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Introduction

In 2023, the Customer Experience Management (CXM)

market saw moderate growth in the APAC region, driven by

the adoption of omnichannel solutions, generative Al, cloud
services, CX, and the growth in adoption of chat and social
media as a channel. Demand is rising, particularly from
emerging markets and first-time outsourcers who are
increasingly willing to leverage the expertise of third-party
service providers. Within the APAC region, the market’'s
diverse nature has led to a unique landscape, where
service providers distinguish themselves through a strong
regional presence and specialized local language
capabilities, catering effectively to varying client needs.

The travel and hospitality industry experienced a notable
rise in CXM outsourcing services expenditure, spurred by
increased tourism activities in APAC countries such as
Malaysia, Singapore, and the Philippines. Additionally, the
adoption of telehealth services in India and China is
boosting demand for CXM services in the healthcare
sector. The growing mobile penetration and the surge in
retail and e-commerce are further contributing to the rising
demand for digital CXM solutions in the region.
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In this report, we present an assessment and detailed
profiles of 29 CXM service providers featured on the CXM
Services in the APAC PEAK Matrix® Assessment 2024.
Each provider profile provides a comprehensive picture of
its service focus, key Intellectual Property (IP) / solutions,
and domain investments. 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

29 leading CXM providers featured on the

CXM Services in the APAC PEAK Matrix:

e Leaders: Altius Link, Concentrix, Teleperformance,
and transcosmos

e Major Contenders: Alorica, BellSystem24, Cognizant,
EXL, Foundever®, Genpact, HCLTech, IGT Solutions,
Infosys, Probe CX, Startek®, Sutherland, TCS, TDCX,
Tech Mahindra, TELUS Digital, TMJ, TTEC, VXI,
and Welsend

e Aspirants: CCl, FiveS Digital, HGS, ibex,
and MerchantsCX

Scope of this report

Geography: APAC
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 CXM PEAK Matrix® Assessment 2024 — APAC

Management (CXM) APAC market and its Based on Everest Group’s comprehensive evaluation framework, the PEAK Matrix®, the 29 established CXM providers
service provider landscape. It provides a deep- evaluated are segmented into three categories (in alphabetical order within each category):

dive analysis of how the service providers shape e Leaders: Altius Link, Concentrix, Teleperformance, and transcosmos

up in terms of their market impact and vision & ¢ Major Contenders: Alorica, BellSystem24, Cognizant, EXL, Foundever®, Genpact, HCLTech, IGT Solutions, Infosys,
capability. Based on the comprehensive Everest Probe CX, Startek®, Sutherland, TCS, TDCX, Tech Mahindra, Telus Digital, TMJ, TTEC, VXI, and Welsend

Group PEAK Matrix®, 29 CXM service providers ¢ Aspirants: CCI, FiveS Digital, HGS, ibex, and MerchantsCX

are segmented into Leaders, Major Contenders,
and Aspirants. 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

Everest Group Customer Experience Management (CXM) Services PEAK Matrix®
Assessment 2024 — APAC'

® | eaders
A

® Major Contenders O Aspirants  ¥¢ Star Performers

High

Leaders

Major Contenders

BellSystem24®

Market impact
Measures impact created in the market

Aspirants

Low

Low Vision and capability High

Measures ability to deliver services successfully
1 Assessment for Altius Link and BellSystems24 exclude service provider inputs and are based on Everest Group’s proprietary

Transaction Intelligence (Tl) database, provider public disclosures, and Everest Group’s interactions with buyers
Source: Everest Group (2024)
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Market impact

Measure of capability: @ Low . High

Vision and capability

. Vision and Scope of services | Innovation and
Providers Market adoption Portfolio mix Value delivered Overall strategy offered investments Delivery footprint Overall
Provider 1 O O 0 0 O O O 0 0
Provider 2 O G O O O G O O O
Provider 3 O O O 0 O O O 0 “
Provider 4 O O O 0 O O O O 0
Provider 5 O O 0 0 O O O 0 “
Provider 6 G O o O O G G O 0
Everest Group’s remarks on providers lllustrative example
Measure of capability: @ Low . High
Market impact Vision and capability
Vision and Scope of services Innovation and

Market adoption Portfolio mix

@ @ P P

Strengths

® Provider 1 serves clients across telecom and media, BFSI, retail,
manufacturing, healthcare, and public sectors, with a network of
approximately XYZ agents in Japan, Vietnam, Thailand, and Taiwan

(VoC) analysis, and process benchmarking

Value delivered Overall

It offers customer service, technical support, CRM technology, and
sales services. Its consulting services include CX strategy formulation,
end-to-end business process re-engineering, Voice of the Customer

strategy offered investments Delivery footprint Overall
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Limitations

e Despite its strong presence in the Japanese market, Provider 1's limited
experience in other APAC markets such as India, Australia, New Zealand,
and Malaysia may deter clients seeking multi-region support

e |ts service delivery is heavily focused on onshore locations in Japan,
which might not appeal to buyers looking for a diverse and cost-effective
delivery footprint across APAC
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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.
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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
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All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without any
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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.
/E\verest Group®

With you on the journey


http://www.everestgrp.com/terms-of-use/
mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.linkedin.com/company/everest-group/
https://www.facebook.com/everestgrp/
https://www.instagram.com/everestgrouplife/
https://twitter.com/EverestGroup
https://www.youtube.com/user/EverestGroup
https://www.everestgrp.com/
https://www.everestgrp.com/blog

