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The Customer Experience Management (CXM) market in the Americas region has shown significant resilience throughout the post-pandemic phase in 2021, as enterprises across the 
board continued their investments in this space to retain existing customers and attract new ones. These investments were primarily driven by digital CX implementations in areas such as 
automation, analytics, conversational AI/chatbots, agent-assist solutions, omnichannel delivery, and cloud-based contact center platforms to modernize their contact centers and provide the 
frictionless experience that modern-age customers expect from brands. There has been an increased demand for the Work at Home Agent (WAHA) service delivery model from enterprises 
that are especially looking for onshore support for their end customers. Also noticeable was 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 a scope expansion within existing CXM contracts. The LATAM 
market grew slightly faster than the North American market, albeit on a smaller base.

In this research, we present detailed assessments of 37 CXM service providers in the Americas 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 37 leading CXM service providers featured on the CXM PEAK Matrix®:
 Leaders: Alorica, Concentrix, Sitel Group®, Teleperformance, TELUS International, and TTEC

 Major Contenders: [24]7.ai, Arise, Atento, Cognizant, Comdata Group, Conduent, EXL, Genpact, HGS, IBM, Infosys, Majorel, Qualfon, ResultsCX, Startek®, Sutherland, TaskUs, TCS, 
Tech Mahindra, Transcom, VXI, Webhelp, and Working Solutions

 Aspirants: CCI, Datamark, Datamatics, DXC Technology, GlowTouch, IGT Solutions, itel, and Liveops

Introduction

Geography Providers Services
Americas 37 Customer Experience 

Management (CXM)

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

Customer Experience Management (CXM) in the Americas – Service Provider Compendium features accurate, comprehensive, and fact-based snapshots of 37 CXM service providers in the 
Americas. It features their scale of operations, digital solutions, and delivery locations, along with Everest Group’s PEAK Matrix® service provider assessment. 

Overview and abbreviated summary of key messages

The 2022 EMEA CXM PEAK Matrix® positioning is as follows:
 Leaders: Alorica, Concentrix, Sitel Group®, Teleperformance, TELUS International, and TTEC
 Major Contenders: [24]7.ai, Arise, Atento, Cognizant, Comdata Group, Conduent, EXL, Genpact, HGS, IBM, Infosys, Majorel, 

Qualfon, ResultsCX, Startek®, Sutherland, TaskUs, TCS, Tech Mahindra, Transcom, VXI, Webhelp, and Working Solutions
 Aspirants: CCI, Datamark, Datamatics, DXC Technology, GlowTouch, IGT Solutions, itel, and Liveops

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
 Americas delivery locations: key delivery locations in Americas

Profiles of CXM Leaders, 
Major Contenders, and Aspirants

CXM service provider landscape in 
EMEA and PEAK Matrix® 2022
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The Customer Experience Management (CXM) in the Americas report has over 37 provider 
profiles/buyer case studies/architecture of the survey questionnaire, etc.
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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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