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Introduction

European enterprises are rapidly embracing user experience design, prioritizing seamless interactions across customer, employee, and partner domains. Their dedication to
excellence is grounded in a commitment to sustainability and ethical practices, extending to the development of holistic stakeholder experiences for the eco-conscious
European consumer base. Concurrently, these enterprises are actively investing in cutting-edge technologies such as Generative Al, Blockchain, and the Metaverse,
reinforcing their leadership in design innovation.

In the realm of creative design services, Global System Integrators (GSls) are emerging as formidable competitors to native design agencies in the region, reflecting a
comprehensive and forward-thinking approach. By blending technology, sustainability, and superior design, European enterprises are strategically positioned at the forefront
of this dynamic business landscape, where creativity converges with technological advancements to shape the future of user experiences..

In this research, we present an assessment of 21 service providers featured on the Digital Interactive Experience (1X) Services PEAK Matrix® Assessment 2023 — Europe, a
comprehensive matrix that evaluates and categorizes service providers in terms of their capabilities in the space.

The assessment is based on Everest Group’s annual Request for Information (RFI) process for the calendar year 2023, interactions with leading IX service providers, client
reference checks, and an ongoing analysis of the IX services market.

Scope of this report Py
@ Geography @ Digital IX providers /. ﬁ.\ Services
Europe 21 \ i Digital Interactive
W \. ./ Experience (IX) services
N~
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Scope: Digital Interactive Experience (1X) service providers

IX strategy and consulting services

Stakeholder experience transformation consulting across IX solution segments includes experience design strategy, commerce strategy, digital product envisioning, campaign and
marketing communication strategy, market research planning, content strategy, and return-on-investment (Rol) model design.

Design services

Design services include user experience research and design, customer journey and persona mapping, wireframing and prototyping, creative audit, and validation and testing.

Content services

e Content generation

Data-driven marketing

e Content optimization e Marketing attribution

e Content management

e Content analytics e Predictive analytics

e Segmentation and personalization

e Marketing automation

IX technology services segments

Commerce services Campaigns, promotions, loyalty Media services

e Business-to-consumer (B2C) and e Campaign execution e Channel selection
Business-to-business (B2B) commerce e Promotions management e Channel optimization

e Social commerce e Loyalty programs e Media planning and buying

e Emerging commerce constructs

Platform services

e Media measurement

Platform services include implementation, migration, and upgrade of digital experience platforms, Customer Relationship Management (CRM) platforms, customer data platforms (CDP), hyper-
personalization engines, AdTech platforms, commerce platforms, design management systems, conversational marketing platforms, workflow automation solutions, and social media marketing/listening

tools across above mentioned technology services.

Product development

Digital product development includes user experience-driven application development aligned to existing, new, or disruptive business models. Services include agile development, testing, and DevSecOps

A

to rapidly build and scale minimum viable products (MVP).

/Eerest Group®
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Enabling layers

Infrastructure services

Critical capabilities such as OCM, talent, and skills
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The report includes detailed profiles of 21 Digital Interactive Experience (I1X) services
— Europe providers

Provider 1 profile (page 1 of 4)
Overview

Vision for DIX services
Provider 1's vision is to support ts clients in delivering digital experiences for customers
and society that drive business growth and value.

centage of projects in the European region ‘
Low (<15%) M Medium (15
| ] Fry

GAS' | UKI of

Delivery footpri ‘

Very Low (<10%) Low (10-30%) Il Medium (3¢

Nordics' Benelux'

Onshore? I Offshore’ [

1 Nordics — Norway, Sweden, Finland, and Denmark; Benelux ~ Belgium, Netherlands, and Luy
2 Onshore — The Nordics, Benelux, SE, and GAS.
3 Offshore - India, The Philippines

BRI orprns o

Provider 1 profile (page 2 of 4)
Case study

Case study 1 Enriched the B2B CX for an OEM

Business challenge

The client wanted to bridge the gap in its digital experience, as its small customers we;
the large customers by direct Electronic Data Interchange (EDI) connections, but the
had to order via customer service agents.

