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01 Introduction and overview
l Research methodology

l Key information on the report

l Background of the research

l Focus of the research
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01

Robust definitions 
and frameworks
PEAK Matrix®,

market maturity,
and technology 

adoption/investment

02

Primary sources 
of information

Annual contractual 
and operational RFIs, 

service provider 
briefings and buyer 

interviews, web-based 
surveys

03

Diverse set of 
market touchpoints
Ongoing interactions 

across key 
stakeholders, input from 

a mix of perspectives 
and interests, supports 
both data analysis and 

thought leadership

04

Fact-based research
Data-driven analysis 

with expert 
perspectives, 

trend-analysis across 
market adoption, 

contracting, and service 
providers

Year-round tracking of 70+ service providers and MarTech vendors
Large repository of existing research in the experience ecosystem

Over 30 years of experience in advising clients on strategic IT, business services, engineering services, and sourcing
Executive-level relationships with buyers, service providers, technology providers, and industry associations

Year-round tracking of 50+ MarTech vendors

Our research methodology is based on four pillars of strength to produce actionable and 
insightful research for the industry
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

This report is based on two key sources of proprietary information

Service providers assessed1,2
l Proprietary database of IT services contracts of major IT service providers with IX services in scope of work (updated 

annually)

l The database tracks the following elements of each contract: 

– Buyer details including size and signing region

– Contract details including service provider, contract type, TCV & ACV, service provider FTEs, start & end dates, duration, 

and delivery locations 

– Scope details including share of individual buyer locations being served in each contract, Line of Business (LoB) served, 

and pricing model employed

l Proprietary database of IT service providers (updated annually) 

l The database tracks the following for each service provider:

– Revenue and number of FTEs

– Number of clients 

– FTE split by different LoBs

l Service provider briefings
– Vision and strategy

– Annual performance and future outlook

l Buyer reference interviews, ongoing buyer surveys, and interactions
– Drivers and challenges for adopting IX services

– Assessment of service provider performance

– Emerging priorities 

– Lessons learned and best practices adopted

– Revenue split by region 

– Location and size of delivery centers

– Technology solutions developed 

– Key strengths and improvement areas

– Emerging areas of investment

1 Assessments for Accenture Interactive, IBM iX, and Capgemini excludes 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.

2 Assessment of Cognizant Digital Experience includes partial inputs from the service provider and is based on Everest Group’s estimates that leverage Everest Group’s proprietary data assets, service providers public disclosure, and interaction with buyers.
Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any contract-specific information collected will only be presented back to the industry in an aggregated fashion.

Source: Everest Group (2022)
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Background of the research

Scope of this report

Geography Digital IX vendors Services
Global 16 Digital interactive experience services

The experience design ecosystem is at the cusp of change, with increased customer awareness, data privacy regulations, touchless experiences, data-powered experiences, emerging 
technologies (such as AI, AR/VR)  and a focus on sustainability compelling enterprises to rethink their investment priorities. Enterprises are increasingly turning to technology to power 
personalized, scalable, and sustainable experiences. Technology’s increased role in orchestrating scalable and personalized experiences has elevated the role of  IT service providers in 
the space. They have doubled down their focus on building relevant capabilities through organic and inorganic routes and are enhancing their technology capabilities through partnerships 
with leading platform and technology vendors in the space. 

In this research, we present an assessment of 16 IT service providers featured on the Interactive Experience (IX) Services PEAK Matrix®, a comprehensive matrix that evaluates and 
categorizes providers in terms of their capabilities. The assessment focuses on the integrated capabilities that these IT service providers offer to the experience ecosystem.

The study is based on Everest Group’s annual Request for Information (RFI) process for the calendar year 2021, interactions with leading IX service providers, client reference checks, and 
an ongoing analysis of the IX services market.

