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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 More about membership
» Application Services » Finance & Accounting In addition to a suite of published research,
» BPS | Banking & Financial Services » Human Resources a membership may include
) _ ) ) ) ) e Accelerators™
» BPS | Healthcare & Life Sciences » |ITS | Banking & Financial Services
e Analyst access
» BPS | Insurance » ITS | Healthcare e Data cuts
» Catalyst™ » ITS| Insurance e Pinnacle Model® reports
» Cloud & Infrastructure » IT Services Executive Insights™ e PriceBook
» Customer Experience Management Services » ITS | Life Sciences O WiEl Reuine il
e Workshops
» Contingent Workforce Management » Locations Insider™
» Data & Analytics » PricePoint™
» Digital Services » Procurement Custom research capabilities
| 4 Engineering SerVices | 4 Recruitment Process Outsourcing PY Benchmarklng | PnClng, dellvery modell Sk|” portfollo

» Enterprise Platform Services » Service Optimization Technologies e Peer analysis | Scope, sourcing models, locations

e Locations | Cost, skills, sustainability, portfolio — plus

Membership information a tracking tool

. . ) ) e Tracking services | Service providers, locations, risk
e This reportis included in the following research program(s) : : : :
— Enterprise Platform Services (EPS) e Other | Market intelligence, service provider

e [f you want to learn whether your organization has a membership agreement or request information on pricing and membership options, capabilities, technologies, contract assessment

please contact us at info@everestgrp.com
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1. Introduction and overview
O n te n tS e Research methodology

e Key information on the report
e Background and/or introduction
e Focus of the research

2. PEAK Matrix® for Salesforce Marketing and Commerce Cloud services
e PEAK Matrix framework
e Everest Group PEAK Matrix for Salesforce Marketing and Commerce Cloud services

e Service provider capability summary dashboard

3. Profiles of Salesforce service providers

© 00 N o o

Leaders

— Accenture
— Capgemini
— Deloitte

Major Contenders

Yugal Joshi, Vice President — Appirio

Alisha Mittal, Practice Director — Bluewolf
Abhishek Mundra, Senior Analyst _ Cognizant

AS Yamohiadeen, Senior Analyst — DXC Technology

Sangamesh Kadagad, Senior Analyst
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Infosys
ISOBAR
- PwC

- TCS

Traction on Demand

Aspirants
— Mphasis
— UST Global

— Zensar
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Background of the research

e Early adopters of Salesforce services were looking to effectively manage customer relationships, market-targeted products, explore sales performance, and drive cost efficiency riding
on the cloud wave. As the Salesforce technology landscape broadened, enterprises’ approach toward Salesforce has evolved from a “reactive” relationship management to a “proactive’
approach toward Customer Experience (CX)

e Marketing Cloud by Salesforce helps in delivering relevant, personalized journeys to target audience across the right channels and devices. Enterprises can take advantage of
integrated solutions such as Customer Journey Management, Email Studio, Mobile Studio, Social Studio, web personalization, advertising, content management and creation, and data
analysis

e Likewise, Commerce Cloud by Salesforce helps businesses in transforming commerce experience for target audience with seamless ordering, personalizing with Al, leveraging social
extensions, managing multiple sites and regions, empowering customer service teams, thereby enhancing customer satisfaction and improvising conversion funnel

¢ In this research, we present an assessment of 15 service providers featured on the Salesforce Marketing and Commerce Cloud services PEAK Matrix®
The assessment is based on Everest Group’s annual Request For Information (RFI) process for calendar year 2019, interactions with leading Salesforce service providers, client reference

checks, and an ongoing analysis of the Salesforce services market

This report includes the profiles of the following 15 leading Salesforce service providers featured on the Salesforce Marketing and Commerce Cloud services PEAK Matrix:
e Leaders: Accenture, Capgemini, and Deloitte

e Major Contenders: Appirio, Bluewolf, Cognizant, DXC Technology, Infosys, ISOBAR, PwC, TCS, and Traction on Demand

e Aspirants: Mphasis, UST Global, and Zensar

Scope of this report: Py
Geography @ Service providers [ \ Services
Global 15 leading Salesforce service '\ /' Salesforce Marketing and
l\ /I

=) providers Commerce Cloud services

Gerest Group®  Proprietary & Confidential. © 2020, Everest Global, Inc. | EGR-2020-50-CA-3914

RESEARCH



Everest Group’s definition of scope of Salesforce Marketing and Commerce Cloud services
NOT EXHAUSTIVE

Consumer goods

_____

L___1 Focus of research

I Commerce Cloud

I . .

