A Market | Customer Experience
® :
EVG reSt G I’O U p Report ?:A;né\)?ceerlrll::(t;jemces,

Achieving Digital Customer Experience Management's (CXM) Full
Potential with the Generative Al Revolution

Copyright © 2023 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of 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. |

EGR-2023-21-R-6226



Our research offerings

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

Financial Services Technology (FinTech)
GBS Talent Excellence
Global Business Services

» Amazon Web Services (AWS)
» Application Services

» Artificial Intelligence (Al)

» Asset and Wealth Management Google Cloud
HealthTech

Human Resources

Banking and Financial Services Business Process
Banking and Financial Services Information Technology
Catalyst™

Clinical Development Technology

Insurance Business Process
Insurance Information Technology
Cloud and Infrastructure Insurance Technology (InsurTech)
Contingent Staffing Insurance Third-Party Administration (TPA) Services
Contingent Workforce Management Intelligent Document Processing
Interactive Experience (IX) Services
IT Services Excellence

IT Talent Excellence

Life Sciences Business Process

Customer Experience Management Services
CX Excellence

CXM Technology

Cybersecurity

Data and Analytics Life Sciences Commercial Technologies
Digital Adoption Platforms Life Sciences Information Technology
Digital Services Locations Insider™
Digital Workplace Marketing Services
Market Vista™

Microsoft Azure

Employee Experience Management (EXM) Platforms
Employer of Record (EOR)

Engineering Research and Development Microsoft Business Application Services
Enterprise Platform Services Modern Application Development (MAD)

Exponential Technologies Mortgage Operations

vV vV YV ¥V ¥V VYV VvV ¥V Y ¥V Y Y VY Y VY Y VY VY Y VY VY VY VY VvYY

YV VvV Y ¥V ¥V Y V¥V Y Y VY Y Y Y VY VY Y VY VY VY VvYY

Finance and Accounting Multi-country Payroll

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-21-R-6226

>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>
>

Network Services and 5G

Oracle Services

Outsourcing Excellence

Payer and Provider Business Process
Payer and Provider Information Technology
Pricing Analytics as a Service

Process Intelligence

Process Orchestration

Procurement and Supply Chain
Recruitment

Retail and CPG Information Technology
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
https://www.everestgrp.com/custom-decision-support/

ontents

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

David Rickard, Partner

Sharang Sharma, Vice President
Aishwarya Barjatya, Practice Director
Divya Baweja, Senior Analyst

Nimish Sharma, Senior Analyst

Sarvesh Shaw, Analyst

Introduction and overview
e Research methodology

e Key sources of information

Background of the research

e Summary of key messages

Understanding digital CXM and its adoption trends
e Traditional vs. digital CXM

e Maturity and importance of digital CXM solutions
e Evolving digital CXM needs of enterprises

e Market size and growth

e Adoption trends by industry

e Adoption trends by region

e Adoption trends by digital CXM solution

e Next-generation KPIs for digital CXM adoption
Potential of gen Al and LLMs within digital CXM
e Introduction to gen Al and LLMs

e Use cases of gen Al within digital CXM

e Gen Al investments made by enterprises

e Gen Al Investments made by service providers

e Gen Al enterprise adoption framework

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-21-R-6226

05
06
08
09
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25


mailto:david.rickard@everestgrp.com
mailto:sharang.sharma@everestgrp.com
mailto:aishwarya.barjatya@everestgrp.com
mailto:divya.baweja@everestgrp.com
mailto:nimish.sharma@everestgrp.com
mailto:sarvesh.shaw@everestgrp.com

3. Potential of gen Al and LLMs within digital CXM (continued)
e Barriers to the adoption of gen Al and potential solutions

e Public statements from stakeholders on gen Al

Expected productivity gains through gen Al

Impact of gen Al on outsourced digital CXM market
4. Other innovations and developments within digital CXM
e Language translation solutions
o Metaverse
e Knowledge centers and innovation hubs
e Workforce management solutions
5. Appendix
e Glossary

e Research calendar

/Rerest GI’OUp® Proprietary & Confidential. © 2023, Everest Global, Inc. | EGR-2023-21-R-6226