This report includes the profiles of the following 16 leading digital IX service providers featured on the Digital IX services PEAK Matrix:
l Leaders: Accenture Interactive, Cognizant Digital Experience, IBM iX, TCS Interactive, Wipro
l Major Contenders: Brillio, Capgemini, Infogain, Mastek, Mindtree, Mphasis, Tech Mahindra, UST, Zensar

l Aspirants: Datamatics, Stefanini
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Digital IX service providers: scope

IX strategy and consulting services 
Stakeholder experience transformation consulting across IX solution segments includes experience design strategy, commerce strategy, digital product envisioning, campaign, and marketing 

communication strategy, market research planning, content strategy, and ROI model design 

Design services
Includes user experience research and design, customer journey and persona mapping, wireframing and prototyping, creative audit, validation, and testing

IX Technology Services Segments 

Content services Media services Campaign services Marketing & sales enablement Commerce services

Includes tech solutions enabling 
content production, localization, 
migration, and personalization 

Includes tech solutions enabling 
multichannel marketing, channel 

selection, media measurement, and 
channel optimization

Includes implementation of 
technology solutions for social 
media management, loyalty 

programs, customer service, and 
sales enablement

Includes implementation of 
technology solutions for social 
media management, loyalty 

programs, customer service, and 
sales enablement

Includes implementation of 
commerce solutions across B2C, 
B2B, and emerging commerce 

business model enablement (such 
as D2C) across channels

Platform services
Includes implementation, migration, and upgrade of digital experience platforms, CRM platforms, customer data platforms, hyper personalization engines, adTech platforms, commerce platform, 

design management systems, conversational marketing platforms, workflow automation solutions and social media marketing / listening tools across above mentioned technology services

Digital product development
Includes user experience-driven application development aligned to existing, new or disruptive business models. Services includes agile development, testing and DevSecOps to rapidly build 

and scale MVPs

Enabling layers

Data and analytics services Infrastructure services Critical capabilities like OCM, talent and skills
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02 Digital IX services PEAK Matrix® characteristics 
l Summary of key messages 
l PEAK Matrix framework
l Everest Group PEAK Matrix for digital IX services

l Service provider capability summary dashboard

l Characteristics of Leaders, Major Contenders, and Aspirants

l Enterprise feedback summary
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Summary of key messages

Everest Group Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 20221,2

Leaders Star PerformersMajor Contenders Aspirants

Everest Group PEAK Matrix® for IX service providers

l Everest Group classified 16 IX service providers as Leaders, Major Contenders, 
and Aspirants on the Everest Group PEAK Matrix®. The PEAK Matrix® is a 
framework that assesses the overall vision, capability, and market impact of 
providers
– Leaders: 5 providers in the category – Accenture Interactive, Cognizant Digital 

Experience, IBM iX, TCS Interactive, and Wipro
– Major Contenders: 9 providers in the category – Brillio, Capgemini, Infogain, 

Mastek, Mindtree, Mphasis, Tech Mahindra, UST, and Zensar
– Aspirants: 2 providers in the category – Datamatics and Stefanini

l Everest Group confers the Star Performers title on providers that demonstrate the 
strongest forward and upward movement on the PEAK Matrix®. The Star Performers 
on the 2022 Everest Group Digital IX Services PEAK Matrix® are Brillio, Mphasis, 
TCS Interactive, and Zensar
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Datamatics

Aspirants

Leaders

Major Contenders

Stefanini
Mphasis

Mindtree

Mastek
UST Infogain

Brillio
Zensar

Tech Mahindra Capgemini

Wipro
TCS Interactive

Cognizant Digital Experience IBM iX

Accenture Interactive

1 Assessments for Accenture Interactive, IBM iX, and Capgemini excludes 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.

2 Assessment of Cognizant Digital Experience includes partial inputs from the service provider and is based on
Everest Group’s estimates that leverage Everest Group’s proprietary data assets, service providers public disclosure, 
and interaction with buyers.

Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any contract-specific information collected will only be 
presented back to the industry in an aggregated fashion.

Source: Everest Group (2022)



12Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-64-R-4987

Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

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

Everest Group PEAK Matrix

Vision & capability
(Measures ability to deliver services successfully)
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Services PEAK Matrix® evaluation dimensions

Vision and strategy

Vision for the client and itself; future 

roadmap and strategy

Scope of services offered

Depth and breadth of services portfolio 

across service subsegments/processes

Innovation and investments

Innovation and investment in the enabling 

areas, e.g., technology IP, industry/domain 

knowledge, innovative commercial 

constructs, alliances, M&A, etc.

