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Background of the research

Geography Industry Services
Global All Customer Experience 

Management (CXM) 
services

Background of the research
As we are slowly emerging out of the pandemic that has unequivocally altered customer habits and the way we work and live, enterprises of all sizes have continued to invest in improving 
customer experience. While some enterprises bore the brunt of the pandemic-induced measures, others discovered innovative ways to serve their customer base. We begin this report by 
looking back at the impact of the pandemic on the overall CXM market and how it evolved in 2020. The report then studies facets steering market growth, such as digital CXM, changes in 
service delivery model, and the outlook of the WAHA-based service delivery model. We further study the factors that are differentiating service providers, key investment themes, strategic 
partnerships that are being forged, and the major acquisitions that have happened and their impact on the CXM market. We conclude by examining the evolving nature of CXM deals and 
presenting key takeaways for readers. 

In this research study, we focus on:
l A retrospective outlook on the impact of the pandemic on CXM outsourcing
l Adoption trends in the CXM market that emerged in 2020
l Growth of digital CXM and its growing importance for both service providers and enterprise buyers
l Changes in the service delivery model including evolving delivery locations and the future of the WAHA-based service delivery model
l Changes in the competitive landscape in the aftermath of the pandemic
l Deal trends in the CXM market and key takeaways

Scope of this report:
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Summary of key messages

l Digital CXM has now become the key differentiator in the outsourced CXM market. Service providers with a greater share of revenue coming from digital offerings grew at 
a considerably faster rate than those who still have not prioritized it, underscoring the appetite for these solutions in the market

l A segment of service providers in this market are growing at a faster rate than the rest of the market; they are powering this growth through inorganic capability expansion, 
strategic partnerships, profitable operating models, and by offering end-to-end CXM solutions. We envisage further market consolidation in 2021

l As confidence and trust in service providers grows, average CXM deals are getting longer, and contract extensions/renewals are becoming more common. We observe 
the share of digital CXM in deals is getting bigger, and consequently, there is a decline in the number of FTEs involved in a contract

l CXM service providers are reimagining their workspaces for a hybrid delivery model, which improves agents’ work life balance, enables better well-being and job 
satisfaction along with collaboration, skill-sharing, and team engagement

l Cloud shoring, an outsourcing model in which all service agents work remotely using cloud-based technologies, but are managed centrally, to deliver optimal business 
flexibility for clients, is gaining traction from both clients and service providers due to the cost and flexibility benefits that it offers

l More emphasis on agent assist solutions by embedding conversational AI solutions into contact centers is gaining traction in the industry
l With focus on improving time-to-hire and speed-to-proficiency, CXM service providers will continue to invest more in virtual recruitment solutions, remote employee 

onboarding as well as simulated training sessions and gamification techniques, which enable agents to get up to speed and stay engaged
l While homes, personal devices, factories, and automobiles all around the world are becoming increasingly connected, IoT as a channel will ensure                                     

that customers are always connected, their devices are set up securely, and they receive accurate resolutions seamlessly
l As enterprises embrace digital CXM and they strive to deliver superior customer experience using digital solutions, improved contact center technology,                        

optimized processes, and better talent demand for an end-to-end managed services approach is expected to increase

l The global contact center market has rebounded quickly and followed an upward trajectory with the fastest growth in recent history 
l The market grew by 3-5% in 2019-20 and the total spend stood at US$89-91 billion in 2020
l The outsourced CXM market has a huge opportunity for growth as more enterprises are looking to strategically partner with service providers, and undertake digital CXM-

led transformation projects
l With pandemic-related situations stabilizing, organizations expect to leverage the learnings gathered during the pandemic to make a sustainable and long-term strategy 

for CXM 

Impact of the 
pandemic

Emerging trends 
in CXM post the 
crisis

CXM 
industry in 
the future
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This study offers six distinct chapters providing a deep dive into key aspects of the CXM 
market; below are four charts to illustrate the depth of the report

CXM market overview Demand for digital CXM

CXM service delivery Competitive landscape

CXM market size and growth
2017-2022E; Revenue in US$ billion

Market share of the 15 fast growing CXM service providers
2017-20; US$ billion

Market prevalence of digital CXM components across CXM clients
2020; percentage of active CXM clients with deployments

5%

75%

60%
50%

45%
40%

95%

25%

40%
50%

55%
60%

2019 2020 2021E 2022E 2023E 2024E

CXM WAHA delivery
2019-24E; % of WAHA FTEs

WAHAB&M agents

14.5-15.0 17.0-17.5
21.0-21.5 23.0-23.5

2017 2018 2019 2020

Combined
Market 
share

17-19% 19-21% 22-24% 24-26%

CAGR
in 2017-20XX%

12-14%

81-83 86-88 89-91 92-94 96-98

2017 2019 2020 2021E 2022E

3-4% 3-5% 3-5% 4-6%

XX% YoY growth CAGRXX% XX%

CXM Components Analytics Automation
Intelligent virtual 
agents / chatbots

CX consulting / 
design thinking

Market prevalence 25-30% 20-25% 10-15% 20-25%

Growth in number of client >150% 90-100% 110-120% 40-50%
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