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Background and scope of research

The Customer Experience Management (CXM) market in
the Americas experienced decent growth, buoyed by
bullish sentiments, particularly in the United States, due to
stronger economic conditions. This environment has
prompted service providers to increase investments in their
Americas operations. Enterprises in the region are
advancing digital transformation, leading service providers
to offer a wide range of digital CX solutions, including
automation, analytics, conversational Al, chatbots, self-
service, omnichannel delivery, and cloud-based contact
center solutions.

To support the ideation, development, and implementation
of various digital CX tools including gen Al solutions, a
considerable number of service providers have established
Centers of Excellence (CoEs). Many gen Al solutions are
being deployed including knowledge-as-a-service tools,
learner co-pilots, QA&QC co-pilots, conversational gen Al
chatbots, and agent-assist tools. Additionally, almost all
service providers are partnering with hyperscalers and Al
start-ups to deliver gen Al-centric offerings, further
enriching their service portfolios.
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In this report, we present an assessment and detailed
profiles of 43 CXM service providers featured on the CXM
Services in the Americas PEAK Matrix® Assessment 2024.
Each provider profile provides a comprehensive picture of
its service focus, key Intellectual Property (IP) / solutions,
domain investments, and case studies. The assessment is
based on Everest Group’s annual RFI process for the
calendar year 2024, interactions with leading CXM service
providers, client reference checks, and an ongoing
analysis of the CXM services market.

This report includes the profiles of the following 43

leading CXM providers featured on the CXM Services

in the Americas PEAK Matrix®:

e Leaders: Alorica, Concentrix, Foundever,
Teleperformance, TELUS Digital, and TTEC

e Major Contenders: Arise, Atento, CCl, Cognizant,
Conduent, Datamatics, eClerx, Etech, EXL, Firstsource,
Genpact, GlowTouch, HCLTech, HGS, ibex, IGT
Solutions, Infosys, Intelcia, IntouchCX, Konecta,
ProbeCX, Qualfon, ResultsCX, Startek®, Sutherland,
TaskUs, TCS, Tech Mahindra, Transcom, and VXI

e Aspirants: Auxis, Centro, Conectys, Ignition CX,
MerchantsCX, Pentafon, and Welsend

Scope of this report

Geography: Americas
Industry: All

Services: Customer Experience
Management (CXM)
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Overview and abbreviated summary of key messages

This report examines the Customer Experience CXM provider landscape in the Americas Peak Matrix® 2024

Management (CXM) Americas market and its Based on Everest Group’s comprehensive evaluation framework, the

service provider landscape. It provides a deep- PEAK Matrix®, the 43 established CXM providers evaluated are segmented into three categories (in alphabetical order
dive analysis of how the service providers within each category):

shape up in terms of their market impact and e |eaders: Alorica, Concentrix, Foundever, Teleperformance, TELUS Digital, and TTEC

vision & capability. Based on the e Major Contenders: Arise, Atento, CCI, Cognizant, Conduent, Datamatics, eClerx, Etech, EXL, Firstsource, Genpact,
comprehensive Everest Group PEAK Matrix®, GlowTouch, HCLTech, HGS, ibex, IGT Solutions, Infosys, Intelcia, IntouchCX, Konecta, ProbeCX, Qualfon, ResultsCX,
43 CXM service providers are segmented into Startek®, Sutherland, TaskUs, TCS, Tech Mahindra, Transcom, and VXI

Leaders, Major Contenders, and Aspirants. e Aspirants: Auxis, Centro, Conectys, Ignition CX, MerchantsCX, Pentafon, and Welsend

Additionally, this report contains Everest
Group’s remarks on each service provider’s
strengths and limitations
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This study offers distinct chapters providing a deep dive into key aspects of CXM market; below
are three charts to illustrate the depth of the report

Everest Group PEAK Matrix® Assessment 2024 Capability assessment lllustrative example
. . easure of capability: ow i
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=
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. Strengths Limitations
Low RRSYlEls]
* Provider 1, employs over XYZ agents to serve the Americas region, e Provider 1 has limited experience in serving clients from
Low Vision and capabilit High primarily providing services to the US, while also extending services manufacturing, government, and CPG verticals may restrict its
Measures ability to deliver sperviceys successfully to clients across other countries in the region such as Canada and ability to support a broader audience
Mexico

Provider 1 predominantly serves midsize and large enterprises with
* Buyers highlighted proactive communication, ability to handle revenues exceeding US$1 billion. Its experience in serving small
complexities, and ease of doing business as key strength areas enterprises remains limited

1 Assessments for Intelcia excludes service provider inputs and is based on Everest Group’s proprietary Transaction Intelligence (TI)
database, provider public disclosures, and Everest Group’s interactions with buyers
Source: Everest Group (2024)
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through 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.

Notice and disclaimers

Important information. Please review this notice carefully and in its entirety. Through your access, you agree to Everest Group’s terms of use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by reference as if
fully reproduced herein. Parts of these terms are pasted below for convenience; please refer to the link above for the full
version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities 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 regulatory entity.

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without any
warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use and any
reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor, and nothing
provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group provides is an offer to
sell or a solicitation of an offer to purchase any securities or instruments from any entity. Nothing from Everest Group
may be used or relied upon in evaluating the merits of any investment. Do not base 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.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute any
recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or (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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