®

Customer Experience Management (CXM) Annual Report
2019: Delivering Next-generation Contact Center Services
Customer Experience Management (CXM) Services
Annual Report – September 2019: Complimentary Abstract / Table of Contents

Copyright © 2019, Everest Global, Inc.
EGR-2019-21-CA-3349

Our research offerings for global services

Market Vista™
Global services tracking across functions, sourcing models, locations, and service providers –
industry tracking reports also available

►

►

Application Services

►

Human Resources

►

BPS | Banking & Financial Services

►

ITS | Banking & Financial Services

►

BPS | Healthcare & Life Sciences

►

ITS | Healthcare

►

BPS | Insurance

►

►

Catalyst™

►

More about membership
In addition to a suite of published research,
a membership may include
⚫

Accelerators™

⚫

Analyst access

⚫

Data cuts

ITS | Insurance

⚫

Pinnacle Model™ reports

►

IT Services Executive Insights™

⚫

PriceBook

Cloud & Infrastructure

►

ITS | Life Sciences

⚫

Virtual Roundtables

►

Customer Experience Management Services

►

Locations Insider™

⚫

Workshops

►

Data & Analytics

►

PricePoint™

►

Digital Services

►

Procurement

Custom research capabilities

►

Engineering Services

►

Recruitment & Talent Acquisition

⚫

Benchmarking | Pricing, delivery model,
skill portfolio

►

Enterprise Platform Services

►

Service Optimization Technologies

⚫

►

Finance & Accounting

Peer analysis | Scope, sourcing models,
locations

⚫

Locations | Cost, skills, sustainability,
portfolio – plus a tracking tool

⚫

Tracking services | Service providers,
locations, risk

⚫

Other | Market intelligence, service
provider capabilities, technologies,
contract assessment

Membership information
⚫

⚫

This report is included in the following research program(s)
– Customer Experience Management (CXM) Services
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,
unitedkingdom@everestgrp.com, or india@everestgrp.com

®

Copyright © 2019, Everest Global, Inc.
EGR-2019-21-CA-3349

2

Table of contents (page 1 of 2)

Topic

Page no.

Introduction and overview

5

Summary of key messages

12

Section I: Evolving customer needs and the components of a next-generation operating model
⚫ Evolving enterprise CX needs
⚫ Market maturity of technology solutions
⚫ Desired capabilities to drive transformation
⚫ Traditional contact center operating model
⚫ Next-generation contact center operating model

15
16
17
18
19
20

Section II: Emerging solution trends in CXM services to meet the evolving CX needs
⚫ CXM solution characteristics
⚫ Omnichannel experience
⚫ Technology-driven delivery
⚫ Operational excellence
⚫ CX consulting and solution design
⚫ Focus on business outcomes

21
22
23
25
27
30
34

Section III: CCO market overview and adoption trends
⚫ CCO market size and growth
⚫ Buyer adoption trends
⚫ Market size split by traditional and digital CXM

36
37
38
44

®

Copyright © 2019, Everest Global, Inc.
EGR-2019-21-CA-3349

3

Table of contents (page 2 of 2)

Topic

Page no.

Section III: CCO market overview and adoption trends (contd.)
⚫ Market adoption of digital CXM components
⚫ Adoption trends of digital CXM
⚫ Adoption trends of content moderation services