Delivery footprint

Delivery footprint and global sourcing mix

Measures impact created in the market –

captured through three subdimensions

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

Major Contenders

Leaders

Aspirants

Market adoption

Number of clients, revenue base, 

YOY growth, and deal value/volume

Portfolio mix

Diversity of client/revenue base across 

geographies and type of engagements

Value delivered

Value delivered to the client based 

on customer feedback and 

transformational impact
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Everest Group confers the Star Performers title on providers that demonstrate 
the most improvement over time on the PEAK Matrix®

Methodology
Everest Group selects Star Performers based on the relative YOY improvement on the PEAK Matrix

The Star Performers title relates to YOY performance for a given vendor and does not reflect the overall market leadership position, which is identified as Leader, Major Contender, or Aspirant.

Year 1

Year 0

We identify the providers whose improvement ranks in the 

top quartile and award the Star Performer rating to those 

providers with: 

l The maximum number of top-quartile performance 

improvements across all of the above parameters

AND

l At least one area of top-quartile improvement performance 

in both market success and capability advancement

In order to assess advances on vision and capability, 

we evaluate each provider’s performance across 

a number of parameters including: 

l Innovation

l Increase in scope of services offered

l Expansion of delivery footprint

l Technology/domain specific investments

In order to assess advances on market impact, 
we evaluate each provider’s performance across 

a number of parameters including: 

l Yearly ACV/YOY revenue growth

l # of new contract signings and extensions

l Value of new contract signings

l Improvement in portfolio mix

l Improvement in value delivered
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

High

Low
Low High

Everest Group PEAK Matrix®

Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Everest Group Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 20221,2

Leaders
Major Contenders
Aspirants
Star Performers

Vision & capability
(Measures ability to deliver services successfully)
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Datamatics

Aspirants

Leaders

Major Contenders

Stefanini

Mphasis

Mindtree

Mastek
UST Infogain

Brillio
Zensar

Tech Mahindra Capgemini

Wipro
TCS Interactive

Cognizant Digital Experience 
IBM iX

Accenture Interactive

1 Assessments for Accenture Interactive, IBM iX, and Capgemini excludes 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.

2 Assessment of Cognizant Digital Experience includes partial inputs from the service provider and is based on Everest Group’s estimates that leverage Everest Group’s proprietary data assets, service providers public disclosure, and interaction with buyers.
Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any contract-specific information collected will only be presented back to the industry in an aggregated fashion.

Source: Everest Group (2022)
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Digital interactive experience (IX) services PEAK Matrix® characteristics 

Leaders:
Accenture Interactive, Cognizant Digital Experience, IBM iX, TCS Interactive, and Wipro

l Leaders display a strong ability to deliver end-to-end experience transformation engagements with robust offerings and market proof points across design, strategy, and technology services 

l They have made strong investments in carving out a well-defined internal strategy that is also reflected in external branding to enhance the permission to play aspect in the experience ecosystem

l Strong narrative around stakeholder experience that includes customers, employees, partners, and the society 

l Strong value proposition messaging centered around designing sustainable, responsible, and ethical experiences

l Mature play in high growth segments of IX that include commerce services and the emerging segment of media services 

l Strong focus on next-generation technologies such as AI, edge computing, blockchain, IoT, computer vision, and AR/VR to deliver enhanced experience services

l Strong client orientation with innovative pricing models, outcome-based approach, and a strong ability to measure impact and RoI

l Strong global delivery footprint supplemented by a well-distributed network of design studios

