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Companies are * Enterprises are increasing the adoption of digital CX solutions, with key technology trends including
adopting new CX integration of CRM with other business functions, field service deployment powered by |oT capabilities,

Key enterprise digital CX services trends shaping the market

marketing automation, creating a single view of the customer, unification of online/in-store experience,

s’rro’re'gi.es fo grow in . and the implementation of customer self-service portals.
The.dlgl’rol age. Iegdmg » This has led to about a 33% increase in outsourced digital CX revenue for service providers in FY 2022—
to rise In outsourcing 2023, with the majority of the revenue coming from the customer service segment (about 28%).

The BFSI (23%), high-tech (23%), and healthcare and life sciences (12%) sectors are among the highest
adopters of digital CX services and confinue to experience growth in outsourced digital CX services.

sciences are the top Key technology trends across these sectors include financial institutions adopting real-time
adobters of diaital CX credit-decisioning solutions to make faster credit decisions, healthcare enterprises integrating CRM

.p S with EHR systems to unify patient onboarding and care management, and high-tech enterprises
services improving lead-to-cash processes for subscriptions to increase sales opportunities.

BFSI, high-tech, and
healthcare and life

Organizations are increasingly making use of industry-specific cloud CRM solutions from technology
. . . vendors such as Salesforce, SAP, and Veeva Systems that help them to adhere to industry-specific
solutions gain adoption nuances, reduce customization requirements, and drive faster CX transformation.

dne nelp dr.lve e X + These solutions also have greater adherence to industry-specific regulations and come ready with
fransformation industry-specific standard workflows and niche features and functionality.

Industry-specific CRM

Interest in and « Companies are investing in real-time customer data technology to improve hyper-personalization and

adoption of customer leveraging customer data platforms (CDPs) to improve customer data integration, segmentation, and
analytfics and enable data security and transparency.

data platforms and

five Al to dri * Businesses have started to experiment with and deploy generative Al in digital CX services. They are
SENSICI (.) r_'VG utilizing generative Al to boost sales opportunities, offer personalized recommendations, develop
hyper-personalization customized marketing campaigns, and generate product information descriptions.

3 Source: Customer Data Platform Institute, Avasant Research REPORT EXCERPT — NOT FOR DISTRIBUTION /\ V /\ S /\ N T




Avasant recognizes 26 top-tier providers offering digital CX RADARVIEW"

services

o Practice maturity O) <:> (::)
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LEADERS
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Companies are adopting new CX strafegies fo grow in the . RADARVIEW"
digital age, leading to arise in outsourcing

Top technology trends in CX: lllustrative examples
~33% 5 + Implementation of customer self-service portals m
: o
Increase in g O -+ Knowledge base and customer feedback system
digital CX %5 implementation FIDELIDADE
. : y y

SEIVICES [EVERUS O“ . Fieldservice enabled by loT capabilities R

for service 7 :§

providers '; FY + Cloud-based CRM implementation and integration KLYy

. (7] B
AP % + Single view of the customer through customer data unification i — Unidover
“ « Guided sales journeys with intuitive interfaces
Outsourcing revenue distribution by
. . . . . m
function in digital CX services £+ Marketing automation integration with CRM systems l LQ
Customer I - g + Multichannel marketing and content automation
service 8% o] L. ) ) ) COSTA
= -+ Digital marketing and campaign analytics COFFEE
Sales _ 26% . .
+ Development of native or cross-platform mobile apps ,
marketing |G 24 « B2B deadler portal implementation =
0od fun!

+ Implementation of push notifications and personalization features

+ Unification of online and in-store experience

Source: Avasant Digital CX Services RadarView Survey, May-July 2023, Avasant Research
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The use of digital technologies is driving the shift foward _4 RADARVIEW®
connected and intelligent CX

Rise of intelligent, connected, and mobile CX

Use of CDPs @

Utilizing a CDP to integrate customer data Use of loT-powered devices to support

existing customer data and journeys to

loT enhances customer
journeys

from multiple sources in real time to

create a single view of customers, perform provide customized offerings and services

customer analytics, and drive and improve customer satisfaction.

personalization.

fm Industry-driven multicloud
Al/ML-driven experiences @ journeys for enterprises

. . Organizations are utilizing multicloud
Leveraging Al/ML for enhancing

i i strategy to have greater flexibility and
automation, personalizing, and Immersive experiences % d Y
o _ _ confrol over their IT infrastructure,
optimizing customer journeys to drive ) . .
Using AR, VR, and other digital technologies to ensuring cost optimization and data
outcomes such as improving customer ) X ) .
provide customers and end users with an immersive control.

self-service and driving customer , ,
environment and create sensory experiences.

loyalty.
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https://plus.google.com/+Avasant
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