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Introduction

The outsourced sales landscape is evolving rapidly, driven by Al,
rising buyer expectations, and pressure to demonstrate Rol. What
was once a fragmented toolset has become a connected system
spanning forecasting, lead capture, customer data, analytics, and
sales support. A notable next step in this evolution is the rise of
agentic Al systems that not only analyze but also execute multi-
step tasks, such as prospecting, qualification, follow-ups,
personalized outreach, and CRM updates, enabling providers to
pair human judgment with autonomous agents. At the same time,
regulatory changes and stricter privacy standards are pushing
providers to focus on data quality, consent, and transparent
practices.

Pipeline creation remains the core engine of growth, but the
approach has shifted from high-volume outreach to more precise,
signal-driven engagement. Lead generation, qualification,
nurturing, and outbound execution are being refined with intent
data, shared qualification frameworks, and compliance-first
practices. Many providers are also adopting revenue operations
models that connect sales, marketing, and customer success,
ensuring stronger alignment and better long-term outcomes.

Digital commerce and marketplaces are extending these motions
by turning interest into purchase across websites, marketplaces,
and social platforms. The differentiator is the ability to deliver a
seamless, trusted experience across channels, where
consistency in product information, service policies, and payment
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options reduces friction and builds confidence. Subscriptions,
social selling, and cloud marketplaces are expanding as growth
channels, offering new ways for businesses to engage and
transact. Providers that combine automation with human
oversight, embed compliance, and deliver clear results are the
best-positioned to thrive in this next phase of outsourced sales.

The full report includes the profiles of 24 sales services

providers featured on the B2B Sales Services PEAK Matrix®

and 14 providers on the B2C Sales Services PEAK Matrix®.

B2B Sales Services PEAK Matrix® 2025

¢ Leaders: Cognizant, Concentrix, HCLTech, Infosys,
MarketSource, MarketStar, and TP

e Major Contenders: CIENCE, CPM International, Etech,
Martal Group, memoryBlue, MCI, Probe Group, TaskUs,
TELUS Digital, TMJ, and TTEC

e Aspirants: Acquirent, Marconix, Pentafon, Sales Focus,
Sales Partnerships, and SalesRoads

B2C Sales Services PEAK Matrix® 2025

e Leaders: TP, Konecta, and MarketSource

e Major Contenders: Cognizant, CPM International,
Etech, HCLTech, Probe Group, TaskUs, TELUS Digital,
TTEC, and VXI

e Aspirants: MCl and TMJ

Scope of this report

Geography: global
Industry: all

Products: sales services
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Scope of the evaluation
The evaluation spans all these layers, assessing provider maturity and capabilities across strategy, operations, and value-added layers,

and enabling technology integration
Technology

Focus of research

o @ Value-added sales ‘g
iy Sales strategy services Operational services

e Market segmentation, ICP e Sales operations ® |[nside sales e Sales orchestration
refinement, and GTM planning e Sales enablement ¢ Channel sales e Automation and Al
* Channel mix, partner strategy, e Unified commerce services e Field sales e Insights and analytics
i) gt EmE i iy e Account management e Security and compliance
* Pricing, re\./enue.model d§3|gn, * After-sales services * Implementation
and sales incentive planning
¢ |[ntegrated revenue operations
alignment
Scope boundaries
Included in scope:
(’{g} End-to-end outsourced B2B and [ Technology-enabled service P@% Consulting and transformation 0) Industry-specific sales offerings
Qo B2C sales services O[JC) delivery ®®E capabilities as tied to sales @
operations
Excluded from scope:
Pure-play technology platforms E In-house sales functions without Back-end functions enabling Specialized integration work
=™ or CRM tools without managed Elmi external provider involvement — Sales services carried out by Sls
services
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Sales services PEAK Matrix® characteristics

Leaders

B2B Sales Services PEAK Matrix®: Cognizant, Concentrix,
HCLTech, Infosys, MarketSource, MarketStar, and TP