Major Contenders:
Brillio, Capgemini, Infogain, Mastek, Mindtree, Mphasis, Tech Mahindra, UST, and Zensar

l Major Contenders have a strong narrative around the underlying role of technology and platforms to orchestrate scalable experiences

l Strong investments in frameworks and solutions to enable faster value realization for their clients

l Strong partnership ecosystem with leading DXP players such as Adobe, Salesforce, Oracle, and SAP

l Well-defined narrative on the role of data in powering end-customer experiences including a mature play with respect to  Customer Data Platforms (CDP) and the orchestration of first-party data

l Focus on investments in innovation hubs and design studios to enhance the delivery footprint

Aspirants: 
Datamatics and Stefanini

l Aspirants are focused on specific industries, service areas, or markets

l Have the technical capabilities and talent to serve as a technology enabler in the experience transformation journey of enterprises

Source: Everest Group (2022)
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Everest Group has identified digital IX service providers as the 2021 Star Performers

Source: Everest Group (2022)

Distinguishing features
of market success in 2021

Distinguishing features of capability 
advancements in 2021

Digital IX services 
Star Performers

Change in PEAK Matrix® positioning 
for digital IX services

l Recognized by clients for its distinguished 
design capabilities and talent 

l Strengthened the client base through the 
acquisition of Blink Interactive 

l Enhanced UI strategy and UX design capabilities 
through the acquisition of Blink Interactive

l Defined a strong vision for experience design based 
on its Design 3.0 strategy 

Moved from Aspirants to
Major Contenders

Strengthened its Major Contenders 
positioning

Scaled its experience services offerings across 
locations including APAC, South Africa, and 
India

l Defined a strong vision supported by its focus on 
data-led experiences and narrative on CDPs

l Invested in building a credible set of offerings in the 
e-commerce ecosystem

l Recognized by clients for its technical 
capabilities and sophisticated processes for 
orchestrating experience journeys 

l Demonstrated strong growth led by a 
verticalization strategy and data-driven 
experience engagements with clients

l Showcased strong investments in technology 
solutions and platforms such as BrillioOne.AI

l Defined a strong vision focused on its design ops 
methodology

Strengthened its Major Contenders 
positioning

Moved from Major Contenders to 
Leaders

Recognized by clients for orchestrating 
accurate customer journeys with the help of 
mature and consistent technical standards and 
excellent talent

l Showcased a mature play in experience design by 
keeping a purpose-led ecosystem at the center and 
investing in sustainability-led solutions 

l A sophisticated portfolio of solutions leveraging 
emerging technologies for customer engagement and 
enterprise personalization
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Summary dashboard | market impact and vision & capability assessment of providers for 
digital IX service 2021
Leaders

Service provider

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

strategy

Scope of 

services

Innovation & 

investments Delivery footprint Overall

Accenture Interactive

Cognizant Digital 
Experience 

IBM iX

TCS Interactive

Wipro

Measure of capability: HighLow
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Summary dashboard | market impact and vision & capability assessment of providers for 
digital IX service 2021
Major Contenders

Service provider

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

strategy

Scope of 

services

Innovation & 

investments Delivery footprint Overall

Brillio 

Capgemini

Infogain

Mastek

Mindtree

Mphasis 

Tech Mahindra 

UST

Zensar

Measure of capability: HighLow
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Summary dashboard | market impact and vision & capability assessment of providers for 
digital IX service 2021
Aspirants

Service provider

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

strategy

Scope of 

services

Innovation & 

investments Delivery footprint Overall

Stefanini 

Datamatics

Measure of capability: HighLow



21Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-64-R-4987

Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Summary dashboard | market impact and vision & capability assessment of providers for 
digital IX service 2021
Star Performers

Service provider

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall

Vision and 

strategy

Scope of 

services

Innovation & 

investments Delivery footprint Overall

Mphasis 

TCS Interactive

Brillio

Zensar

Measure of capability: HighLow
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03 Enterprise sourcing considerations
l Leaders

– Accenture Interactive

– Cognizant Digital Experience 

– IBM iX

– TCS Interactive

– Wipro
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Accenture Interactive
Everest Group assessment – Leader

