Customer Experience Management (CXM) Services PEAK Matrix®
Assessment 2024 - EMEA

September 2024: Complimentary Abstract / Table of Contents

PE /K

MATRIX®
Customer Experience Management Services

/E\verest Group®



Our research offerings

This report is included in the following research program(s):
Customer Experience Management Services, CX Excellence

>

>

>

>

>

YV vV Y Y Y Y VY Y VY Y VY Y VY VY VY VY VY VY VY VvYYyYy

Advanced SciTech

Amazon Web Services (AWS)

Application Services

Artificial Intelligence (Al)

Asset and Wealth Management

Banking and Financial Services Business Process
Banking and Financial Services Information Technology
Catalyst™

Clinical Development Technology

Cloud and Infrastructure

Contingent Staffing

Contingent Workforce Management

Customer Experience Management Services

CX Excellence

CXM Technology

Cybersecurity

Cyber Threat Detection and Response

Data and Analytics

Digital Adoption Platforms

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Research and Development
Enterprise Platform Services

Exponential Technologies

vV ¥V vV VvV VvV Y Y Y Y Y Y Y VY VY VY VY Yy VY VY VY VY VY VY VY VvYYyYy

Finance and Accounting

Financial Crime and Compliance
Financial Services Technology (FinTech)
Forces & Foresight

GBS Talent Excellence

Global Business Services

Google Cloud

HealthTech

Human Resources

Insurance Business Process

Insurance Information Technology
Insurance Technology (InsurTech)
Insurance Third-Party Administration (TPA) Services
Intelligent Document Processing
Interactive Experience (IX) Services

IT Services Excellence

IT Talent Excellence

Life Sciences Business Process

Life Sciences Commercial Technologies
Life Sciences Information Technology
Locations Insider™

Marketing Services

Market Vista™

Microsoft Azure

Microsoft Business Application Services
Modern Application Development (MAD)

/Eerest Group® Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6646

vV V VYV YV Y YV Y Y Y Y Y Y Y VY VY Y VY VY VY VY VY VY VvV VvYYyYy

>

Mortgage Operations

Multi-country Payroll

Network Services and 5G

Oracle Services

Outsourcing Excellence

Payer and Provider Business Process
Payer and Provider Information Technology

Price Genius — AMS Solution and Pricing Tool

Pricing Analytics as a Service

Process Intelligence

Process Orchestration

Procurement and Supply Chain
Recruitment

Retail and CPG

Retirement Technologies

Revenue Cycle Management

Rewards and Recognition

SAP Services

Service Optimization Technologies
Software Product Engineering Services
Supply Chain Management (SCM) Services
Sustainability Technology and Services
Talent Genius™

Technology Skills and Talent

Trust and Safety

Value and Quality Assurance (VQA)

If you want to learn whether your
organization has a membership
agreement or request information on

pricing and membership options, please

contact us at info@everestgrp.com

Learn more about
our custom research capabilities

Benchmarking
Contract assessment
Peer analysis

Market intelligence

Tracking: providers, locations, risk,
technologies

Locations: costs, skills, sustainability,
portfolios


mailto:info@everestgrp.com

For more information on this and other
research published by Everest Group,
please contact us:

David Rickard, Partner

Divya Baweja, Practice Director
Anubhav Das, Practice Director
Samreena GC, Senior Analyst
Rishav Kumar, Senior Analyst
Joshua Victor, Senior Analyst
Jagrit Kasera, Analyst

Contents

5 Introduction and overview 27 Enterprise sourcing considerations
6 Research methodology 27 Leaders
7  Detailed description of processes within CXM 28 Concentrix
8 Key source of proprietary information 30 Foundever®
9  Background and scope of the research 32 Konecta
34 Teleperformance
10 Executive summary 36 Major Contenders
11 Summary of key messages 37 Alorica
12  Other notable providers 39 Ascensos
41 Atento
14 CXM Services in EMEA PEAK Matrix® 43 Bosch Service Solutions
Assessment 2024 45 Capita
15 PEAK Matrix® framework a7 Cognizant
18  Everest Group PEAK Matrix® for 2024 49 Conduent
19 Characteristics of Leaders, Major Contenders, and Aspirants o =L
20 Star Performers o3 Firstsource
22 Provider capability summary dashboard oo Genpact
57 HCLTech
59 HGS
61 IGT Solutions

Copyright © 2024 Everest Global, Inc.

We encourage you to share these materials internally in accordance with your license. Sharing these materials outside your organization in any form — electronic, written, or verbal — is prohibited
unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your
license of them.

