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Introduction

Scope of this report

In recent years, Africa has emerged as a hub for CXM centers, attracting businesses from around the world seeking to tap into the growing African market. The growth of the CXM industry 

in Africa has been fueled by a range of factors, including economic growth, technological advances, increasing competition, and a focus on customer-centricity. With 17% of the world's 

population, Africa has a large and diverse market with great potential for growth and development. The CXM industry in Africa is driven by both local and international demand, and it 

encompasses a wide range of services such as customer support, technical support, IT services, and Business Process Services (BPS).

South Africa and Egypt have traditionally been the main centers for the delivery of CXM services to the EMEA region; however, there has been a recent uptick in interest and adoption of 

other African countries such as Morocco, Madagascar, and Kenya by both buyers and service providers. This trend reflects the increasing availability of talented individuals in these regions 

and the potential for specialized and judgment-intensive processes to be outsourced to Africa. 

In this research, the focus is to:

⚫ Understand the current state of the CXM industry in Africa

⚫ Identify the main reason for growth of Africa as a region

⚫ Provide insights about Africa’s leading service providers 

⚫ Provide a brief overview of leading African CXM providers

Geography Industry Services

Africa All Customer Experience 

Management (CXM) services
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⚫ The outsourced CXM services market in Africa is growing rapidly, driven by demand from global enterprises and local customers, and advances 

in technology

⚫ While over 50% of the customers being served from Africa are located within the EMEA region, there is an uptick in buyers from Americas for 

service delivery 

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

⚫ Skilled and multi-lingual workforce and cost advantages make Africa an attractive location for CXM delivery centers. Additionally, providers can 

ensure business continuity and impact sourcing through expansion into Africa

⚫ Companies in Africa are increasingly focusing on improving the customer experience to differentiate themselves from competitors and build 

brand loyalty to win over the large and growing middle class in many African countries

Growth driver of CXM market 

and delivery in Africa

⚫ Providers of CXM services in Africa are a mix of global and regional players that are heavily leveraging African delivery locations for providing 

services in and out of the continent

⚫ The Sub-Saharan African region is gaining prominence and these countries are being preferred for English language capabilities and favorable 

time zones to serve English-speaking regions in Europe

⚫ Providers are aiming to increase the percentage of impact sourcing through collaboration with NGOs and setting up of skill-based institutes for 

marginalized communities

Competitive and impact 

sourcing landscape

⚫ 16 leading CXM providers in Africa have been identified and the capabilities of these providers, including delivery capabilities, impact sourcing 

mix, language coverage, and digital CX capabilities have been studied

⚫ The leading CXM providers in Africa identified are CallForce, Comdata, CCI, Foundever, iContact BPO, Ignition Group, Intelcia Group, iSON

Xperiences, Majorel, Merchants, Startek, Teleperformance, Transcom, Webhelp, WNS, and Xceed

16 leading CXM providers 

identified

Africa market overview

Overview and abbreviated summary of key messages
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Overview of CXM in Africa Growth drivers of CXM delivery from Africa

Competitive landscape of Africa Leading CXM providers identified

This study offers two distinct chapters providing a deep dive into key aspects of Africa CXM 

market; below are four charts to illustrate the depth of the report

6

FTE share of global vs. regional CXM players 

2022; percentage of FTEs in ‘000s

25-30%

70-75%

100% = 200-250

Regional

Global

1   Service providers who are headquartered in Africa

We have studied 16 leading CXM providers in Africa that have significant amount of experience of serving clients across 

different regions as well as globally, in multiple languages. 

Leading players have been covered across following parameters 

Strength Capabilities Spread

16 leading CXM providers1

African outsourced CXM overall FTE size by buyer geography

2022; percentage of FTEs in ‘000s

Rest of 

the world

Delivery presence in Africa has been increasing with an FTE 

strength of 200,000-250,000 in 2022, as many countries in Africa 

become sought-after destinations. The majority of these FTEs are 

leveraged for service delivery to countries outside Africa

35-40%

60-65%

Africa

Skilled and multi-lingual workforce

Cost advantages

Business Continuity Planning (BCP) 

Proximity to customers 

Impact sourcing

Government and regulatory support

100% = 200-250

Global service providers Regionally-based providers1
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The market report has 16 CXM provider profiles delivering services from Africa
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