1 Platform to build comprehensive e-commerce
 solutions for B2B and B2C enterprises

Customer 360 Platform
Platform to build mobile-ready applications
leveraging next-generation technologies

Philanthropy

e e e e el Salesforce services
P T T T Tt | ST v v
I Platform / ! Salesforce classic: An upgraded version of the platform, acquired from Sendia, that has meaningful application development capabilities
o K [} experience yvipipipipivipipiolvipipiplslpipipiolviviptplslpipiptotvipiptpiplpipiutolvipiptpislpipiutotpipiptplsipipiutolvipiptplplpipiutotvipiptpipipipiutolviviptplsipipiutotviviptplplvipiutotvipiptlslptpiutotviviptiplvtptutotviuiututplptututotulutol
: framework // IL Salesforce lightning: A reimagined platform offering intuitive UlI/UX capabilities and next-generation technology capabilities including Einstein Analytics
| A |
: ‘. ! Sales Cloud Service Cloud : Marketing Cloud
I @ Core %, Account and contact management, opportunity Case management, omnichannel routing, 1 Suite of tools to understand end-user behavior
: products ,/ management, lead management, etc. lightning service console, field service, etc. | and engage them with personalized experience
P 4 L e e e e e e e e e e e e e e = =
Community Cloud Einstein Analytics / Tableau Mulesoft
X' Other Suite of integrated tools to establish a Al-powered analytics platform to generate real- Platform that enables integration capabilities
f-» products community — connecting all the stakeholders time insights and drive smarter decisions within SFDC ecosystem and beyond
m Industry Financial services Healthgare and life Government Manufacturing
products sciences

@ Maintenance and support services

Helpdesk

Incident management

Service requests management

Issue resolution

Customizations, integrations, and testing
Service governance and documentation
Update support

Enhancements

Patch updates and bug fixes

Consulting services

St

e Product(s) selection, feasibility, and readiness assessments
e Roadmap formulation

Compliance assessment

e Compliance strategy development

e Security assessment

e Governance strategy development

e Process analysis

e Change management strategy development
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i Q) Implementation services

R~

e Requirements gathering °
e Technical and functional design °
e Configuration and integration design °
e Identify and map data conversions °

e Workload(s) integration °
e System configurations °
e Process configurations °

e Configure pre-built connectors °
e Testing and deployment °

EGR-2020-50-CA-3914



The Salesforce Marketing and Commerce Cloud Services Provider Compendium report has

over 15 service provider profiles

<<Service provider>> | XXX services profile
Everest Group assessment — Leader

* <Hesdline sssessment — o be written by analyst> s <Headline assessment — to be written by snalyst>

Partnershipstatus

Salesforce expertise level - [ E

Marketing Cloud [ ] Commerce Cloud [ ]

Cument partnarshipstatis with Salesforce

Total number of keting Cloud certi ions': 1200-1350 Total number of Salesforce Commerce Cloud certifications™ 80-100 ‘

Proprietary solutions

Solution name Details

Moments Thathatierin Barking| The salution srovidesreal-ime custormer ergagement through machine lsming. behaviars! and reakime datafor more nformed irsighsand beter customer outiomes
Moments ThatMater in Servios | This solution helps deliver a fullservi to ger emotonal ions with by di
customaers in ther service journey

g. & g the moments that matier most to

Acoenture Chemicsl Customer | The solution can help companies acoelersis customer digitsl transformation by rapidly scivating B28 Commerce program snd drive customer self-servioe snd engagement
solution

Hey investments,

Investment theme Details

Salesforoe innovation centars Lsunched A 11 center for in Fi oo, the United States, androlled ou inis hubs soross the glebe:
Sydney, Houston, Atlanta, New York, Baston, Philadelphia, London, Dublin, Park, Amstescam, Essen, Melboune, Tckyo, Hong Kong, Bangakre. andBrazi

Chicage,

Acquisitions Acquired Meredith Xoslersted Marketing (M), = US-based digitsl agency, to bolster is datasndanalylics, content areation. and customer engsgement capsbilities

Acquired Media Hive, an e-commerce sal utions provider, toexpand iis commerce ilities and deliver i experiences that leverage Salesfrce Commerce Cloud

orce Marieting doud certfcatons indude Pariot Speialis, Pardat Consultant, Mariefing God Enail Specaiis, Marieting Cloud Devloper, Martetng Gloud Consultant. ang !’aﬂzl'; Ciowd Sodal Spesidist
2 oroe Commerce chud certiications indude B2 Commerce Devebpe: Commerce Devebper, B2C CommereArchitac,
Note:  This ssoessmantis dorwed fomour Salesbrue Services FEAK Mallof atastamert repor publsi on May 21, 2020, Howew, we Mmay hars updates e Savioeproviier prosie b mchiie rasent nd relevant matket updates