Strengths Limitations

l Accenture Interactive has strong market proof points displaying the capability to deliver 
end-to-end digital experience transformation engagements 

l It has a well-distributed network of digital studios and a strong delivery footprint 
supplemented by the acquisitions of leading agencies. Its recent acquisitions of Entropia, 
Kings James Group, and the Bionic Group further adds to its delivery footprint

l Clients appreciate and acknowledge Accenture Interactive’s creative capabilities and its 
consulting-led play

l It has a strong partnership ecosystem with Adobe having won three Partner of the Year 
Awards in 2021. It also has a strong partnership ecosystem with IBM, Oracle, and SAP

l Accenture Interactive has an evolved play in programmatic media and advertising 
services, which puts it ahead of its competitors on the experience map

l It is viewed as a premium player, with potential buyers not convinced on its price-value 
linkage 

l It should look to educate the market on the value proposition of acquired design 
agencies in order to remove inhibitions around the dilution of its brand value 

l It is perceived to be an end-to-end transformation partner, which makes it less suited to 
the needs of small and midsize players 

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Cognizant Digital Experience 
Everest Group assessment – Leader

Strengths Limitations

l Cognizant has a strong partnership ecosystem with Adobe, Salesforce, SAP, and Oracle 
with a joint go-to-market strategy with some of them. It has also been awarded the 
Adobe’s European Partner of the Year award for two consecutive years 

l It has an evolved focus on vertical-led offerings enabled by a POD-based structure 

l It has a strong narrative around the future of experience with sustainability, responsibility, 
transparency, and evolving customer personas at the heart of it

l Clients acknowledge Cognizant's account management skills and appreciate the 
company's quick problem resolution skills and ability to manage communication at all 
levels

l It has made strong investments in solutions and accelerators to expedite time-to-market

l It needs to build a strong narrative around emerging e-commerce services such as 
social commerce and video commerce, and strengthen its partnership with emerging 
technology players in the e-commerce ecosystem

l Clients have highlighted challenges pertaining to attrition

l It should look to strengthen its play in media planning and buying services 

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow



25Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-64-R-4987

Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

IBM iX
Everest Group assessment – Leader

Strengths Limitations

l IBM iX has a strong delivery footprint owing to a large number of digital studios distributed 
globally

l It has strong capabilities in Salesforce services that are further strengthened by the 
acquisition of Salesforce implementation partner, 7Summits in 2021

l Clients appreciate IBM iX’s focus on delivering outcomes for experience-based 
engagements 

l Has made significant investments in bolstering ecommerce consulting and platform 
services 

l Strong partnership ecosystem with leading DXP players like Adobe, Salesforce, and SAP. 
Adobe awarded IBM with digital experience partner of the year award in 2020

l Its vendor-neutrality might become a concern for some of the clients

l It needs to build strong capabilities and market proof points in media planning and 
buying 

l It may not be suited for midsize firms, especially considering its premium positioning and 
image as a large-scale transformation partner

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

TCS Interactive
Everest Group assessment – Leader and Star Performer

Strengths Limitations

l TCS Interactive has a strong and differentiated focus on building sustainable and responsible experiences based on the 
principles of inclusivity and diversity. This is exemplified by investments in proprietary solutions and market recognition 
from leading authorities in the industry 

l It has strong partnership ecosystem with Adobe, Salesforce, Oracle, and SAP and is further supported by a joint go-to-
market strategy. TCS Interactive also won the Adobe Experience Maker Award for harnessing multiple Adobe customer 
experience management solutions to optimize customer experience 

l It has made strong investments in experience-related propriety solutions. Solutions such as TCS Optunique and TCS 
TwinX stand out as they use next-generation technologies such as AI and digital twins to drive personalization and 
engagement

l It has a cast network of digital studios bolstering its global presence and delivery footprint

l Clients appreciate TCS Interactive's ability to solve complex problems as well as its talent with the right technical and 
business skills 

l Clients acknowledge that TCS Interactive works as a true partner invested in the clients’ business success 

l It needs to overcome cultural and language barriers in 
local regions to make stronger client relationships and 
increase its customer base

l Clients perceive TCS as lagging in design-led 
experience consulting

l Clients find TCS to be less competent in terms of pricing 
as compared to its competitors