B2C Sales Services PEAK Matrix®: Konecta, MarketSource,

and TP

e | eaders operate at significant scale across B2B and B2C
sales services, delivering end-to-end suite of solutions. They
further differentiate themselves through strong advisory
capabilities, robust sales strategy offerings, and targeted
acquisitions that expand their capabilities and market reach

e [eaders have built a strong and balanced delivery portfolio,
with a significant presence in all major geographies and a
workforce that is adept in multiple languages

® They deliver best-in-class sales solutions by leveraging a
blend of proprietary investments and strategic partnerships,
driving advances in capabilities such as sales enablement,
conversational Al, and lead management

® Providers stand out through a forward-looking vision that
emphasizes investments in agentic Al, gen Al, and
automation, complemented by innovative delivery models
and next-generation commercial constructs
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Major Contenders

B2B Sales Services PEAK Matrix®: CIENCE, CPM
International, Etech, Martal Group, memoryBlue,
MCI, Probe Group, TaskUs, TELUS Digital, TMJ,
and TTEC

B2C Sales Services PEAK Matrix®: Cognizant,

CPM International, HCLTech, Etech, Probe Group,

TaskUs, TELUS Digital, TTEC, and VXI

¢ Major Contenders demonstrate selective
strengths across different parts of the B2B and
B2C sales services value chain, while actively
pursuing both organic and inorganic investments
to close portfolio gaps

¢ They are building capabilities to serve different
geographies and industry segments, while
specializing in a few regions and verticals

® Providers are investing in emerging technologies
such as gen Al, Intelligent Virtual Assistants (IVA),
and Robotic Process Automation (RPA) to
enhance efficiency and differentiation

Aspirants

B2B Sales Services PEAK Matrix®: Acquirent,
Marconix Sales Solutions, Pentafon, Sales
Focus, Sales Partnerships, and SalesRoads

B2C Sales Services PEAK Matrix®: MCI| and
™J

Aspirants, with their limited scale of
operations across B2B/B2C sales services,
are focused on niche geographies, industries,
or buyers, and have delivery capabilities in
limited locations

Providers are expanding into new
geographies and industries while advancing
digital and Al solutions, including gen Al-
powered chatbots and agent-assist tools, and
are now pivoting toward building Al agents
and agentic Al capabilities tailored for sales
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MATRIX®

Everest Group PEAK Matrix®

B2B Sales Services PEAK Matrix® Assessment 2025 | Cognizant is positioned as a Leader

Everest Group B2B Sales Services PEAK Matrix® Assessment 2025'

A
® [eaders High i
® Major Contenders Leaders
O Aspirants
Y¢ Star Performers Major Contenders MarketSource
Infosys @

memoryBlue ®
o

Market impact
Measures impact created in the market

Aspirants

Low
L - . High
o Vision and capability 9
Measures ability to deliver services successfully

1 Assessments for Acquirent, CIENCE, CPM international, MarketSource, Marconix Sales Solutions, MCI, memoryBlue, Sales Focus, Sales Partnerships, Martal Group, and SalesRoads exclude service provider inputs and are based on Everest Group’s proprietary Transaction
Intelligence (TI) database, service provider public disclosures, and Everest Group’s interactions with buyers
Source: Everest Group (2025)
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Cognizant (page 1 of 2)

Everest Group B2B sales services assessment — Leader
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Everest Group B2C sales services assessment — Major Contender and Star Performer

Market impact

Measure of capability: @ Low . High

Vision and capability

Market adoption Portfolio mix Value delivered Overall

B2B P o o 9
B2C P P o d

Strengths

e Cognizant offers B2B and B2C sales services including lead routing and qualification, outbound calling,
sales enablement, sales operations, territory mapping, channel sales, customer retention and renewal
support, e-commerce support, and upsell/cross-sell services, predominantly serving clients across telecom
and media and technology for B2B sales services, and CPG, travel and hospitality, retail, and healthcare
verticals for B2C sales services

