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Scope of this report

Geography: APAC

Industry: All

Services: Customer Experience 

Management (CXM) 

Introduction

In 2023, the Customer Experience Management (CXM) 

market saw moderate growth in the APAC region, driven by 

the adoption of omnichannel solutions, generative AI, 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.

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:

 Leaders: Altius Link, Concentrix, Teleperformance,

and transcosmos

 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

 Aspirants: CCI, FiveS Digital, HGS, ibex,

and MerchantsCX
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This report examines the Customer Experience 

Management (CXM) APAC market and its 

service provider landscape. It provides a deep-

dive analysis of how the service providers shape 

up in terms of their market impact and vision & 

capability. Based on the comprehensive Everest 

Group PEAK Matrix®, 29 CXM service providers 

are segmented into Leaders, Major Contenders, 

and Aspirants. Additionally, this report contains 

Everest Group’s remarks on each service 

provider’s strengths and limitations.

Overview and abbreviated summary of key messages

CXM provider landscape in the CXM PEAK Matrix® Assessment 2024 – APAC

Based on Everest Group’s comprehensive evaluation framework, the PEAK Matrix®, the 29 established CXM providers 

evaluated are segmented into three categories (in alphabetical order within each category):

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

 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

 Aspirants: CCI, FiveS Digital, HGS, ibex, and MerchantsCX
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Everest Group PEAK Matrix® Assessment 2024 Capability assessment Illustrative example

Everest Group’s remarks on providers Illustrative example

Providers

Market impact Vision and capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

strategy

Scope of services 

offered

Innovation and 

investments Delivery footprint Overall

Provider 1

Provider 2

Provider 3

Provider 4

Provider 5

Provider 6

High

Low

Low High
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Cognizant
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Genpact
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Probe CX

Startek®

Sutherland
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Tech Mahindra
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TTEC
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Vision and capability

Measures ability to deliver services successfully

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

1 Assessment for Altius Link and BellSystems24 exclude service provider inputs and are based on Everest Group’s proprietary 

Transaction Intelligence (TI) database, provider public disclosures, and Everest Group’s interactions with buyers 

Source: Everest Group (2024)

Everest Group Customer Experience Management (CXM) Services PEAK Matrix®

Assessment 2024 – APAC1

Leaders Major Contenders Aspirants Star Performers

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

 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 

(VoC) analysis, and process benchmarking

Limitations

 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

 Its 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

Market impact Vision and capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

strategy

Scope of services 

offered

Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Measure of capability: HighLow
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