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow
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Wipro
Everest Group assessment – Leader

Strengths Limitations

l Wipro has built a strong narrative and experience services capabilities under the Designit
umbrella, bolstering its market positioning and branding 

l Wipro has strong market proof points having delivered complex experience engagements 
across use cases such as commerce, consolidation of the MarTech ecosystem, campaign 
design and execution, and buyer journey mapping

l Clients have specifically called out Wipro’s strong breadth of capabilities, thus making it a 
partner of choice for complex engagements 

l Clients appreciate Wipro’s investments in sophisticated tools and processes, which lead 
to efficiencies and faster time-to-market 

l Clients appreciate Wipro’s focus on client-centricity and professionalism 

l Needs to enhance its portfolio of services to include marketing activation as a key part 
of its offerings

l It should look to further engage the marketing side of the enterprise clients by better 
targeting primary budget centers

l Clients perceive Wipro to be less competent in terms of pricing as compared to its 
competitors

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow
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04 Enterprise sourcing considerations
l Major Contenders

– Brillio – Mphasis 

– Capgemini – Tech Mahindra 

– Infogain – UST 

– Mastek – Zensar
– Mindtree
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Brillio
Everest Group assessment – Major Contender and Star Performer

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Brillio has a strong narrative around the design ops methodology that integrates UX 
design and the technology to design things right rather than designing the right thing

l It has a strong focus on data-led experience that is further enhanced by its AI-led offerings 

l It has strong market recognition in the experience space, as it won a Stevie Award for the 
best digital banking solution for a leading US bank and the Salesforce Einstein Hackathon 
Award for developing the best end-to-end app

l It has a strong focus on vertical-led strategy to strengthen the ability to deliver 
differentiated experience services for different verticals such as BFSI, media and telecom, 
healthcare and life sciences, and retail

l Clients acknowledge that Brillio is invested in forming true partnerships with them by 
being invested in their outcomes

l Clients acknowledge that Brillio has quick staff augmentation capacity when needed, as 
well as a talented team to address clients’ problems

l It should look to strengthen its delivery footprint in the high growth areas of Europe and 
APAC

l It needs to build mindshare among clients for design-led capabilities 

l It needs to invest in further enhancing its portfolio in terms of the breadth of its solution 
offerings

l Brillio needs to further enhance its client-centricity by proactive resolution of issues 
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Capgemini
Everest Group assessment – Major Contender

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Capgemini has strengthened its design and experience capabilities through the 
acquisition of Frog, thus expanding its design studio and innovation labs footprint 

l Acquisition of Cambridge Consultants further adds to the firm’s capabilities in tech-driven 
innovation and in expanding its presence in the US, the UK, Japan, and Singapore

l It has established a strong partnership ecosystem with Adobe, Pega, Salesforce, and 
SAP

l It has laid out a strong vision for experience transformation that includes customer, 
employee, partner, and society experience 

l Capgemini needs to enhance its positioning and the permission to play aspect in the 
experience ecosystem 

l It needs to build a strong narrative around data-led experience transformation by 
considering the recent developments pertaining to the rise of first-party data and the role 
of CDPs

l It should look to build strong market proof points around experience transformations with 
sustainability and responsible design at its core

l It needs to plug any gaps in the portfolio by demonstrating capabilities in new-age 
commerce services, media services, as well as the enhanced narrative around MarTech
consolidation



31Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-64-R-4987

Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022

Infogain
Everest Group assessment – Major Contender

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Infogain has a strong narrative around its value delivery framework, which integrates 
cloud, AI, and innovation to deliver experience services by putting digital platforms at its 
core 

l It strengthened its position on the experience map through the acquisition of Revel 
Consulting, thus enhancing its digital marketing and experience offerings 

l It strengthened its technology play through the acquisition of Silicus to enhance its cloud 
transformation capabilities and Absolutdata to bolster its analytics and AI services

l It has a strong focus on embedding AI in experience services using NAVIK, an AI-
enabled intelligence platform, which offers capabilities around data analytics and AI

l Infogain has a strong focus on client-centricity and showcases a flexibility in order to drive 
business outcomes

l It needs to address the gap in its portfolio by building market proof points around 
emerging e-commerce services and business models (such as D2C)

l Infogain needs to build a strong partnership ecosystem with commerce platforms 
vendors 

l It should look to build a strong narrative around operationalizing first-party data for 
enterprise clients to drive strong next-generation data-led experiences 

l It needs to build a strong partnership ecosystem with leading DXP players such as 
Adobe, Salesforce, Oracle, and SAP
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Mastek
Everest Group assessment – Major Contender