e |n 2024, Cognizant Moment was launched, which is an integrated service line built on intelligent ecosystem
orchestration connecting data, technology, and operations across the enterprise. It offers a suite of
capabilities spanning experience transformation, digital products, Al-driven marketing and content, B2B
and B2C commerce, customer services, and learning solutions, enabling it to deliver hyper-personalized,
Al-driven, end-to-end customer engagements

e |t has a robust suite of partnerships, including Sanas Al for real-time accent translation; Google Cloud
Contact Center Al (CCAI) for intelligent virtual agents, real-time agent assistance, and conversational
analytics; and Salesforce for cloud-based solutions

e Cognizant has a strong suite of proprietary solutions including FlowAl, a gen Al-based analytics tool; Al
profiler, a centralized platform for customer research; PitchGen, a solution to rapidly draft sales pitch assets;
and Lead calculator, providing historical data estimation for leads. It has also invested in solutions such as
Hotspot, aiding in estimating lead effectiveness; and Sybil, a one-stop customer feedback analysis platform
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Vision and Scope of services Innovation and

strategy offered investments Delivery footprint Overall

® ® ® Y ®
® 9 ® - o

Cognizant offers a suite of Al-driven agents such as concierge agent for account and opportunity
summarization, smart sales next for data-driven decision-making, sales intelligence for sales insights and
process optimization, commerce agents for order tracking, assistant agent for chat and voice-based
interactions, advisor agent for information retrieval, sales development agent for order-related queries, and
process automation agent for automating routine tasks

Cognizant has made investments in talent management through its Synapse program, including initiatives
such as Synapse In Action, offering community outreach and immersive experience-based learning; and
Cognizant Skills Accelerator and Generative Al Externship, offering specialized programs designed for
early- and mid-career professionals

Cognizant has an extensive delivery network of over 10,000 agents supporting more than 20 languages
such as English, Spanish, Portuguese, French, and German. It offers offshore support from multiple
centers in India, the Philippines, and China, along with nearshore and onshore support from locations
across the US, Canada, the UK, Australia, Poland, and LATAM regions

Buyers highlight professional rigor, proactiveness, process and domain expertise, execution speed and
quality, and relationship management as key strengths for Cognizant
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Everest Group B2B sales services assessment — Leader
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Everest Group B2C sales services assessment — Major Contender and Star Performer

Market impact

Measure of capability: @ Low . High

Vision and capability

Market adoption Portfolio mix Value delivered Overall

B2B P o o 9
B2C P P o d

Limitations

e Cognizant's capability to support small client services below US$1 billion within B2C sales remains
largely untested

e |ts experience in serving certain industries such as retail, BFSI, travel and hospitality, and manufacturing
for B2B sales services is relatively limited. Additionally, its expertise in supporting clients in technology and
telecom and media verticals for B2C sales services is underexplored

e While Cognizant has an established client base in the US, its capability to serve UKI, Continental Europe,
and APAC markets remains largely untested for B2C sales services
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Innovation and
investments

Vision and Scope of services
strategy offered

® ® ® Y ®
® 9 ® - o

Delivery footprint Overall

e |ts experience in employing outcome-based and hybrid pricing constructs is relatively low for B2B sales,

which can be a limitation for buyers wishing to build a risk-sharing and strategic partnership with it

e Although it provides multi-channel experience for its customers, its current channel mix is skewed toward

voice operations for B2C sales services

e Buyers identify cost-efficiency and innovation as key areas of improvement for Cognizant



Market trends
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Outsourced sales services are gaining momentum as enterprises seek scalable, tech-enabled growth solutions, but sustaining customer
trust, talent stability, and integration maturity will define long-term success

Market size and growth

e The outsourced sales services
market grew by an estimated 9—
11% in 2023-24, reaching
US$15.6-16.1 billion, underscoring
sustained demand momentum

e As sales cycles become more
complex and increasingly digital-
first, enterprises are leveraging
outsourcing not only for cost
savings but also as a strategic
lever to scale inside sales,
streamline operations, and ensure
consistency across channels

® Providers that combine scalable
delivery, technology enablement,
and data-driven insights are
uniquely positioned to capture this
growth by helping enterprises
unlock higher productivity and
revenue impact
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Key drivers for outsourced sales services

Cost optimization

Complexity of sales
engagement

Accelerating digital
engagement capabilities

Flexibility and scalability

Enterprises are under increasing pressure to
grow sales while managing costs. Outsourcing
provides access to trained sales talent and
modern tech platforms without the high fixed
costs of building and maintaining in-house teams.