'/E\vwsr Group’
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<<Service provider>> | XXX services profile
Everest Group assessment — Leader

* <Headline sssessment — to be written by anslyst> * <Headline assessment - to be written by snslyst>

Partnershipstatus

Salesforce expertise level [ —
Marketing Cloud - CommerosCloud -

Cument partnershipstatus with Salesforce

Total number of g Cloud certi 11 300-450 Total number of Salesforce Commerce Cloud certificaions® 220240

Proprietary solutions r

Solution name

Rapid Marketing Launch Program | It with ‘s email xeting program, the Email Studic. Capgemini, along with Salesforce, helps clients with faster go-to-market strategy

Conversational Commerce The tool faciltates 8 new way for brands to build relationships of value with corsumens and a new way for consumerns to interactwith brands

Unified Commarcs Sclution for Capgemini leverages templated assats for design, software develcpment, and testing to help client with faster time to market. Cost savings are schisved by using thesclution’s design and
Grooery code assets, alongwith areduction intesting effarts

Key investments.

Inve stment theme: Details
Acquisitions Capgemini has scquired Lyen Consutting Group tostrengthen is Saksh lly around C Marketing Cloud
Talert iritistives It has heavily invested in aross-skilling and upskilling infstives and has the highest level of expertise across sl the major Salesforcs producs

orce Marketing doud cerfications indlud Pariot Specialist, Pardot Consultant. Marketing oud EneilSpecalist Marketing Cloud Developer. Marteting
force Commerce ciowud cartficatons indude craditad 28 E
szsessments derved fomour Salesbros Senvices PEAK Matod sssessment report puliishad on May 27,

/E\ve(-zst Group™

Cloud Consultant, and Markeing Clowd Sodsl Specilist

2020, Howsuer, Wa may haS GpImed the SEVICEPIOVERT Brofis B Moo recent snd reisvant market updates




Research calendar
Enterprise Platform Services

Il Published Planned M Current release
Enterprise Platform IT Services in BFS PEAK Matrix™ Assessment 2019: Modernization at Speed and Scale June 2019
Workday Human Capital Management (HCM) IT Services — PEAK Matrix™ Assessment and Market Trends 2019 July 2019
Services for Cloud ERP — PEAK Matrix™ Assessment 2020: The Market is Growing but Not Fast Enough November 2019
Salesforce Services PEAK Matrix® Assessment 2020 May 2020
Salesforce Services — Solving for the Missing Link June 2020
Salesforce Marketing and Commerce Cloud Services PEAK Matrix® Assessment 2020 July 2020
Salesforce Marketing and Commerce Cloud Services Provider Compendium 2020 August 2020
ServiceNow Services PEAK Matrix® Assessment 2020 Q3 2020
ServiceNow Services — State of the Market Report 2020 Q3 2020
Pega Services PEAK Matrix® Assessment 2020 Q4 2020
BigTech Battle: Digital Experience Platforms (DXP) Assessment — Rise of the Digital Experience Platform June 2019
Cloud Cost Management Platforms Trailblazers Q3 2020
Rebooting your SaaS Adoption Strategy Q4 2020
Platform Businesses: Orchestrating Internal and External Ecosystem Q4 2020
S/4AHANA: Learnings from Current Adoption Q4 2020

Note: For a list of all of our published EPS reports, please refer to our website page
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With you on the journey

Everest Group is a consulting and research firm focused on strategic IT, business services, engineering services, and sourcing.
Our clients include leading global enterprises, service providers, and investors. Through our research-informed insights and
deep experience, we guide clients in their journeys to achieve heightened operational and financial performance, accelerated
value delivery, and high-impact business outcomes. Details and in-depth content are available at 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

Y @EverestGroup Bangalore New York
india@everestgrp.com info@everestgrp.com

[ @Everest Group +91-80-61463500 +1-646-805-4000

¢) @Everest Group

@ @Everest Group Delhi Toronto
india@everestgrp.com canada@everestgrp.com

Blog +91-124-496-1000 +1-416-388-6765

everestgrp.com/blog

Podcast

DigitalReall Ty

U K‘ppale Podcasts » E‘EEEEE i

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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