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Background of the research

In today's dynamic world, digital Customer Experience Management (CXM) harnesses a multi-layered ecosystem of technologies and concepts to design, monitor, and enhance customer
interactions delivered in a contact center environment to provide exceptional Customer Experience (CX) through a customer-centric approach. Enterprises leverage digital tools to gain
insights into customer behavior and preferences, facilitating personalized interactions, refining user interfaces, and optimizing processes to improve customer experience. In addition,
enterprises are undergoing rapid digital transformation to drive revenue growth and enhance agent satisfaction. Within this transformative landscape, distinct trends have emerged in
adopting various digital solutions. Notably, analytics stands out as the most widely implemented technology, while automation, conversational Al, cloud-based offerings, agent-assist,

CX consulting, and omnichannel platforms are also attracting substantial investments. These technologies enable faster issue resolution and empower agents while maintaining cost
efficiencies. Furthermore, while gen Al and Large Language Models (LLMs) are still in the early stages of adoption, we expect these technologies to significantly disrupt CXM over the next
few years.

In this report, we focus on:

e Understanding digital CXM and adoption trends

e Determining gen Al’s influence on digital CXM and the upcoming technological advances within digital CXM
e Enterprise perception of gen Al including current and future outlook and the evolving role of service providers

Scope of this report

l/ \l

Geography Industry / \ Services

Global : All \ ﬁ / Customer Experience
. . Management (CXM)
=== services
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Summary of key messages

Understanding
digital CXM and its
adoption trends

Potential of gen Al
and LLMs within
digital CXM

Other innovations
and developments
within digital CXM

The digital CXM market grew substantially at a rate of 31-33% year-on-year, reaching a market size of US$13-14 billion in 2022. Growth has been driven by rising
customer expectations for real-time and personalized support across multiple channels and increasing adoption of digital transformation initiatives by enterprises

The Americas region accounts for 50-55% of the total digital CXM market and has demonstrated a growth rate of 28-33% with the highest digital CXM penetration
compared to other regions. The APAC region has also exhibited promising growth of 30-35% amid increased investment by small and midsize businesses in digital
CXM

Enterprises are exploring next-generation KPIs such as Customer Effort Score (CES), revenue per interaction, Employee Net Promoter Score (ENPS), and digital
maturity index to foster revenue growth, enhance CX and agent experience, as well as facilitate and monitor the success of digital transformation initiatives

Gen Al is an emerging technology with a wide range of applications in digital CXM services. It has the potential to make operations more effective while enhancing
customer experience. This technology has garnered significant interest, with a particular focus on LLMs

Gen Al is still in its nascent stage and carries notable risks with its implementation. Although Al has played an important role in CXM and contact center operations
for a while, understanding the functioning and ecosystem of gen Al will be crucial for its large-scale adoption. Enterprises must devise strategic approaches to
embrace gen Al

Gen Al is expected to accelerate the growth of digital CXM further, with the growth opportunity being substantial in the next three years. By 2026, digital CXM is
anticipated to capture a market share of 26-28%, with mature economies such as North America, Continental Europe, and the UK expected to see wider gen Al
adoption within Banking, Financial services and Insurance (BFSI), healthcare, travel and hospitality, technology, and retail verticals

Some innovations and developments that have the potential to disrupt CXM operations include language translation solutions, metaverse, knowledge centers
and innovation hubs, and workforce management solutions

Service providers are leveraging language translation solutions for multilingual global customer support, offering immersive customer engagement through
metaverse, showcasing innovations through knowledge centers and innovation hubs, and enhancing operations with workforce management solutions for
improved delivery and cost efficiencies
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This study offers four 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 | Next-generation KPIs for digital CXM adoption

w CXM ~ outsourced market size The role of contact centers has transitioned from cost centers to strategic business enablers. Consequently, how organizations measure their success has also undergone a
Digital CXM 2018-238; revenuein US$ billion drastic shift, with organizations now focused on KPIs that can help them measure the impact on revenue growth, improved customer experience, and agent satisfaction, as
j j XXxx Digital CXM — outsourced market size | well as overall digital transformation.
23-25% i 3-5% 1 2018-23E; revenue in US$ billion
77777777777777777777 R SLEETTT TR Growth rate Conventional CXM KPls Next-generation CXM KPIs
,,,,,,,,,,,,,,,,,,,,,,,,,,,, N XXXX% g, Enterprises having a traditional cost optimization goal refer to KPIs Enterprises with a goal of fostering revenue growth, enhancing CX and agent
such as Net Promoter Score (NPS), Average Handling Time (AHT), ) ) experience, as well as facilitating digital transformation are exploring
and occupancy rate next-generation KPIs such as Customer Effort Score (CES), revenue per

interaction, and digital maturity index.
Digital transformation and

11-12 13-14 Next-generation KPIs:

