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Background and scope of the research

Scope of this report:
Geography Service providers Services

Global 16 Customer Experience 

Management (CXM)

With the COVID-19 pandemic hitting the world in early 2020, economies across the globe came to a standstill. Customer experience took a hit as organizations responded to social 

distancing and the lockdown measures implemented around the world. This resulted in the Work at Home Agent (WAHA) business model for delivering Customer Experience Management 

(CXM) services becoming a crucial part of business continuity planning. Over the past years, service providers have pursued the WAHA business model, albeit on a limited scale. Elevated 

demand for virtual workforce, coupled with the need to ensure superior customer experience, has necessitated investments in technology, security, and talent management. Due to 

expectations that WAHA will become an embedded part of most organizations’ CXM service delivery models post-COVID-19, an increasing number of service providers are scaling their 

WAHA business by fast-tracking the development of virtual hiring, onboarding, training, security solutions, workforce management, and technology capabilities to meet increased demand. 

In this research, we present detailed assessments of the WAHA capability of 16 CXM service providers featured on the CXM Services PEAK Matrix® Assessment 2021. Each assessment 

provides a comprehensive picture of the service provider’s market success, vision and innovations, service focus and capabilities, technology and security solutions, talent management 

capabilities, domain investments, and buyer feedback. The assessment is based on Everest Group’s annual RFI process for the calendar year 2020, interactions with leading CXM service 

providers, client reference checks, and an ongoing analysis of the CXM services market.

This report includes the following 16 leading CXM service providers featured on the PEAK Matrix :

⚫ Leaders: Arise, Concentrix, and Teleperformance

⚫ Major Contenders: Alorica, Conduent, KellyConnect, Liveops, Sitel Group, Sutherland, SYKES, TTEC, and Webhelp

⚫ Aspirants: Everise, HGS, Tech Mahindra, and Transcom
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Overview and abbreviated summary of key messages

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

This report examines the Work at Home Agent (WAHA) Customer Experience Management (CXM) market and evaluates the positioning of service providers on the Everest Group 

PEAK Matrix. It provides insights on the market dynamics, service provider technology, security and talent management capabilities, and Everest Group’s remarks on service providers’ 

key strengths and considerations. It also identifies the key implications of the research findings for buyers and service providers.

⚫ Leaders have developed more advanced technology and security capabilities in areas such as cloud-based omnichannel platforms, agent-

assist solutions, real-time agent monitoring systems, facial recognition solutions, and virtual workforce management tools to enhance their 

WAHA capabilities and deliver greater value to clients

⚫ Leaders have also been more successful in leveraging next-generation talent management solutions in areas of hiring & onboarding, learning 

& development, performance management, and agent engagement & cultural integration

⚫ Driving innovation beyond technology, security, and talent management, Leaders have a robust roadmap for expanding their WAHA CXM 

services. They have been also more consistent in targeting a wider spectrum of innovation to offer more compelling propositions to their 

clients instead of focusing on select areas

⚫ Everest Group classifies 16 WAHA CXM service providers on the Everest Group PEAK Matrix® into the three categories of Leaders, Major 

Contenders, and Aspirants. The PEAK Matrix® is a framework to assess the relative market impact and vision & capability of service providers

⚫ Arise, Concentrix, and Teleperformance have emerged as the Leaders

⚫ Alorica, Conduent, KellyConnect, Liveops, Sitel Group, Sutherland, SYKES, TTEC, and Webhelp are the Major Contenders

⚫ Everise, HGS, Tech Mahindra, and Transcom have emerged as aspirants

⚫ Alorica, Sitel Group, Sutherland, and Teleperformance have the largest WAHA client base

⚫ Teleperformance is the only provider to rank among the top service providers across all region

WAHA CXM service provider 

landscape and PEAK Matrix 2021

Key insights on PEAK Matrix 

dimensions



Proprietary & Confidential. © 2021, Everest Global, Inc. | EGR-2021-21-CA-4203

Work at Home Agent (WAHA) Customer Experience Management (CXM) – Service Provider Landscape with Services PEAK Matrix® Assessment 2021

7

WAHA CXM Services PEAK Matrix® Assessment 2021 Capability assessment                                                      Illustrative example 

Everest Group’s remarks on service providers Illustrative example 

This study offers three distinct chapters providing a deep dive into key aspects of WAHA 

CXM market; below are three charts to illustrate the depth of the report

Leaders Major Contenders Aspirants

Source:     Everest Group (2021)

Service provider

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

innovation

Scope of 

services offered

Technology and 

security

Talent 

management

Delivery 

footprint Overall

Service provider 1

Service provider 2

Service provider 3

Service provider 4

Service provider 5

Service provider 6

Service provider 7

Service provider 8
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security
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⚫ Service provider caters to buyers from North America and Europe 

through its full- and part-time employee base to serve retail, BFSI, 

telecom, and government sectors 

⚫ It has also made inroads in CX consulting, where it is supporting a 

considerable number of clients in effective scaling of their remote 

workforce 

⚫ It has not deployed next-generation agent engagement solutions (e.g., 

gamification, support bots, and virtual communities) to support its 

growing number of work-at-home agents

⚫ It has relatively limited experience in catering to buyers from industries 

such as manufacturing, banking, media & entertainment, energy & 

utilities, and the government sector
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