26
28
29
30
32
33
34
35
36
37
38
40



Evolution and transformation of CXM

Over the last few years, the contact center landscape has evolved into a dynamic ecosystem integrating digital
concepts, solutions, and human touchpoints to deliver a seamless customer experience

Today’s CXM combines traditional and digital solutions to deliver a fundamentally superior customer experience

Traditional CXM

e The primary purpose of traditional contact centers is to serve as a hub facilitating inbound
and outbound customer interactions across multiple channels

e In a traditional contact center, agents are trained to resolve various customer queries and
use basic tools and technologies such as Customer Relationship Management (CRM)
tools and chatbots or virtual agents that can handle simple and/or predefined queries to
manage and track customer interactions, often dispersed across siloed systems

Digital CXM

Interaction in silos across channels NOT EXHAUSTIVE
oo =]
— 000 oo E *
Voice Chat Email Social media

e Digital CXM leverages digital concepts and technologies such as advanced analytics,
automation solutions, conversational Al, cloud-based contact centers, omnichannel
solutions, and CX consulting to deliver personalized customer interactions across various
channels. This holistic approach leverages an intertwined system of technology and
digital solutions with human agents and customer touchpoints to ensure a seamless and
tailored customer experience

e By centralizing customer data and interactions, digital CXM eliminates silos, resulting in
a cohesive and consistent end-to-end customer journey, enhanced process efficiencies,
and improved customer satisfaction
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Components of digital CXM (in addition to traditional CXM components) NOT EXHAUSTIVE

Advanced Automation Cloud contact
analytics center platforms

Conversational Al CX consulting



Gen Al | use cases
Gen Al has multiple applications in digital CXM services that can help make operations more effective while
enhancing customer experience

@ Post-call
H automation

Gen Al enables post-call automation by
analyzing conversations and automatically
tagging tickets under relevant categories. It
generates concise summaries, capturing

crucial details and action items, and facilitates

personalized follow-up emails or messages
for customers based on call content.

RE

By utilizing NLP and extensive language
datasets, gen Al achieves efficient content
translation, transcending language barriers in
multiple domains, including customer support
and content localization.

Multilingual support

Source: Everest Group (2023)

Knowledge base
enrichment

w000

.l

By analyzing transcripts of customer
conversations and other post-call data, gen Al
can identify new topics and frequently asked
questions to create new knowledge articles
as well as update existing ones.

Next-best action
recommendation

Gen Al leverages customer data, sentiment
analysis, and historical patterns, including
preferences and purchase history, to offer
agents personalized recommendations for the
best actions or responses in each unique
customer scenario.
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Dynamic report
. generation
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Gen Al employs data processing algorithms
to automate dynamic report generation in
contact centers. It processes real-time data
streams, identifies trends, and extracts
insights, providing administrators with
comprehensive reports in diverse formats.

@=:

(1 . .
—T1m Synthetic data creation

Gen Al addresses data scarcity through data
augmentation, transfer learning, generative
models, and simulation. These methods
synthesize additional training data, enabling
the model to learn effectively in newer
process areas and industries with limited
available data.

NOT EXHAUSTIVE

Egi Interactive Voice Response (IVR)
and dialog flow customization
Utilizing Natural Language Processing (NLP),
gen Al can tailor IVR systems and dialog

flows to match individual customer
preferences and historical interactions. The Al
system dynamically adapts responses and
menu options based on real-time customer

data, ensuring a highly personalized and
efficient customer experience.

e

y Agent training

Gen Al can create interactive training
materials with a combination of visualizations,
text-based guidelines, and audio instructions.
Agents receive comprehensive and engaging
learning content tailored to their preferred
learning styles, leading to more effective
training and improved performance on

the job.



