
Provider Compendium

Customer Experience Management (CXM) in the Americas –

Provider Compendium 2024

November 2024: Complimentary Abstract / Table of Contents

Customer Experience Management Services



Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6765

2

► Advanced SciTech ► Finance and Accounting ► Multi-country Payroll 

► Amazon Web Services (AWS) ► Financial Crime and Compliance ► Network Services and 5G 

► Application Services ► Financial Services Technology (FinTech) ► Oracle Services 

► Artificial Intelligence (AI) ► Forces & Foresight ► Outsourcing Excellence

► Asset and Wealth Management ► GBS Talent Excellence ► Payer and Provider Business Process

► Banking and Financial Services Business Process ► Global Business Services ► Payer and Provider Information Technology

► Banking and Financial Services Information Technology ► Google Cloud ► Payment Integrity Solutions

► Catalyst™ ► HealthTech ► Price Genius – AMS Solution and Pricing Tool

► Clinical Development Technology ► Human Resources ► Pricing Analytics as a Service

► Cloud and Infrastructure ► Insurance Business Process ► Process Intelligence

► Contingent Staffing ► Insurance Information Technology ► Process Orchestration

► Contingent Workforce Management ► Insurance Technology (InsurTech) ► Procurement and Supply Chain 

► Contract Research Organization Services ► Insurance Third-Party Administration (TPA) Services ► Recruitment

► Customer Experience Management Services ► Intelligent Document Processing ► Retail and CPG

► CX Excellence ► Interactive Experience (IX) Services ► Retirement Technologies

► CXM Technology ► IT Services Excellence ► Revenue Cycle Management

► Cybersecurity ► IT Talent Excellence ► Rewards and Recognition 

► Cyber Threat Detection and Response ► Lending and Mortgages ► SAP Services 

► Data and Analytics ► Life Sciences Business Process ► Service Optimization Technologies 

► Digital Adoption Platforms ► Life Sciences Commercial Technologies ► Software Product Engineering Services

► Digital Services ► Life Sciences Information Technology ► Supply Chain Management (SCM) Services 

► Digital Workplace ► Locations Insider™ ► Sustainability Technology and Services

► Employee Experience Management (EXM) Platforms ► Marketing Services ► Talent Genius™

► Employer of Record (EOR) ► Market Vista™ ► Technology Skills and Talent

► Engineering Research and Development ► Microsoft Azure ► Trust and Safety

► Enterprise Platform Services ► Microsoft Business Application Services ► Value and Quality Assurance (VQA) 

► Exponential Technologies ► Modern Application Development (MAD)

Our research offerings

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

This report is included in the following research program(s): 

Customer Experience Management Services, CX Excellence

mailto:info@everestgrp.com


Contents

Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6765

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.

3

Contents

For more information on this and other 

research published by Everest Group, 

please contact us:

Sharang Sharma, Vice President

Divya Baweja, Practice Director

Chhandak Biswas, Practice Director

Samreena GC, Senior Analyst

Rishav Kumar, Senior Analyst

Joshua Victor, Senior Analyst

Jagrit Kasera, Analyst

Rashi Garg, Senior Research Specialist

5 Introduction and overview

6 Research methodology

7 Key information on the report

8 Introduction

9 Focus of the research

10 Provider profiles

11 Alorica

17 Arise

23 Atento

29 Ascensos

35 Auxis

41 Bosch Service Solutions

47 CCI

53 Centro

59 Cognizant

65 Concentrix

71 Conduent

77 Conectys

83 Datamatics

89 eClerx

95 Etech

101 EXL

107 Firstsource

113 Foundever®

119 Genpact

125 GlowTouch

131 HCLTech

137 HGS

143 ibex

149 IgnitionCX

155 IGT Solutions

161 Infosys

167 IntouchCX

173 Konecta

179 MerchantsCX

185 Pentafon

191 Probe CX

197 Qualfon

mailto:sharang.sharma@everestgrp.com
mailto:chhandak.biswas@everestgrp.com
mailto:divya.baweja@everestgrp.com
mailto:samreena.gc@everestgrp.com
mailto:rishav.kumar@everestgrp.com
mailto:joshua.victor@everestgrp.com
mailto:jagrit.kasera@everestgrp.com
mailto:rashi.garg@everestgrp.com


Contents

Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6765

4

10 Provider profiles (continued)

203 ResutsCX

209 Startek®

215 Sutherland

221 TaskUs

227 TCS

233 Tech Mahindra

239 Teleperformance

245 TELUS Digital

251 Transcom

257 transcosmos

263 TTEC

269 VXI

275 Welsend

281 Appendix

282 Glossary

283 Research calendar

Contents



Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6765

Customer Experience Management (CXM) Services Provider Compendium 2024 – Americas 5

The Customer Experience Management (CXM) market has 

grown moderately in the Americas, buoyed by bullish 

sentiments due to stronger-than-expected economic 

conditions, particularly in the United States. 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 

AI, 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 AI solutions, a 

considerable number of service providers have established 

Centers of Excellence (CoEs). Many gen AI solutions are 

being deployed including knowledge-as-a-service tools, 

learner co-pilots, QA & QC co-pilots, conversational gen AI 

chatbots, and agent assist tools. Additionally, almost all 

service providers are partnering with hyperscalers and AI 

start-ups to deliver gen AI-centric offerings, further 

enriching their service portfolios. 

In this report, we present detailed profiles of 45 CXM 

service providers featured on the CXM service provider 

compendium.

This report includes the profiles of the following 45 

leading CXM providers: Alorica, Arise, Atento, Ascensos, 

Auxis, Bosch Service Solutions, CCI, Centro, Cognizant, 

Concentrix, Conduent, Conectys, Datamatics, eClerx, 

Etech, EXL, Firstsource, Foundever®, Genpact, 

GlowTouch, HCLTech, HGS, ibex, IgnitionCX, IGT 

Solutions, Infosys, IntouchCX, Konecta, MerchantsCX, 

Pentafon, Probe CX, Qualfon, RsesultsCX, Startek®, 

Sutherland, TaskUs, TCS, Tech Mahindra, 

Teleperformance, TELUS Digital, Transcom, 

transcosmos, TTEC, VXI, and Welsend

Introduction

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 features detailed and fact-based 

profiles of 45 Customer Experience 

Management (CXM) service providers serving 

the Americas. It enables providers to 

benchmark their capabilities against their peers, 

while buyers of CXM will be able to assess the 

providers based on the desired set of 

capabilities.

Some of the findings in this report, among others, are:

Profiles of CXM service providers

Each service provider profile captures the following details of providers vis-à-vis their offerings and capabilities:

 Company overview

 Recent deals and announcements

 Market adoption and client portfolio mix

 Services suite and scale of operations 

 Technological capabilities overview and partnerships
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The Customer Experience Management (CXM) Services Provider Compendium 2024 – Americas 

report has over 45 provider profiles
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