45
46
48

Section IV: Outlook for 2019-2020

49

Appendix
⚫ Glossary of terms
⚫ CXM research calendar
⚫ References

51
52
53
54

®

Copyright © 2019, Everest Global, Inc.
EGR-2019-21-CA-3349

4

Background and scope of the research

Background of the research

The Customer Experience Management (CXM) industry is witnessing significant disruption in service delivery as buyers are increasing their
focus on digital solutions to reduce costs, optimize operations, and improve Customer Experience (CX). While traditional cont act centers
primarily relied on voice-based delivery as well as manually-intensive tasks to deliver services, an increasing number of investments are
being made in building next-generation contact centers to meet the growing customer expectations. Next-generation contact centers can be
characterized by integrated data, multi-channel interactions, and the leverage of digital tools. They also go beyond offering innovation around
technology to include other elements such as consulting, design thinking, talent upskilling, and evolving delivery models suc h as
Work-At-Home-Agents (WAHA) to align with the enterprise needs.
Next-generation contact centers, while in high demand, continue to be only a fraction of the traditional Contact Center Outsourcing (CCO)
market that is still driven by scale, location footprint, and voice-based delivery. Thus, there is a huge number of untapped market
opportunities in the CXM space, which is attractive not only for incumbent players, but also for new providers with different iated digital CX
capabilities. Given these factors, the ones that can smoothly transition to a next-generation operating model will witness huge success in the
market while others will face the risk of going off the radar.
In this research, we analyze the CCO market across various dimensions:
⚫ Evolving customer needs and the components of a next-generation operating model
⚫ Emerging solution trends in CXM services to meet the evolving CX needs
⚫ CCO market overview and adoption trends
⚫ Outlook for 2019-2020
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Overview and abbreviated summary of key messages (page 1 of 2)

This report will assist key stakeholders (buyers, service providers, and technology providers) understand the changing dynamics
of the CXM market and help them identify the trends and outlook for 2019-2020. Given these factors, the report provides nuances
on the evolving customer needs and the components of a next-generation operating model, emerging solution trends in CXM
services to meet the evolving CX needs, CCO market overview and adoption trends, and outlook for 2019-2020
Some of the findings in this report, among others, are:
Evolving customer needs and the
components of a next-generation
operating model

⚫

The evolving CX needs include personalized and seamless experiences,
reduction in customer effort, and data security, as they play a key role in building
loyal customers

⚫

Next-generation technologies such as virtual assistants, Robotic Process
Automation (RPA) / Robotic Desktop Automation (RDA) solutions, and advanced
analytics are set to witness high growth

⚫

Real value for enterprises lies in transitioning from multi-channel to consistent
and seamless omnichannel CX delivery. It also includes being available for
customers at their channel of choice – both voice and non-voice

⚫

Heavy investments across the entire spectrum of next-generation technology
solutions have led to an increase in the impact that service providers can deliver

⚫

Next-generation recruitment techniques and advanced learning methods are
increasingly being used to build skilled talent pools

Emerging solution trends in CXM
services to meet evolving CX needs
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Overview and abbreviated summary of key messages (page 2 of 2)

⚫

The global CCO market grew at 3-4% in 2018 to reach US$83-86 billion, driven
by the growing interest among new buyers for outsourcing and emerging growth
avenues for service providers around consulting and digital CX solutions

⚫

Industries, such as technology and travel & hospitality, witnessed high growth,
driven by increased outsourcing by digital-born firms

⚫

Digital CXM, which is currently at 6-8% of the CCO market, is expected to grow
at a CAGR of 20-25% over the next three years. The adoption of digital CXM
components stands on a lower side, leaving providers with huge untapped
market opportunities

⚫

Content moderation services is witnessing high demand from buyers driving
service providers to expand capabilities in this space

CCO market overview and adoption
trends
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This study offers four distinct chapters providing a deep dive into
key aspects of CXM market; below are four charts to illustrate the
depth of the report
Evolving customer experience needs

Emerging CXM solution characteristics
Omnichannel
experience

Personalization

1

Reliability

Seamlessness

2
Technologydriven delivery
Operational
excellence

CXM solution
characteristics

Ease of use

Proactiveness

CX consulting and
solution design

Focus on business
outcomes

CCO market size and growth
XX% YoY growth
XX% CAGR

4-5%

70-75

75-78

3-4%

~3%

78-80

2015
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81-83

3-4%

83-86

86-88

~4%

US$ billion; 2018-2021
100% =

83-86

Digital CXM

6-8%

2017

2018

2019E

92-95

CAGR
(2018-2021)

10-12%

20-25%

88-90%

2-4%

92-95

Traditional CCO

2014

4

CCO market split by traditional and digital CXM

US$ billion

3-4%

3

2021E
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Research calendar – Customer Experience Management (CXM)
Services