Gen Al | barriers to adoption and potential solutions (page 1 of 2)
Implementing gen Al poses notable obstacles including data privacy and security, regulatory challenges, and
costs; organizations must devise strategies to navigate these challenges for effective integration of gen Al

Key challenges today

Reliability .
Regulation .
Data privacy °

and security

Trustworthiness of information: Gen Al lacks the multi-link selection
of search engines, hindering the differentiation of reliable from less
credible sources

Hallucinations: Gen Al can create plausible yet incorrect content,
posing serious risks, notably in regulated industries

Context gap: LLMs, trained on generic data, struggle with domain-
specific tasks, yielding subpar or erroneous outcomes

Intellectual Property (IP) / copyright: The absence of IP/copyright
protection for gen Al content can result in ownership disputes, lawsuits,
and financial risks, exacerbated by content similarities driven by
prompts and training data, as well as potential unauthorized use of IP-
protected training data

Explainability: Gen Al's opaque decision-making poses challenges,
particularly in legal justifications for actions such as fraud detection or
claim approval

Data privacy: The utilization of extensive datasets in training gen Al
models, which might involve sensitive data, presents risks of data
breaches and non-GDPR compliance. Additionally, the generated
content itself could inadvertently expose identifiable information
about individuals or organizations

Cyber threat: The use of organizational data in fine-tuning gen Al
models increases vulnerability to data breaches. Gen Al tools can
potentially empower cyber attackers to craft content for malicious

purposes such as malware, phishing, and identity theft
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Current solutions

Human-in-the-loop for validation, content moderation, and reinforcement learning
Fine-tuning by training LLMs on smaller, targeted datasets
Specialized software or customized algorithms to convey uncertainty

Resemblance/Plagiarism checks with existing content and leveraging licensed
data for training

Firms such as Appen and IBM are developing add-ons to make gen Al more
explainable and interpretable with the help of natural language and visualizations

Data encryption for model training and prompts to protect sensitive information

Utilizing gen Al-derived synthetic data for model refinement and reducing
reliance on real-world data

Prioritizing user consent, data transparency, and control in data collection and
sharing



Gen Al | barriers to adoption and potential solutions (page 2 of 2)
Implementing gen Al poses notable obstacles including data privacy and security, regulatory challenges, and
costs; organizations must devise strategies to navigate these challenges for effective integration of gen Al

Key challenges today Current solutions
Technology e Processing needs: LLMs generally require a large amount of e Distributed training where computation tasks are divided across multiple systems
i processing power and time. This is especially true for image, video, e Multiple LLMs for varied use cases and efficient data processing

oli | )¢ and audio generation, which can take significantly longer to process

e Integrations: For many use cases, stand-alone gen Al solutions may
not suffice and may need to be integrated with other systems/solutions
directly or through Application Programming Interface (APIs) which can
lead to extended time-to-market, compatibility issues, and go-to-market

Connectors to expedite deployment of gen Al alongside other technologies

challenges
Cost e Usage cost: Current pricing models such as flat-rate, per-token, e Use of open-source language models such as GPT-4 by Open Al, and LaMDA
per-minute, and pay-per-use, are both expensive and less intuitive for by Google to reduce usage costs
. businesses e Use case prioritization across specific industries/functions for gen Al investment
‘ @ e Infrastructural cost: LLMs require vast data and advanced

infrastructure for diverse use cases, intensifying the need for efficient
data storage, processing, and accelerated computing

e Scalability: Cost of deploying, operating, and maintaining gen Al
solutions across an enterprise can increase substantially as the scale
of deployment grows

Ethics e Al bias: Gen Al tools such as ChatGPT have been found to have e Post-processing techniques can be used to analyze the generated output to
biases based on race, gender, color, geography, etc. which is a identify and mitigate bias
@ reflection of the training data e Using artificial training data to train LLMs, especially for newer use cases can
k ﬂ ¢ Human workforce displacement: Gen Al has demonstrated the help reduce bias
capacity to automate specific job functions, prompting valid concerns

about potential workforce displacement and subsequent
unemployment
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Gen Al outlook | public statements from stakeholders across the board
Enterprises are optimistic about the long-term adoption of gen Al and are excited about how it will revolutionize

customer experiences and streamline enterprise workflows

Morgan Stanley We also believe that generative Al will revolutionize client P
interactions, bring new efficiencies to advisor practices, and l\
ultimately help free up time to do what you do best: serve your
clients.”

