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Introduction

Global disruptions and challenging macroeconomic conditions have caused economic downturns in various industries and regions leading to organizations prioritizing cost-reduction
initiatives. The CXM outsourcing industry has been playing a crucial role in addressing these challenges through cost optimization, continuous improvement, transformation, and innovation
efforts. At the same time, evolving enterprise needs are creating an opportunity for service providers to establish themselves as strategic partners.

This report delves into the overall outsourced CXM market, growth drivers in the Americas, EMEA, and APAC regions, outsourcing spend across geographies and industries, service
delivery models, emerging locations, and market outlook for 2023 and beyond. It also covers the competitive landscape, key investment trends, and significant mergers and acquisitions that
are shaping CXM outsourcing industry. The report addresses how organizations can navigate through uncertainty to become innovation leaders and outlines methodologies to manage the
challenging economic environment successfully.

In this research study, we focus on:
e Overview of the outsourced CXM market size and adoption trends across different parameters

e Overview of the outsourcing trends in the three regional CXM markets — Americas, EMEA, and APAC
e CXM service provider landscape

Future outlook for CXM outsourcing

Scope of this report

I/.\I
Geography Industry /[ \ Services
Global ’ All \ / CXM services
l\./l
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Summary of key messages

Global market view

e The outsourced CXM market
experienced robust expansion post the
pandemic. However, in 2022, market
growth dropped to more moderate levels
of 7-9%, reaching US$109-111 billion

e CXM outsourcing penetration has been
growing steadily as enterprises are
increasingly turning to providers to
achieve cost efficiency, benefit
from scalability, and the increasing
demand for digital CX services

e |n 2023, CXM outsourcing in certain
segments such as BFSI, Fast Growth
Tech (FGT), retail, and energy and
utilities, which saw strong growth in
2022, are expected to grow at a slower
pace or would even decline, compared
to other segments

Regional trends

e [n 2022, CXM outsourcing spend in the
Americas totaled US$54-56 billion with a
strong 7-9% growth, constituting half of
the global market. Small and midsized
enterprises are the primary drivers of this
growth as they seek shared-risk
engagements with service providers

e While EMEA accounted for 34% of the
global outsourced CXM market growing
at a rate of 6-8%, APAC held 16% share
of the global outsourced CXM market
with a growth rate of 9-11%, which is
relatively higher than the overall industry
growth

e Africa, Eastern Europe, India, and the
Philippines are seeing an increase in
demand for CXM delivery from the
region as enterprises look for multilingual
and cost-effective nearshoring and
offshoring options
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Provider landscape

e Numerous mergers and acquisitions
occurred including the two largest deals
ever recorded in the industry being
announced in the first half of 2023
(Teleperformance acquiring Majorel and
Concentrix merging with Webhelp)

e To help enterprises scale and maintain
competitiveness, providers are investing
in areas such as advanced technological
capabilities, partnership development,
and talent management

e CXM service providers are experiencing
slower growth of 3-5% in 2023 compared
to the last few years due to
macroeconomic uncertainties and
decreased demand in key sectors,
resulting in a relatively flat market
outlook

Future outlook

While sectors such as retail, telecom and
media, and technology are more
susceptible to economic slowdown,
healthcare and CPG usually demonstrates
more resilience during forecasted economic
downturns

Future growth of the outsourced CXM
market will come through technology
innovation, bringing excellence in delivery,
and focusing on customer retention while
forging strategic partnerships between
enterprises and service providers

Generative Al is forecasted to bring
numerous possibilities for various
applications within contact centers,
enabling CXM providers to drive significant
efficiencies and improvements in service
delivery by integrating the technology into
operations



This study offers five distinct chapters providing a deep dive into key aspects of the CXM
market; below are four charts to illustrate the depth of the report

CXM market overview

Outsourced CXM market size and growth
2019-23E; revenue in US$ billion

6-8%
12-14%
@ 7-9%
36% oo e 3-5%
e e
109-111 113-115

2019

101-103

2020 2021 2022

2023E

Large CXM providers IT-BPOs Industry focused? BPO pure-play Other CXM providers
Major players Provider 1 Provider 4 Provider 7 Provider 10 Provider 13
Provider 2 Provider 5 Provider 8 Provider 11 Provider 14
Provider 3 Provider 6 Provider 9 Provider 12 Provider 15
Market share XY% XY% XY% XY% XY%
Growth rate in o o o o o
2021-22 XY% XY% XY% XY% XY%

| CXM regional market overview

Outsourced CXM adoption by region
2021-22; percentage of revenue

Middle East & Africa
Asia Pacific

Latin America

Continental Europe X%

UK

North America

2021

Provider landscape | Future outlook

What will be impacted?

Growth rate
in 2021-22

XY%
XY%
XY%

X% XY%

XY%

XY%

2022

What will be resilient?

Mild recession

Severe recession

Consumers may cut back on spending for XYZ services,
while enterprises in this industry may experience a decline
in advertising revenue, budget constraints, and the
necessity to align with evolving consumer preferences,
which could result in reduced outsourcing volumes

Severe recession in the XYZ industry can lead to reduced
travel, cancellations, and a shift toward budget options
among consumers, while enterprises may experience a
drop in bookings, necessitating cost-cutting and a focus on
value offerings with protracted recovery

XYZ industry has rebounded after the pandemic with
diverse customer base of corporate and leisure travel
experiencing huge growth. This is expected to continue
unless there is a significant hit on incomes

Consumer spending on XYZ would maintain on account of
them being essential spending and the industry is expected
to be recession-resistant
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