Published

Planned

Flagship CXM Services reports

Current release

Release date

Contact Center Outsourcing (CCO) – Service Provider Profile Compendium 2018
Contact Center Outsourcing Annual Report 2018: Transforming Customer Experience through a Digital-first Approach
Contact Center Outsourcing (CCO) – Service Provider Landscape with Services PEAK Matrix™ Assessment 2019
Contact Center Outsourcing (CCO) – Service Provider Profile Compendium 2019
Customer Experience Management (CXM) Annual Report 2019: Delivering Next-generation Contact Center Services

August 2018
September 2018
June 2019
August 2019
September 2019

Thematic CXM Services reports
Role of AI and Cognitive in Delivering Customer Experience of the Future

March 2018

Contact Center Services for the US Market: Location Strategies for the Digital World

March 2018

Decoding Digital Customer Experience Management

September 2018

Market Report on Chatbots/Intelligent Virtual Agents (IVAs)

November 2018

Accelerating CX through an Optimized CCO model | Pinnacle Model™ Analysis Excerpt 2019

March 2019

Growth of BPO in Travel & Hospitality – Delivering Customer Experience takes Centerstage

March 2019

CX Analytics – Service Provider Landscape with Services PEAK Matrix™ Assessment 2018

May 2019

Enablers of a Unified Customer Experience (CX) – Omnichannel CX Trailblazers

June 2019

Intelligent Virtual Agent – Vendor Landscape with PEAK Matrix™ Assessment 2019

Q4 2019

Current State of Work-at-Home-Agent (WAHA)

Q4 2019

Current Trends in the Contact Center as a Service (CCaaS) market

Q4 2019

Note:

For a list of all CXM reports published by us, please refer to our website page
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Additional CXM Services research references

The following documents are recommended for additional insight into the topic covered in this report. These documents either provide
additional details or complementary content that may be of interest
1. Contact Center Outsourcing (CCO) – Service Provider Landscape with Services PEAK Matrix™ Assessment 2019 (EGR-2019-21-R-3222);
2019. This report examines the Contact Center Outsourcing (CCO) services market and evaluates the positioning of service providers on the Everest
Group PEAK Matrix. It provides insights into the market adoption of CCO services, relative positioning of service providers, and Everest Group’s
remarks on service providers’ CCO capabilities
2. Enablers of a Unified Customer Experience (CX) – Omnichannel CX Trailblazers (EGR-2019-21-R-3200); 2019. We present an assessment of 90
startups delivering customer experience services across multiple channels, to shortlist the top 14 trailblazers enabling an omnichannel CX delivery. The
assessment was done using various parameters related to investments/funding received by these start-ups, the market impact & success garnered,
and the solution capabilities of the start-ups identified
3. Customer Experience (CX) Analytics – Service Provider Landscape with Services PEAK Matrix™ Assessment 2019 (EGR-2019-21-R-3157);
2019. This report examines the Customer Experience (CX) analytics services market and evaluates the positioning of service providers on the Everest
Group PEAK Matrix. It provides insights into the market adoption of CX analytics services, relative positioning of service providers, and Everest Group’s
remarks on service providers’ CX analytics capabilities

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

shirley.hung@everestgrp.com

Skand Bhargava, Practice Director:

skand.bhargava@everestgrp.com

Vani Oswal, Senior Analyst:

vani.oswal@everestgrp.com

Sharang Sharma, Senior Analyst

sharang.sharma@everestgrp.com

CXM Team:

cxmteam@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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About Everest Group
®
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services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational
and financial performance through a hands-on process that supports them in making wellinformed decisions that deliver high-impact results and achieve sustained value. Our
insight and guidance empower clients to improve organizational efficiency, effectiveness,
agility, and responsiveness. What sets Everest Group apart is the integration of deep
sourcing knowledge, problem-solving skills and original research. Details and in-depth
content are available at www.everestgrp.com.
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any
kind, including any warranties of completeness, adequacy, or fitness for a particular purpose. Everest Group is not a legal or
investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document
should not be used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any
actions or decisions not to act that are taken as a result of any material in this publication.