Solution

Deloitte Digital selected SAP Commerce Cloud as the technology platform to tightly inf
SAP ERP. A product catalog and packing logic had to be implemented to enhance the,
established an integrated team to design, build, test and successfully deploy the platfol
Impact

Itimproved the user experience for end customers as they no longer had to rely on sel

BRI e o
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Provider 1 profile (page 3 of 4)
Solutions and Investments

Proprietary solutions (representative list) ‘

Product Details

Solution 1 This solution is a campaign analytics platform {
Solution 2 This solution is a cloud-based lifecycle marketi|
Solution 3 This solution accelerates client projects and int
Solution 4 This solution facilitates businesses to impleme!

personalization and business processes with Ig

Key investments (representative list)

Details.

Investment theme

Acquisition Its investment at the parent brand level in term;

Partnerships It has further enhanced its play in the comm
Partnered with partner 2, a customer-led maj
Partnered with partner 3 to enable clients to

Joined the MACH Alliance to develop MACH

o o

Talent * Itis taking strategic steps of hiring senior leg
* Launched a work/life restoration program to |
affected by the war
A Ererest GRUP®  propristary & Confidential nc 64-R-6286

Provider 1 profile (page 4 of 4)
Everest Group assessment — Leader

Strengths

Measure of capability: (*) Low @ High
Market impact Vision & capabi

Visiol Innovation &
Market adopf Portfolio Value delivered Overall strategy Scope of services vestments Delivery footp! Overall

Limitations

o Provider 1 enjoys a significant presence in the Europe region with a primary focus on UK&I and
DACH region

o It also continues to enhance its onshore presence for its European clients with the opening of its
new delivery center

e Itis placing strong bets concerning its leadership talent strategy for expansion in the European
market in the creative services space

o Its prowess in the interactive experience space, particularly in digital commerce, has earned it
numerous partner awards and analyst recognitions

 Taking the European demand for sustainability-led engagements into consideration, it continues to
make significant investments in terms of in-house solutions and acquisitions of companies such as
acquired company1, a London-based climate change strategy consultancy

SRR GO g ¢ o

e Its recent rebranding and integration initiatives have led to confusion in the market, with many
competitors viewing it as to attack its positioning

It can further enhance its presence in the Nordics region of Europe

o Potential buyers perceive it as a premium provider but are not fully convinced of the price-value
linkage it offers



Research calendar
Interactive Experience (IX) Services

Il Published [ Planned [l Current release

Reports title Release date

Customer Data Platform (CDP) Products PEAK Matrix® Assessment 2023 May 2023
Customer Data Platform (CDP) Products Provider Compendium 2023 June 2023
Generative Al — Revolutionizing the Creative Design and Development Process May 2023
Customer Journey Orchestration : Empowering Personalized CX Across Touchpoints July 2023
Digital Commerce Platform State of the Market 2023 August 2023
Digital Interactive Experience (IX) Services PEAK Matrix® Assessment — North America 2023 October 2023
Digital Interactive Experience (1X) Services Provider Compendium — North America 2023 November 2023
Digital Interactive Experience (I1X) Services PEAK Matrix® Assessment — Europe 2023 November 2023
Digital Experience Platform (DXP) Products PEAK Matrix® Assessment 2023 December 2023
Digital Experience Platform (DXP) Products Provider Compendium 2023 December 2023
Content Supply Chain — Revolutionizing the Content Development Lifecycle December 2023
Digital Interactive Experience (IX) Services Provider Compendium — Europe 2023 December 2023
Voice of Stakeholder (VoS) Compendium Report 2023 Q1 2024
Decoding the MarTech Ecosystem and the Rise of Composability Q1 2024
Digital Commerce Services Mid-Market PEAK Matrix® Assessment 2024 Q2 2024

Note: Click to see a list of all of our published Interactive Experience (I1X) Services reports
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E G ® Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
Ve re St rO U p today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.

With you on the journey

NOTICE AND DISCLAIMERS
IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.

Stay connected THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP'S TERMS OF USE.
Dallas (Headquarters) Website Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
info@everestgrp.com everestgrp.com reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
+1-214-451-3000 to the link above for the full version of the Terms of Use.
Social Media Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Bangalore X @EverestGroup Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities

india@everestgrp.com
+91-80-61463500

m @Everest Group regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
defined by the | lat tit lysis of equit: iti defined by the |
ﬁ @Everest Group regulatory entity.

Pe!hi @ @Everest Group All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
india@everestgrp.com any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
+91-124-496-1000 Blog and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,

everestgrp.com/blog and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
London provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
unitedkingdom@everestgrp.com Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
+44-207-129-1318 any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.

Toronto Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
canada@everestgrp.com any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or
+1-214-451-3000 (2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise

or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.
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