Customer Experience Management (CXM) in APAC - Service Provider
Compendium 2024

November 2024: Complimentary Abstract / Table of Contents

Provider Compendium A
. : ®
Customer Experience Management Services Everest GFOUp



Our research offerings

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

YV VYV VYV vV Y Y Y Y Y Y Y VY Y Y Y VY VY VY VY Y VY VY VY VY VY VvYy

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
Contract Research Organization Services
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

YV VYV YV Y VYV Y Y Y Y Y Y VY VY VY Yy VY Yy VY 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

Lending and Mortgages

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-6806

YV YV YV VvV Y Y Y Y Y Y Y Y Y VY Y VY VY Y VY Y VY VY VY VY VvYYyYy

Multi-country Payroll

Network Services and 5G

Oracle Services

Outsourcing Excellence

Payer and Provider Business Process
Payer and Provider Information Technology
Payment Integrity Solutions

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

Contents

4  Introduction and overview 100 ibex
5 Research methodology 106  IGT Solutions
6 Detailed description of processes within CXM 112 Infosys
7  Key source of proprietary information 118  iSON Xperiences
8 Background and scope of the research 124 MerchantsCX
130 Probe CX
9 Enterprise sourcing considerations 136 ResultsCX
10  Alorica 142  Startek®
16  Bosch Service Solutions 148  Sutherland
22 Ccl 154 TCS
28 Cognizant 160 TDCX
34 Concentrix 166  Tech Mahindra
40 Conduent 172  Teleperformance
46  Conectys 178  TELUS Digital
52 Datamatics 184 TMJ
Formore oo on s endoter % EXL
please contact us: , 64  FiveS Digital 196 transcosmos
Sharang Sharma, Vice President 70 Foundever® 202 TTEC
Aishwarya Barjatya, Practice Director 76 Genpact 205 VX
Divya Baweja, Practice Director 82 GlowTouch 214 Welsend
Rishav Kumar, Senior Analyst 88 HCLTech )
: . 94 HGS 220 Appendix
Joshua VICtor’ senior AnaIySt Copyright © 2024 Everest Global, Inc.
Jagrit Kasera, Analyst 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

. . o 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
Rashi Garg, Senior Research Specialist license of them.

/E\Verest Group®  Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6806


mailto:sharang.sharma@everestgrp.com
mailto:aishwarya.barjatya@everestgrp.com
mailto:divya.baweja@everestgrp.com
mailto:joshua.victor@everestgrp.com
mailto:jagrit.kasera@everestgrp.com
mailto:rashi.garg@everestgrp.com
mailto:rishav.kumar@everestgrp.com

Background and scope of the research

In 2023, the Customer Experience Management (CXM)
market saw moderate growth in the APAC region, driven
by the adoption of omnichannel solutions, generative Al,
and cloud services. The demand is rising, particularly from
emerging markets and first-time outsourcers that 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 CXM landscape, where
service providers distinguish themselves through a strong
regional presence and specialized local language
capabilities, effectively serving 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. Growing mobile penetration and a 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
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profiles of 35 CXM service providers.

This report includes the profiles of the following

35 leading CXM providers: Alorica, Bosch Service
Solutions, CCI, Cognizant, Concentrix, Condeunt,
Conectys, Datamatics, EXL, FiveS Digital, Foundever,
Genpact, GlowTouch, HCLTech, HGS, ibex, IGT
Solutions, Infosys, iISON Xperiences, MerchantsCX, Probe
CX, ResultsCX, Startek®, Sutherland, TCS, TDCX, Tech
Mahindra, Teleperformance, TELUS Digital, TMJ,
Transcom, transcosmos, TTEC, VXI, and Welsend

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 features detailed and fact-based Some of the findings in this report, among others, are:

profiles of 35 Customer Experience Profiles of CXM service providers

Management (CXM) service providers serving Each service provider profile captures the following details of providers vis-a-vis their offerings and capabilities:
the APAC. It enables providers to benchmark e Company overview

their capabilities against their peers, while
buyers of CXM will be able to assess the
providers based on the desired set of
capabilities.

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) in APAC - Service Provider Compendium 2024
report has 35 provider profiles
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