With buying journeys becoming more digital,
multi-channel, and data-driven, enterprises seek
partners that can manage complexity at scale.

Modern buyers demand instant, digital-first
engagement through channels such as email,
chat, video demonstrations, and self-service
portals, and outsourcing offers access to tech
stacks without significant investments.

Building inside sales teams involves lengthy
recruitment, training, management overhead, and
software licensing; all of which slow down
execution and inflate cost. Outsourcing offers a
cleaner, plug-and-play alternative.

Key challenges

Brand ownership and
strategic account
management

Talent churn and skill
depth

Technology integration
and Rol proof

Data privacy, security,
and compliance

Outsourced sales services create concerns
around diminished control of customer
interactions. Inconsistent messaging or diluted
brand alignment can weaken trust and reduce
long-term relationship value.

High turnover in sales roles disrupts continuity
and undermines the accumulation of domain
expertise. Frequent replacement cycles
increase costs and contribute to variability in
performance delivery.

Fragmented client technology environments
complicate integration and hinder clear
measurement of outcomes. Ambiguity in
revenue attribution reduces confidence in the
value delivered by outsourcing.

Cross-border data handling and sector-specific
regulations raise compliance risks. Failures in
safeguarding personal information can lead to
regulatory penalties and reputational damage.



Provider landscape analysis
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Concentrix, Konecta, MarketSource, and TP are the largest service providers in terms of market share on a global level

Market share analysis of the providers
2025; Percentage of overall market of sales services

concentrix
More than
4%
cPM
2-4%
€& cognizant
<1%

A/f cquirentuc

O

PENTAFON

CONTACT CENTER & CXSP

1 Providers are listed alphabetically within each range
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Key buyer considerations
Enterprise sourcing decisions increasingly favor providers that combine rapid execution, deep domain expertise, and scalable digital
delivery to accelerate and sustain value realization

Key sourcing criteria

High

I\\
@

“©o—

Low &—HJ
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Increase cost-efficiency

Enterprises want to optimize the cost of sales operations by avoiding expenses tied
to permanent headcount, training, management overhead, and technology
licensing, and prefer partners that can demonstrate measurable revenue impact.
Outsourcing offers a leaner and more predictable cost model.

Improve sales productivity and conversion outcomes

Buyers look for providers that can directly enhance seller performance through
better CRM hygiene, funnel analytics, and targeted coaching. Outsourcing helps by
enabling more focused and data-driven selling.

Tailored services

Buyers increasingly prioritize partners that can tailor solutions, offer flexible
commercial models, and align operating approaches with their strategic objectives,
differentiating them from providers that deliver generic, commoditized services.

Rapid access to industry-aligned skill sets

Many buyers use outsourcing to tap into sales talent with specific vertical
knowledge such as healthcare or technology without investing in full-time
specialists, enabling them to build credible pipelines more efficiently.

Flexibility and scalability

Enterprises look for the ability to flex capacity and skill sets rapidly in response to
new market opportunities, product launches, or seasonal surges. Outsourcing offers
a cleaner, plug-and-play alternative.

Sales Services PEAK Matrix® Assessment 2025 | 10

Summary analysis

Enterprises prioritize outsourced sales partners to deliver
measurable revenue impact, while reducing commercial
risk. Leading providers stand out by delivering domain-
driven sales solutions that integrate with existing enterprise
systems and offering flexible commercial models.

Clients expect customization and alignment to strategic
objectives alongside the ability to scale globally, while
localizing effectively with skilled talent. Buyers want sales
teams equipped with industry knowledge, account insights,
and tailored messaging that drive meaningful engagement.



