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Introduction

The Customer Experience Management (CXM) market in
the EMEA region has shown resilience amid 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 address
the region's diverse cultural and multilingual needs.
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In this report, we present detailed profiles of 39 CXM
service providers featured on the CXM service provider
compendium.

This report includes the profiles of the following 39
leading CXM providers: Alorica, Arise, Ascensos, Atento,
Bosch Service Solution, Capita, CCl, Centro, Cognizant,
Concentrix, Conduent, Conectys, Datamatics, EXL,
Firstsource, Foundever®, Genpact, HCLTech, HGS,
IgnitionCX, IGT Solutions, Infosys, iSON Xperiences,
Konecta, MerchantsCX, ResultsCX, Sigma Connected,
Startek®, Sutherland, TaskUs, TCS, Tech Mahindra,
Teleperformance, TELUS Digital, Transcom, transcosmos,
TTEC, Ventrica, 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 features detailed and fact-based Some of the findings in this report, among others, are:

profiles of 39 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 EMEA. 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) Services Provider Compendium 2024 — EMEA
report has 39 provider profiles

Provider 1 profile (pape-1-of.8)

Overview :
Company profla Provider 1 profile (pape 2 of 6
Provider 1 is a specialized BPO provider, focus| Hiti
of China, the Philippines, and Malaysia regardi Capab]“tles Cusiomer Experience Management (CXM) in EMEA ovider Compendium 2024
Infrastructure, and government policies o offer
multi-channel customer interactions aimed at e . .
customer service tochnical support salos, orc EMEA CXM rovenuo mix Provider 1 profile (pape-2-nf R)
analysis, and consultation, US$ million .
e ditars: e Gl i - Key CXM investments | partn( i Ty
Key leaders UK & Ireland 100% ﬁ i g
« Loader 1, Chief Exocutive Officor o B ol ey partnerships Provider 1 proﬂle (panp. 4 of )
* Leader 2, Chief Operations Officer —_— BFE Strategic CX invesiments K CXM N
« Leader 3, Vice Prosident, Global Strategies | Notavaliable ey investments | propr ) ) '
« Loader 4, Vice President, Intemational Busir Trof %ﬁ Advanced analytics I:
Mar| , =
Tol Koy propriotary solutions Provider 1 profile (pane 5.of )
ﬁ-"i’s_' RPA/Automation [ fadcid Detalle Client portfolio and Environm(
EMEA CXM revenue (in USS$ million) Produdt 1 Rhelps in creating
) Product 2 Itis an Al-powereq A 5
T convesatons [ affcioncy, and ol Koy CXM clents Provider 1 profile (page 6 of 6)
198 Product 3 It optimize: o) .
10 . foctadng heatty Cliont name Location landscape
Client 1
e Product 4 It creates a prodic;
Gen Al
) [ oIl s
2022 2023 Product & t revolutiontzes In (XX) implios the number of dobvary centars
servico quality of | Client 3
OY  Omnichannel /
i i =4 Agent Assist Product 6 It offers instant an Ciient 4
Product 7 It leverages smart Client 5
professional and ¢
%m Cloud/Hosting [ Product 8 As a catalyst for Ir| ot
Product It maximizes bran Clent 7
Product 10 Itis @ mult-tenant Client 8
Q00 Others status and voice r{ Client 9
Product 11 It connects clients,
operational efficiel *China (39)
ﬁm o Product 12 Using advanced a Environmental initiatives
P and customer sati * Centralized digital management
Product 13 Based on TikTok, « Optimized energy use *Philippines (2)
* Environmentally friendly design *Malaysia (1)
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