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Background of the research

Brazil is one of the largest CXM markets in Latin America due to its large population. It is dominated by local CXM service providers, with a few global service providers with significant
presence in the country. Most Brazilian CXM industry FTEs serve the domestic market, supporting local enterprises in Brazil as well as global enterprises that need support for their
Brazilian operations, with very limited offshoring done for clients in Portugal. Also, because Brazil in the only major Portuguese-speaking country outside of Portugal, nearly all domestic
demand is met through CXM operations within the country.

The Everest Group CXM in Brazil Top 15 Providers 2022 is a list of the 15 largest Customer Experience Management (including Contact Center Outsourcing) service providers in Brazil,
based on size of their operational workforce in Brazilian delivery centers. This list helps enterprises to identify the large-scale service providers in Brazil and their industry coverage.

In this research, we:

e List the 15 largest CXM service providers (by size of workforce) in Brazil

e Describe the service providers’ coverage of leading industry segments

e Provide a brief overview of service providers’ capabilities such as process coverage, delivery sites, and digital capabilities

Research methodology:

e Qualification — only the 15 largest service providers, based on their CXM workforce, qualify for inclusion in our CXM in Brazil Top 15 report

e Rank determination — providers are ranked on the basis of overall number of FTEs in Brazilian delivery centers

Scope of this report

l/.\l

Geography Industry 14 \ Services

Brazil : All '\ /' Customer Experience
l\./l

Management (CXM) services
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This study offers insights into the 15 largest CXM service providers in Brazil including a brief
overview of their capabilities; charts below illustrate the depth of the report

Top 15 CXM service providers in Brazil | 2022

< Coverage of leading industry segments? >

Type of Number of Healthcare & Telecom & Energy & Travel &

Headquarters ownership CXM FTEs! BFSI Technology Retail life sciences utilities hospitality

1 Provider 1 Sao Paulo Public

T hiders 1 Temopade | bl 2.00028,000 | LT

3 Powders | SsoPauo | Prvale | 200027000, L, o,

4 Proded | BdoHomone | Piae | 2400026000 4, .,

1 Based on Everest Group’s proprietary Transaction Intelligence (TI) database, service provider public disclosures, and Everest Group’s estimates.
2 The industry segments listed are not an exhaustive representation of the industries the provider serves
Source:  Everest Group (2022)

Overview of the top 15 CXM providers in Brazil

Provider 1 Provider 2 Provider 3 Provider 4

e Provider 1 is among the largest provider of CXM and BPO services

in Brazil with over XXXX agents in Brazil with over XXXX agents

e |t provides a range of CX services including inbound/outbound sales
support, technical support, payment collections, order fulfillment,
order processing, and customer service

e |t provides a range of CX services including inbound/outbound sales
support, technical support, payment collections, order fulfillment,
order processing, and customer service

e |t provides a range of CX services including inbound/outbound sales
support, technical support, payment collections, order fulfillment,
order processing, and customer service

e |t provides a range of CX services including inbound/outbound sales
support, technical support, payment collections, order fulfillment,
order processing, and customer service

e It has made significant investments in CX process consulting, e It has made significant investments in CX process consulting,

3 e It has made significant investments in CX process consulting,
Al/cognitive solutions, analytics, and RPA, either developed ' Al/cognitive solutions, analytics, and RPA, either developed

Al/cognitive solutions, analytics, and RPA, either developed
internally, or through partnered solutions

e It has made significant investments in CX process consulting,
Al/cognitive solutions, analytics, and RPA, either developed

internally, or through partnered solutions internally, or through partnered solutions internally, or through partnered solutions

e Its presence in Brazil is significant, with more than XX delivery
centers across various states, including in Bahia, Minas Gerais, Rio
de Janeiro, Santo Andre, and Sao Paulo

e Its presence in Brazil is significant, with more than XX delivery
centers across various states, including in Bahia, Minas Gerais, Rio
de Janeiro, Santo Andre, and Sao Paulo

e Its presence in Brazil is significant, with more than XX delivery
centers across various states, including in Bahia, Minas Gerais, Rio
de Janeiro, Santo Andre, and Sao Paulo

e Its presence in Brazil is significant, with more than XX delivery
centers across various states, including in Bahia, Minas Gerais, Rio
de Janeiro, Santo Andre, and Sao Paulo
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Research calendar
Customer Experience Management (CXM) Services

Il Published [ Planned [ Current release

Flagship reports Release date

Conversational Al Technology Vendor Compendium 2021 October 2021
The Aftermath of COVID-19: Customer Experience Management (CXM) State of the Market Report 2022 October 2021
Customer Experience Management (CXM) in EMEA - Service Provider Compendium 2022 October 2021
Customer Experience Management (CXM) in APAC — PEAK Matrix® Assessment with Service Provider Landscape 2021 December 2021
February 2022

Q3 2022

Q3 2022

Q3 2022

Q3 2022

Customer Experience Management (CXM) in Brazil: Top 15 Providers 2022 January 2022
Q1 2022

Q1 2022

Q1 2022

Q1 2022

Q2 2022

Note: For a list of all of our published CXM reports, please refer to our website page.
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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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