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Section 1
Executive Summary

The CX ecosystem is a broad web of solutions and technologies aimed at smoothing out a customer’s
journey from start to finish and providing a personalized and engaging experience. On the provider side,
these solutions aim to increase loyalty and satisfaction, optimize revenue, and allow for better targeting and
retention.

COVID-19 resulted in an abrupt, but sustained move to digital, causing a large increase in the digital
customer data stream and a greater focus on housing, analyzing, and interpreting this data. In addition,
customers have grown to accept and even look for increased personalization during their customer journey
touchpoints, often leveraging this data. Contact centers have needed to pivot their technology and
workflows to account for increased omnichannel usage and remote agents. Tied to these new demands is
employee experience (EX), as support employees and others in the labor force have needed to respond to
fast-changing models.

The market itself encompasses large players, such as Cisco and Microsoft, as well as smaller companies
carving out a niche in areas like personalization or feedback. There are pure play companies included in
the ecosystem, but many companies span multiple market segments both within and outside of CX. While
the market is well established, it appears as though there is not a great deal of differentiation between
offerings. This could be a result of the nature of the market itself, with many interdependencies among the
functional areas and lots of overlap, making it difficult to create a well-defined offering. Additionally, there
has been a great deal of merger and acquisition activity, as companies attempt to deepen offerings or
provide a broader CX solution base.

This Dash Research report outlines six segments in the CX ecosystem: customer data & analytics,
personalization & optimization, customer insights & feedback, contact center, customer relationship
management (CRM), and EX. The report provides an overview of the market in general and includes a brief
discussion of industry trends in each segment. Dash Research has included profiles on 150 companies in
the CX space. These companies are not ranked or evaluated, but rather chosen as a representative sample
of companies across different categories, including both large and small-sized businesses around the world.
There is an additional list of 100 other industry participants included in the report, as well as an Excel-based
summary of key facts and figures for the companies.
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Figure 2.1

CX Market Ecosystem Map
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Section 9
Appendix

9.1 Scope of study

This report provides an overview of the CX market ecosystem, focusing on six functional areas: customer
data & analytics, personalization & optimization, customer insights & feedback, contact center, customer
relationship management (CRM) and employee engagement. The 150 profiles examine companies in each
of these areas, with estimated revenue over $20m.

9.2 Sources and methodology

Dash Research is an independent market research firm that provides industry participants and stakeholders
with an objective, unbiased view of market dynamics and business opportunities within its coverage areas.
The firm’s industry analysts are dedicated to presenting clear and actionable analysis to support business
planning initiatives and go-to-market strategies, utilizing rigorous market research methodologies and
without regard for technology hype or special interests including Dash Research’s own client relationships.
Within its market analysis, Dash Research strives to offer conclusions and recommendations that reflect
the most likely path of industry development, even when those views may be contrarian.

The basis of Dash Research’s analysis is primary research collected from a variety of sources including
industry interviews, vendor briefings, product demonstrations, and quantitative and qualitative market
research focused on consumer and business end users. Industry analysts conduct interviews with
representative groups of executives, technology practitioners, sales and marketing professionals, industry
association personnel, government representatives, investors, consultants, and other industry
stakeholders. Analysts are diligent in pursuing interviews with representatives from every part of the value
chain in an effort to gain a comprehensive view of current market activity and future plans. Within the firm’s
surveys and focus groups, respondent samples are carefully selected to ensure that they provide the most
accurate possible view of demand dynamics within consumer and business markets, utilizing balanced and
representative samples where appropriate and careful screening and qualification criteria in cases where
the research topic requires a more targeted group of respondents.

Dash Research’s primary research is supplemented by the review and analysis of all secondary information
available on the topic being studied, including company news and financial information, technology
specifications, product attributes, government and economic data, industry reports and databases from
third-party sources, case studies, and reference customers. As applicable, all secondary research sources
are appropriately cited within the firm’s publications.

All of Dash Research’s reports and other publications are carefully reviewed and scrutinized by the firm’s
senior management team in an effort to ensure that research methodology is sound, all information provided
is accurate, analyst assumptions are carefully documented, and conclusions are well-supported by facts.
Dash Research is highly responsive to feedback from industry participants and, in the event errors in the
firm’s research are identified and verified, such errors are corrected promptly.
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Chart 9.1 Dash Research Methodology
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9.3 Copyright notice

This publication is provided by Dash Network LLC dba Dash Research. This publication may be used only
as expressly permitted by license from Dash Research and may not otherwise be reproduced, recorded,
photocopied, distributed, displayed, modified, extracted, accessed, or used without the express written
permission of Dash Research. Notwithstanding the foregoing, Dash Research makes no claim to any
government data and other data obtained from public sources found in this publication (whether or not the
owners of such data are noted in this publication). If you do not have a license from Dash Research covering
this publication, please refrain from accessing or using this publication. Please contact Dash Research to
obtain a license to this publication.
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