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Introduction

The Customer Experience Management (CXM) market in APAC has shown significant resilience throughout the post-pandemic phase in 2021. The region has seen increased digitization 
and greater use of digital transactions in developing countries such as India, China, Malaysia, and Indonesia. The pandemic has disrupted buyer mindsets and altered their priorities with 
heightened awareness around the importance of superior CX to drive customer acquisition and retention as well as create market differentiation. There is also an increased emphasis on 
Business Continuity Planning (BCP), for which partnerships with service providers are being leveraged. Buyer demographics in the APAC region are skewed toward small and mid-size 
enterprises that require a combination of digital tools such as advanced analytics, intelligent automation, conversational AI, omnichannel, and agent-assist tools to cater to the surging 
demand for personalization by end customers across industries. There is also a strong demand for transformation consulting services such as customer journey mapping and design 
thinking by enterprises to accelerate their digital transformation initiatives and achieve business continuity leading to scope expansion within the existing CXM contracts.

In this research, we present detailed assessments of 20 CXM service providers in APAC featured on the CXM Services PEAK Matrix® Assessment 2022. Each assessment provides a 
comprehensive picture of the service provider’s market success, vision and strategy, service focus and capabilities, digital and technological solutions, domain investments, and buyer 
feedback. The assessment is based on Everest Group’s annual RFI process for the calendar year 2022, interactions with leading CXM service providers, client reference checks, and an 
ongoing analysis of the CXM services market.

This report includes the profiles of the following 17 leading CXM service providers featured on the CXM PEAK Matrix®:
 Leaders: Concentrix, Probe CX, Teleperformance, and transcosmos
 Major Contenders: EXL, Genpact, Sitel Group®, Startek®, TCS, TDCX, Tech Mahindra, TTEC, VXI, and Webhelp
 Aspirants: DXC Technology, IGT Solutions, and Welsend

Geography Providers Services
APAC 17 Customer Experience 

Management (CXM)

Scope of this report

Note: Profiles of BellSystems24, Relia, and TMJ have been excluded from this report, as our assessments was made without their RFI participation, and information was therefore limited. Our assessments of these companies is based on Everest Group’s 
proprietary Transaction Intelligence (TI) database, service provider public disclosures, and Everest Group’s interactions with buyers
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Overview and abbreviated summary of key messages

This report provides 17 accurate, comprehensive, and fact-based snapshots of major Customer Experience Management (CXM) service providers in APAC. Each profile features a 
company overview, the provider’s delivery locations, capabilities, key clients, proprietary and partnered solutions, and Everest Group's provider assessment.

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

The 2022 APAC CXM PEAK Matrix® positioning is as follows:
 Leaders: Concentrix, Probe CX, Teleperformance, and transcosmos
 Major Contenders: Bell System24, EXL, Genpact, Relia, Sitel Group®, Startek®, TCS, TDCX, Tech Mahindra, TMJ, TTEC, VXI,

and Webhelp
 Aspirants: DXC Technology, IGT Solutions, and Welsend
 Based on the relative Year-on-Year (YOY) movement of each service provider, Everest Group identified four providers as the

“2022 CXM in APAC Star Performers” – Probe CX, Webhelp, transcosmos, and Startek®

Each service provider profile captures the following CXM-specific detail:
 Scale of operations including key leaders, recent developments including ESG initiatives, revenues, FTEs, and clients
 FTE split by delivery location, language, and process and revenue split by geography, industry, and buyer size
 Technology suite including key partnerships and brief descriptions of key proprietary solutions
 Key CXM clients including brief descriptions of key CXM engagements
 Detailed assessment of CXM capabilities on market impact and vision and capability parameters, along with remarks on each service

provider’s strengths and limitations
 APAC delivery locations: key delivery locations in APAC

Profiles of CXM Leaders, 
Major Contenders, and Aspirants

CXM service provider landscape in 
APAC and PEAK Matrix® 2022
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The Customer Experience Management (CXM) in APAC – Provider Compendium 2023
report has 17 provider profiles
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