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Background of the research

Scope of this report
Geography Industry Services
Global All Customer Experience 

Management (CXM) services

Increasing globalization and customers’ access to information is compelling companies to deliver superior Customer Experience (CX). Digital tools and technologies have been an essential 
component of superior CX, and the adoption of these solutions has been growing for several years. Global disruptions in service delivery caused by the pandemic have further accelerated 
the adoption, supported by greater accessibility to cloud platforms and advances in CX technologies across advanced analytics, intelligent automation, conversational AI, and agent-assist 
tools. Enterprises are partnering with third-party providers for digital transformation initiatives to ease their transformation journey and achieve greater cost-savings and customer 
satisfaction, enabled by robust end-to-end technological capabilities and industry-specific implementation expertise of providers. This report studies different facets of digital CXM, its 
adoption trends across geographies and industries, the competitive landscape with differentiating factors for service providers, key investment themes, and strategic partnerships that are 
being forged, impacting the overall CXM market. Finally, we conclude by examining the major trends shaping the future of digital CXM. 

In this research, we focus on:
 Understanding digital CXM and its benefits 
 Overview of digital CXM adoption trends across the globe 
 Growth of digital CXM and its growing importance for both service providers and enterprise buyers
 Use cases of different digital CXM solutions across industries
 Overview of the competitive landscape, key winning themes for providers, and technology provider landscape  
 Major trends in digital CXM shaping the future of CXM outsourcing 
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Summary of key messages 

 The outsourced digital CXM market size stood between 
US$10-12 billion at the end of 2021, growing at a CAGR of 
31-35% from 2016 to 2021

 While CX consulting and advanced analytics are the top 
contributors in the digital CXM market in terms of revenue, 
AI/chatbots and analytics have showcased higher growth in 
client deployments in 2020-21

 The Americas region accounts for 50-55% of the global 
digital CXM market, followed by EMEA and APAC. The 
APAC market grew most rapidly at a rate of more than 
35%, it was trailed by Americas and EMEA respectively in 
terms of growth in 2020-21

 Increasing maturity of enterprises and industry-specific use 
cases of digital CXM solutions are leading to an increase in 
the inclusion of digital CXM components in the new 
contracts being signed 

 Along with an aim to deliver differentiated customer 
experience, organizations are also leveraging digital CXM 
solutions to drive improvement in their talent management 

 With a potential recession on the horizon, enterprises will 
seek digital CX for strategic decision-making and reduce 
operational overheads and realize better cost savings 

Scope of digital CXM and current market adoption Competitive landscape 

Future outlook
 Digital customer experience ranks among the top 

strategic initiatives for enterprises. In the next 
12-18 months, advanced analytics and automation 
solutions remain the priority for enterprises on their 
digital transformation journey

 As enterprises embrace digital CXM and strive to 
deliver superior customer experience, focus on hyper-
personalized experience, demand for better accuracy 
and faster implementation of out-of-the-box solutions, 
adoption of Contact Center as-a-service (CCaaS), 
and end-to-end managed services approach is 
expected to increase

 Digital CXM has now become the key differentiator in the outsourced CXM market. Service providers with a 
greater focus on 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

 Buyers’ outsourcing priorities have evolved, and they are looking to partner with service providers offering 
higher flexibility, quick deployment, domain-specific insights, as well as risk mitigation measures

 Service providers are increasingly investing in partnerships to fill capability 
gaps across traditional areas such as automation, AI, and analytics, as well 
as new areas such as remote workplace and security solutions 
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This study offers five distinct chapters providing a deep dive into key aspects of digital CXM 
market; below are three charts to illustrate the depth of the report

Digital CXM market size and growth Digital CXM market adoption by vertical

Outcome of a focus on digital CXM Investment route to build digital CXM capabilities

Traditional CXM

Digital CXM

94-96% 93-95% 91-93% 90-92% 88-90%

4-6%
6-8% 7-9% 8-10%

10-12%

2016 2018 2019 2020 2021

78-80
84-86 86-88 89-91

101-103

8-10%

36-38%

4-6%

23-28%

Growth rate 
in 2020-21

CAGR
in 2016-21

CXM outsourced market size  
2016-21; revenue in US$ billion

XX-XX XX-XX% XX-XX%Global CXM market split 
2016-21; percentage of the overall market

Digital CXM adoption 
by industry
2020-21; percentage of 
digital CXM revenue

20% 19%

10% 14%

24% 22%

9% 7%
4% 4%
6% 7%
8% 8%
3% 4%
9% 9%
7% 8%

2020 2021

Telecom and media

Technology

BFSI

Retail
Energy & utilities

Manufacturing

Government

Other industries
Healthcare

Travel and hospitality

Growth rate 
in 2020-21

30-35%

>50%

30-35%
25-30%
>50%
25-30%

35-40%

20-25%

30-35%

<1%

Revenue growth Client growthCXM market revenue and client  
2020-21; percentage growth 

By share of total of investments, 2019-21

   
   

  
   

Technological capabilities where partnerships are being leveraged the most
 Cloud-based omnichannel solutions 
 Automation and AI
 Intelligent Virtual agents (IVAs) and chatbots  
 Agent-assist solutions and talent management solutions
 Industry-specific solutions

Year In-house capability Partnerships
2019-20 35-40% 60-65%
2020-21 30-35% 65-70%

Note: Based on capability assessments of 47 service providers
Source: Everest Group (2022)

Source: Everest Group (2022)
Note: Based on capability assessments of 47 service providers

Source: Everest Group (2022)

12%

18%

7%

11%

CXM service providers with
greater than 20% 

revenue coming from digital CXM

CXM service providers with
less than 20% 

revenue coming from digital CXM
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