/E\Verest Group®  Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6646


mailto:david.rickard@everestgrp.com
mailto:divya.baweja@everestgrp.com
mailto:anubhav.das@everestgrp.com
mailto:samreena.gc@everestgrp.com
mailto:rishav.kumar@everestgrp.com
mailto:gudala.victor@everestgrp.com
mailto:jagrit.kasera@everestgrp.com

Contents

36
63
65
67
69
71
73

75
77
79

81
83
85
87
89
90
92
94
96
98

Major Contenders (continued)

Infosys

Intelcia
iISON Xperiences
Sigma Connected

Startek®
Sutherland

TaskUs
TCS
Tech Mahindra

TELUS Digital
Transcom
TTEC
Ventrica

Aspirants

Arise

CCl
Centro
Conectys
Ignition CX

/E\Verest Group® Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6646

100
102

MerchantsCX
Welsend

104 Appendix

105
106

Glossary
Research calendar



Background and scope of research

The Customer Experience Management (CXM) market in
the EMEA region has shown resilience amidst a difficult
macroeconomic environment. This is driven by diverse
economic conditions and accelerated digital transformation
initiatives. With its stable economy and advanced digital
infrastructure, Western Europe leads in CXM innovation.
Specific growth drivers include increased adoption of Al
and automation technologies, rising demand for enhanced
customer service capabilities, substantial investments in
digital infrastructure, and a notable surge in demand from
the energy and utilities sector amid a global energy crisis.

Enterprises in EMEA are aggressively pursuing digital
transformation, with service providers focusing on
delivering tailored digital CX solutions emphasizing data
privacy and security. These solutions include advanced
automation, predictive analytics, conversational Al,
multilingual chatbots, self-service options, omnichannel
delivery, and scalable cloud-based contact centers.
Additionally, there is a growing demand for Al-driven
personalization and localized service delivery to cater to
the region's diverse cultural and multilingual needs.
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This report presents an assessment and detailed profiles of
37 CXM service providers featured on the CXM Services in
the EMEA 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 37
leading CXM providers featured on the CXM Services
in the EMEA PEAK Matrix:

e Leaders: Concentrix, Foundever®, Konecta, and
Teleperformance

e Major Contenders: Alorica, Ascensos, Atento, Bosch
Service Solutions, Capita, Conduent, Cognizant, EXL,
Firstsource, Genpact, HCLTech, HGS, IGT Solutions,
Infosys, Intelcia, iISON Xperiences, Startek®, Sutherland,
Sigma Connected, TaskUs, TCS, Tech Mahindra,
TELUS Digital, Transcom, TTEC, and Ventrica

e Aspirants: Arise, CCI, Centro, Conectys, Ignition CX,
MerchantsCX, and Welsend

Scope of this report

Geography: EMEA
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 — EMEA

Management (CXM) EMEA market and its Based on Everest Group’s comprehensive evaluation framework, the PEAK Matrix®, the 37 established

service provider landscape. It provides a CXM providers evaluated are segmented into three categories (in alphabetical order within each category):

deep-dive analysis of how the service providers e Leaders: Concentrix, Foundever®, Konecta, and Teleperformance

shape up in terms of their market impact and ¢ Major Contenders: Alorica, Ascensos, Atento, Bosch Service Solutions, Capita, Conduent, Cognizant, EXL,

vision & capability. Based on the Firstsource, Genpact, HCLTech, HGS, IGT Solutions, Infosys, Intelcia, iSON Xperiences, Startek®, Sutherland, Sigma
comprehensive Everest Group PEAK Matrix®, Connected, TaskUs, TCS, Tech Mahindra, TELUS Digital, Transcom, TTEC, and Ventrica

37 CXM service providers are segmented into e Aspirants: Arise, CClI, Centro, Conectys, Ignition CX, MerchantsCX, and Welsend

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 — EMEA'

® | eaders
A

® Major Contenders O Aspirants ¢ Star Performers

High
Leaders

Teleperforn
Con

Major Contenders

Intelcia
Tech Mahindra

Bosch Service %}Iutions

Xperiences

Market impact
Measures impact created in the market

Aspirants

Low

L High
ow Vision and capability 9

Measures ability to deliver services successfully

1 Assessment for Intelcia excludes provider inputs and is based on Everest Group’s proprietary Transaction Intelligence (Tl) database,
provider public disclosures, and Everest Group’s interaction with buyers
Source: Everest Group (2024)
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Market impact

Measure of capability: @ Low . High

Vision and capability

Market Vision and Scope of Innovation and Delivery
Providers adoption Portfolio mix Value delivered Overall strategy services offered investments footprint Overall
Provider 1 O Q 0 0 Q O 0 0 0
Provider 2 O G 0 O 0 O 0 O [0 )
Provider 3 O O O 0 0 O 0 0 “
Provider 4 O o o 9 o O o o L
Provider 5 O 0 0 0 0 0 0 0 “
Provider 6 O O 0 O 0 O G O O
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 Value delivered Overall

@ @ 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 the UKI

e |t 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

strategy offered investments Delivery footprint Overall

P > > > 9

Limitations

e Despite its strong presence in the UKI market, Provider 1's limited
experience in other EMEA markets such as ltaly, Germany, Spain, and
Portugal may deter clients seeking multi-region support

® |ts service delivery is heavily focused on onshore locations in the UKI,
which might not appeal to buyers looking for a diverse and cost-effective
delivery footprint across EMEA
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