Generative Al will reshape how every team operates. Just like @Pﬁler

salesforce with the adoption of the internet, generative Al represents a
generational opportunity to raise the capabilities, skills, and
potential of teams throughout the company.”

Future insights

@) @)
R S

™
Os
07

Enterprises intend on exploring gen Al to create value As enterprises establish gen Al objectives, there
across a diverse array of use cases. This exploration is a growing need for a workforce well-versed in Al
demands a synchronized approach, owing to its unique technologies. The disparity between the supply and
risk considerations and the capacity to support demand for skilled workers needs to be quickly
multiple applications addressed by enterprises
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Axis Bank is looking at private LLMs to envision new solutions
to enhance, revamp, and automate existing solutions by
targeting to implement private LLMs for specific use cases.”

In the future, we believe that Al may help us predict what
queries regulators are likely to come back with. We may then
be able to improve our submissions by predicting in advance
what regulators are likely to ask and coming prepared with
those answers ahead of time.”

Strategic partnerships with the right technological
providers can expedite execution and tailor models to
meet specific enterprise requirements. Enterprises can

leverage the expertise of these providers and capitalize
on their innovative solutions



Gen Al outlook | expected productivity gains through gen Al
Gen Al can result in considerable productivity gains in contact centers by automating low-mid complexity inquiries
and assisting agents in improving their efficacy

Key productivity gains realized through gen Al o ] o
Despite increasing volumes and rising agent costs, overall

spending goes down further due to higher adoption of gen All,

Automated ITErEEIEs 2600e Improveq ciefil pr.oductivity due to greater level of automation, increasing agent productivity, and
considerably cheaper and more gen Al will further improve declining technology costs
accurate, enables reduced spend productivity '

»
»

A * * *
Final Final Final
productivity productivity productivity
Agent-driven gain (year 1) gain (year 2) gain (year 3)
non-voice

: Automated non-voice
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Agent-driven voice

Spend Reduced spend

Agent-driven non-voice with v
gen Al support
Automated non-voice

i Automated voice

Year 3 volumes
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Year 2 volumes

Agent-driven voice with
gen Al support
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Gen Al outlook | future of outsourced digital CXM market
Gen Al will accelerate digital CXM even further, doubling its overall share of the global CXM market over the next

three years

Il Digital CXM market size
I Share of digital CXM in outsourced CXM market

Total CXM outsourcing spend
USS$ billions

Digital CXM market 2026
- US$ 25-28 billions

105-115

Additional
spend growth
through 2026

Productivity New
gains due to  opportunities
gen Al created due

to gen Al

2023 spend 2026 spend
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Adoption of gen Al is expected to drive significant productivity gains in the long-term

e Gen Al is expected to drive significant productivity gains within the CXM market as enterprises seek to
implement these capabilities across their voice and non-voice operations

e Productivity gains will be driven by automating transactional work reducing the cost per interaction, as well as
improving agent efficiency due to multiple factors such as improved access to information, better agent-assist
tools, automated documentation, call routing optimization, improved quality assurance, and leaner organizational
pyramids

e Adoption of gen Al is expected to accelerate in the mid- to long-term due to increased awareness of its potential
and impact, the resolution of challenges related to privacy, security, accuracy, and cost, and its ability to provide
a superior customer experience

Increased adoption of gen Al will create new opportunities

e Recent developments in gen Al that are having a significant impact on the CXM landscape include:
— Public release of ChatGPT, enabling more human-like conversations
— The launch of GPT-4 with enhanced multi-modal capabilities, including image processing and document

handling
— Introduction of Google's AudioPaLM, enabling real-time listening, speaking, and translation across multiple
languages

— Launch of ChatGPT Enterprise, providing enterprise-grade security and privacy

e While the overall size of the CXM market might reduce, gen Al is expected to accelerate the growth of digital
CXM. By 2026, digital CX is anticipated to capture a market share of 26-28% in the overall outsourced CXM
market

e Enterprises often opt for a hybrid-gen Al implementation approach, combining internal efforts and third-party
partnerships, with a preference for tech-focused providers known for their expertise in large-scale transformations,
strong technological capabilities, and innovative approaches to next-gen technologies
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