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1 Introduction and the HFS 
CX services value chain
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Introduction
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HFS Horizons for customer experience services

Horizon 3—Ecosystem 
transformation

Horizon 2—Enterprise 
transformation

Horizon 1—Functional digital 
transformation
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The HFS CX value chain: operations focused, bolstered by CX 
design and strategy
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CX services Horizons study focus
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2 Research methodology



Service providers covered in this report



Sources of data



Horizons assessment methodology—customer experience 
services 
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3 Executive summary and 
market dynamics



Executive summary
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Clients plan to engage with service providers more 
strategically over the next two years to enhance their 
ecosystems and unlock new sources of value

•

•

•

•

•

•

•

•

•

•

•

53%

16% 21%

26%

67%

Horizon 3—Ecosystem transformation

Horizon 2—Enterprise transformation

Horizon 1—Functional digital transformationIN
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Customer experience services engagement landscape, by the 
numbers



Customer care and support functions have the greatest 
adoption by far across the value chain



Clients commonly place a high priority on service delivery 
quality when selecting a service provider



Business operations and talent dominate the value proposition 
for CX service providers
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Clients’ satisfaction with overall outcomes is decent, yet 
service providers prioritizing strategic investments and 
collaboration efforts is essential



Most clients acknowledge providers for their strong service 
delivery quality and expansive geographic coverage



Service providers consistently earned high scores across 
industry and technical knowledge, indicating that partners 
perceive them to have a comprehensive understanding of both



4 Horizons results: 
Customer experience 
service providers, 2024



HFS Horizons—a summary of customer experience service 
providers assessed in this report



HORIZON 3 – Market Leaders

HORIZON 2 – Enterprise Innovators

HORIZON 1 – Disruptors
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HFS Horizons: Customer Experience Service Providers, 2024
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5 Cognizant profile: 
Customer experience 
service providers, 2024



Cognizant: Industry-focused and tech-enabled approach to 
CX transformation
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HORIZON 1 –
Disruptor

HORIZON 2 –
Enterprise Innovator

HORIZON 3 –
Market Leader
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