Key takeaways for
buyers

Sales services providers have evolved from
being pure executional support to strategic,
Al-enabled partners, embedding advanced
tools in prospecting, coaching, pipeline
management, and performance optimization,
while expanding into sales strategy and
end-to-end revenue enablement. As this
landscape matures, buyers should evaluate
providers not only on scale and efficiency but

also on their ability to innovate and specialize.
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Shifts in provider capabilities

Look for providers expanding beyond executional support to
incorporate strategic elements of sales, while simultaneously
developing deeper specializations that enable more sophisticated,
targeted, and value-driven support for enterprises

Innovative pricing with risk-sharing models

Move beyond traditional FTE-based or volume-driven pricing and
adopt innovative commercial models, such as outcome-based or
risk-sharing constructs, that align incentives, tie fees to measurable
business impact, and create greater accountability in outsourced
sales engagements

Key innovations

Anticipate providers deploying Al-driven sales solutions, such as
conversational intelligence, advanced lead management, and Al-enabled
training and coaching platforms, anchored in domain expertise to elevate
seller effectiveness and enhance conversion outcomes
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Appendix

PEAK Matrix® framework
FAQs

/Ee rest Group®



PE /K Sales Services PEAK Matrix® Assessment 2025 | 13
MATRIX®

Everest Group PEAK Matrix® is a proprietary framework for assessment of market impact and
vision and capability

Everest Group PEAK Matrix

High

Major Contenders

Market impact
Measures impact created in the market

Low

Low - - High
Vision and capability

Measures ability to deliver services successfully
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ATRIX®

Services PEAK Matrix® evaluation dimensions

Measures impact created in the market — A
captured through three subdimensions

Leaders
Market adoption

Number of clients, revenue base,
YoY growth, and deal value/volume

Major Contenders

Portfolio mix
Diversity of client/revenue base across
geographies and type of engagements

Market impact

Value delivered

Value delivered to the client based on customer
feedback and transformational impact

Vision and capability

Measures ability to deliver services successfully.
This is captured through four subdimensions

Vision and strategy Scope of services offered Innovation and investments Delivery footprint
Vision for the client and itself; Depth and breadth of services  Innovation and investment in the enabling Delivery footprint and global
future roadmap and strategy portfolio across service areas, e.g., technology IP, industry/domain sourcing mix

subsegments/processes knowledge, innovative commercial

constructs, alliances, M&A, etc.
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FAQs

Q: Does the PEAK Matrix® assessment incorporate any subjective criteria? Q: Whatis the process for a provider / technology vendor to leverage its PEAK Matrix positioning?
A: Everest Group’s PEAK Matrix assessment takes an unbiased and fact-based approach that A: Providers/vendors can use their PEAK Matrix positioning or Star Performer rating in multiple ways
leverages provider / technology vendor RFls and Everest Group’s proprietary databases containing including:
providers’ deals and operational capability information. In addition, we validate/fine-tune these results * Issue a press release declaring positioning; see our citation policies

based on our market experience, buyer interaction, and provider/vendor briefings. e Purchase a customized PEAK Matrix profile for circulation with clients, prospects, etc. The

Q: Is being a Major Contender or Aspirant on the PEAK Matrix, an unfavorable outcome? package includes the profile as well as quotes from Everest Group analysts, which can be used in
A: No. The PEAK Matrix highlights and positions only the best-in-class providers / technology vendors PR
in a particular space. There are a number of providers from the broader universe that are assessed e Use PEAK Matrix badges for branding across communications (e-mail signatures, marketing

and do not make it to the PEAK Matrix at all. Therefore, being represented on the PEAK Matrix is
itself a favorable recognition.

brochures, credential packs, client presentations, etc.)

The provider must obtain the requisite licensing and distribution rights for the above activities through

Q: What other aspects of the PEAK Matrix assessment are relevant to buyers and providers other than an agreement with Everest Group; please contact your CD or contact us
the PEAK Matrix positioning?

