operations rather than relying on the third party

Role of CXM providers 
in driving innovation

Focus on digital-led 
innovation in CXM

Need for innovation 
in CXM services
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This study offers 5 distinct chapters providing a deep dive into key 
aspects of the a digitally driven CX innovation; below are four 
graphics to illustrate the depth of the report

Benefits derived from CX innovation Focus areas for innovation within digital 

Satisfaction level of enterprises with the impact of digital solutions Analysis of service providers’ innovation capabilities

xx%

xx%

xx%

xx%

xx%

xxChatbots

Self-service

Advanced 
analytics

Omnichannel

AI/cognitive

Automation

Satisfaction*

Self-service

Multi-channel

Advanced analytics

RPA/RDA

Chatbots / IVAs

Automation/AI

xx%

xx%

xx%

xx%

xx%

xx%

Improves employee 
experience and 

productivity

Creates a unique 
value proposition for 

your product

Brings down the cost of 
operation by leveraging technology 

and process optimization

Reduces customer effort 
and time for resolving queries

Improves customer 
experience through 

personalization

Benefits derived from CX innovation

Talent 
management 

Proactiveness

Next-generation 
solutioning

Business 
understanding

Flexibility

Responsiveness

Strengths
Areas of 

improvement



Copyright © 2018, Everest Global, Inc.
EGR-2018-21-CA-2885 8

R

Research calendar – Customer Experience Management (CXM) 
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Additional CXM Services 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. Conversing with AI – Intelligent Virtual Agents (IVA) Market Report 2019 (EGR-2018-38-R-2869); 2018. This report is meant to provide IVA 
buyers, IVA technology vendors, and third-party enablers (for e.g. service providers) a detailed view of the current state of the market. As part of this, 
the current report provides insights into key developments in the IVA market, adoption trends by geographies, industries & business functions, solution 
characteristics, vendor landscape overview, and future outlook for 2019-2020

2. Decoding Digital Customer Experience Management (EGR-2018-21-R-2791); 2018. This report aims to provide detailed insights into the role of 
digital solutions in delivering customer experience of the future. It establishes the scope of digital in Customer Experience Management (CXM) 
services, overview of the digital CXM market, adoption characteristics for digital solutions, and investments required for a successful digital 
transformation of CXM for enterprises. It concludes by providing a future-oriented outlook of the digital CXM market

3. Contact Center Outsourcing Annual Report 2018: Transforming Customer Experience Through a Digital-First Approach 
(EGR-2018-21-R-2768); 2018. 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 2018-2019. In this backdrop, the report provides comprehensive 
coverage of the global CCO market including detailed analysis of the market size & growth, buyer adoption trends, CCO value proposition & solution 
characteristics, and service provider landscape 
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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, 
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Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

Bangalore
india@everestgrp.com
+91 806-781-9999 

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
+1-416-388-6765

Social Media
@EverestGroup

@Everest Group

Stay connected

Website

www.everestgrp.com

Blog

www.sherpasinblueshirts.com

Sherpas In Blue Shirts

®

https://www.everestgrp.com/
mailto:info@everestgrp.com
mailto:info@everestgrp.com
mailto:canada@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:canada@everestgrp.com
https://twitter.com/EverestGroup
https://www.linkedin.com/company/everest-group
http://www.everestgrp.com/
http://www.sherpasinblueshirts.com/

	Slide Number 1
	Our research offerings for global services
	Table of contents (page 1 of 2)
	Table of contents (page 2 of 2)
	Background and methodology of the research
	Overview and abbreviated summary of key messages
	This study offers 5 distinct chapters providing a deep dive into key aspects of the a digitally driven CX innovation; below are four graphics to illustrate the depth of the report
	Research calendar – Customer Experience Management (CXM) Services
	Additional CXM Services research references
	Slide Number 10

