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Background and scope of the research

Scope of this report

Geography: APAC

Industry: all 

Services: Customer Experience 

Management (CXM) 

In 2023, the Customer Experience Management (CXM) 

market saw moderate growth in the APAC region, driven 

by the adoption of omnichannel solutions, generative AI, 

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 

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, iSON Xperiences, MerchantsCX, Probe 

CX, ResultsCX, Startek®, Sutherland, TCS, TDCX, Tech 

Mahindra, Teleperformance, TELUS Digital, TMJ, 

Transcom, transcosmos, TTEC, VXI, and Welsend
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Overview and abbreviated summary of key messages

This report features detailed and fact-based 

profiles of 35 Customer Experience 

Management (CXM) service providers serving 

the APAC. 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) in APAC – Service Provider Compendium 2024 

report has 35 provider profiles
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