A: A PEAK Matrix positioning is only one aspect of Everest Group’s overall assessment. In addition to
assigning a Leader, Major Contender, or Aspirant label, Everest Group highlights the distinctive
capabilities and unique attributes of all the providers assessed on the PEAK Matrix. The detailed
metric-level assessment and associated commentary are helpful for buyers in selecting
providers/vendors for their specific requirements. They also help providers/vendors demonstrate their
strengths in specific areas.

Q: Does the PEAK Matrix evaluation criteria change over a period of time?

A: PEAK Matrix assessments are designed to serve enterprises’ current and future needs. Given the
dynamic nature of the global services market and rampant disruption, the assessment criteria
are realigned as and when needed to reflect the current market reality and to serve enterprises’
future expectations.

Q: What are the incentives for buyers and providers to participate/provide input to PEAK Matrix
research?
A: Enterprise participants receive summary of key findings from the PEAK Matrix assessment

For providers

e The RFI process is a vital way to help us keep current on capabilities; it forms the basis for our
database — without participation, it is difficult to effectively match capabilities to buyer inquiries

e |n addition, it helps the provider/vendor organization gain brand visibility through being in included
in our research reports
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Stay connected

Dallas (Headquarters) Delhi
info@everestgrp.com

+1-214-451-3000

Bangalore
india@everestgrp.com
+91-80-61463500

Website Follow us on

everestgrp.com

Blog
everestgrp.com/blog

india@everestgrp.com
+91-124-496-1000

Toronto
canada@everestgrp.com
+1-214-451-3000

London
unitedkingdom@everestgrp.com
+44-207-129-1318
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s market challenges and strengthen their strategies by applying contextualized problem-solving
to their unique situations. This drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious research focused on technology, business processes, and engineering
through the lenses of talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Notice and disclaimers

Important information. Please read this notice carefully and in its entirety. By accessing Everest Group materials, products or services, you agree to Everest Group’s Terms of Use.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use, is hereby incorporated by reference as if
fully reproduced herein. Parts of the Terms of Use are shown below for convenience only. Please refer to the link above
for the full and official version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and Exchange
Commission, the Financial Industry Regulation Authority (FINRA), or any state or foreign (non-U.S.) securities regulatory
authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities as defined by the
law or any regulatory entity or an analysis of equity securities as defined by the law or any regulatory entity. All properties,
assets, materials, products and/or services (including in relation to gen Al) of Everest Group are provided or made
available for access on the basis such is for informational purposes only and provided “AS IS” without any warranty of any
kind, whether express, implied, or otherwise, including warranties of completeness, accuracy, reliability, noninfringement,
adequacy, merchantability or fitness for a particular purpose. All implied warranties are disclaimed to the extent permitted
by law. You understand and expressly agree that you assume the entire risk as to your use and any reliance upon such.

Everest Group is not a legal, tax, financial, or investment adviser, and nothing provided by Everest Group is legal, tax,
financial, or investment advice. Nothing Everest Group provides is an offer to sell or a solicitation of an offer to purchase
any securities or instruments from any entity. Nothing from Everest Group may be used or relied upon in evaluating the
merits of any investment. Do not base any investment decisions, in whole or part, on anything provided by Everest Group.

Everest Group materials, products and/or services represent research opinions or viewpoints, not representations or
statements of fact. Accessing, using, or receiving a grant of access to Everest Group materials, products and/or services
does not constitute any recommendation by Everest Group to (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise or
representation as to past, present, or future performance of a business or a market. The information contained in any
Everest Group material, product and/or service is as of the date prepared and Everest Group has no duty or obligation to
update or revise the information or documentation.

Everest Group collects data and information from sources it, in its sole discretion, considers reliable. Everest Group may
have obtained data or information that appears in its materials, products and/or services from the parties mentioned
therein, public sources, or third-party sources, including data and information related to financials, estimates, and/or
forecasts. Everest Group is not a certified public accounting firm or an accredited auditor and has not audited financials.
Everest Group assumes no responsibility for independently verifying such information.

Companies mentioned in Everest Group materials, products and/or services may be customers of Everest Group or have
interacted with Everest Group in some other way, including, without limitation, participating in Everest Group research

activities.
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With you on the journey
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