Revenue growth Improved CX Improved agent experience process optimization
Upsell/Cross-sell conversion rate: measures the Customer Effort Score (CES): assesses the Employee Satisfaction (ESAT): tracks the Digital self-service adoption rate: tracks
percentage of interactions in which agents successfully ~ease with which customers can resolve their issues percentage of employees that express contentment the rate at which customers are using self-service
upsell or cross-sell additional products or services or complete tasks when interacting with the contact and fulfillment with their work environment, tasks, and  options such as chatbots, Interactive Voice Response
center overall job-related experiences (IVR) systems, or online knowledge bases
Customer Lifetime Value (CLV): tracks the long-term  C Journey Sati: ion (CJS): measures Employee Net Promoter Score (ENPS): assesses Digital maturity index: evaluates the level of digital
7-9% value of customers to the organization, considering how satisfied customers are with their overall employee satisfaction by analyzing if they would readiness and maturity of the contact center in terms of
Digital CXM their purchases and potential future revenue experience with a company, from the first point recommend other job seekers to work at their current technology, processes, and skills
of contact to the last organization
1-939
Traditional CXM 91-93% per i i the average Customer Retention Rate (CRR): measures the Employee flexibility: measures the level of flexibility Process automation rate: tracks the percentage of
revenue generated from each customer interaction percentage of customers organizations manage to agents have in scheduling and task management routine tasks and processes that have been automated
2018 2019 2020 2021 2022 2023E retain over a specific period of time to reduce manual workloads

Gen Al outlook | future of outsourced digital CXM market

Key challenges toda: Current solutions il P .
y challenges today Egﬁ;'bﬁ"’zmn:“‘““’c'“g spend B Digital CXM market size
Reliability o Trustworthiness of information: Gen Al lacks the multi-link selection of search e Human-in-the-loop for validation, content moderation, and Il Share of digital CXM in outsourced CXM market
engines, hindering the differentiation of reliable from less credible sources reinforcement learning
[ﬁ o Hallucinations: Gen Al can create plausible yet incorrect content, posing serious e Fine-tuning by training LLMs on smaller, targeted datasets
risks, notably in regulated industries o Specialized software or customized algorithms to convey Digital CXM market 2026

Context gap: LLMs, trained on generic data, struggle with domain-specific tasks, uncertainty
yielding subpar or erroneous outcomes

,,,,,,,,,,, . -US$ 25-28 billions
105-115

35-40

Regulation o Intellectual Property (IP) / copyright: The absence of IP/copyright protection for e Resemblance/Plagiarism checks with existing content and Additional 0-3
gen Al content can result in ownership disputes, lawsuits, and financial risks, leveraging licensed data for training
exacerbated by content similarities driven by prompts and training data, as wellas e Firms such as Appen and IBM are developing add-ons to spend grOWth
potential unauthorized use of IP-protected training data make gen Al more explainable and interpretable with the help through 2026 Productivity gains New
e Explainability: Gen Al's opaque decision-making poses challenges, particularly in of natural language and visualizations due to gen Al opponunities
legal justifications for actions such as fraud detection or claim approval created due
) ) - ) e ' ' - togen Al
Data privacy o Data privacy: The utilization of extensive datasets in training gen Al models, which e Data encryption for model training and prompts to protect
and security mightinvolve sensitive data, presents risks of data breaches and non-GDPR sensitive information
compliance. Additionally, the generated content itself could inadvertently expose e Utilizing gen Al-derived synthetic data for model refinement
identifiable information and reducing reliance on real-world data
about individuals or organizations e Prioritizing user consent, data transparency, and control in
e Cyber threat: The use of organizational data in fine-tuning gen Al models data collection and sharing
increases vulnerability to data breaches. Gen Al tools can potentially empower
cyber attackers to craft content for malicious purposes such as malware, phishing,
and identity theft 2023 spend 2026 spend
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