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Mastek has a strong narrative around a D2X value proposition focused on people, 
technology, organizations, as well as business enablers to ensure superior experience 
design 

l It has a strong focus on commerce services based on platforms and SaaS solutions to 
deliver unified offerings 

l It has bolstered its Oracle capabilities through the acquisition of Evosys, which has 
helped in enhancing its portfolio of services 

l It has a strong focus on creating propriety solutions by leveraging next-generation 
technologies like such as AI, ML, and computer vision

l Clients appreciate Mastek’s account management, fast problem resolution, and 
competence in terms of pricing when compared to its competitors

l It is not perceived as an end-to-end experience services player with the ability to 
execute complex, large-scale transformations

l It needs to strengthen its delivery footprint in high growth regions such as North America 
and APAC

l It should look to create a better narrative around its upstream capabilities and improve 
mindshare among the clients regarding its design capabilities 

l Mastek needs to invest in enhancing its partnership ecosystem with leading players 
such as Adobe in the experience ecosystem
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Mindtree
Everest Group assessment – Major Contender

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Mindtree has a strong focus on customer service transformation. It has propriety solutions 
to serve this segment, which includes caller sentiment analyzer, smart IVR, audio 
generation tool, and automated conversational AI testing studio

l It has a strong partnership ecosystem with Salesforce and Adobe with a joint go-to-
market strategy with these players

l It has developed strong market proof points in AR/VR technology, with demonstrated 
client success 

l Clients acknowledge Mindtree’s strong UX design capabilities

l Clients perceive Mindtree to be a partner invested in client success and in building a true 
partnership

l Clients acknowledge that Mindtree has a strong talent pool, especially on the technology 
side

l It needs to strengthen its consulting-led play in experience design for stronger 
mindshare and to enhance its engagement with marquee accounts

l Mindtree needs to build a strong verticalization strategy by creating industry-specific 
propriety solutions for high growth segments such as healthcare, retail, and BFSI

l It should look to enhance its delivery footprint in the high growth markets of Europe and 
APAC

l It needs to build a stronger narrative and market proof points around sustainability and 
responsible design 
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Mphasis
Everest Group assessment – Major Contender and Star Performer 

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Mphasis has bolstered its experience services capabilities through the acquisition of Blink 
Interactive. This acquisition also provides it access to marquee clients 

l It invests in forming deep relationships with clients, helping them across the various 
aspects of experience design

l It has a well-defined strategy for UI development engagements

l It has very strong market proof points for demonstrating its complex design engagements 
cutting that cut across phygital experiences 

l It has developed a strong narrative around Design 3.0 strategy, which is focused on AI-
powered, opti-channel, hyper-personalized, and fast reactive experiences 

l Clients acknowledge that Blink Interactive has a reservoir of experienced talent with deep 
skills and a razor-sharp focus on client - centricity

l Mphasis needs to build a strong partnership ecosystem and a joint go-to-market 
strategy with platform service providers such as Salesforce, Oracle, SAP, and Adobe

l It needs to build a strong industry verticalization strategy by developing industry-specific 
propriety solutions 

l It should look to address gaps in the portfolio across content, media, and marketing 
services as well as to operationalize data to power next-generation experiences 

l It needs to strengthen its delivery footprint and market proof-points in APAC
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Tech Mahindra
Everest Group assessment – Major Contender

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Tech Mahindra has made strategic acquisitions (BORN Group, Bio agency, and Mad*Pow) to 
bolster its experience services capabilities

l It has a strong focus on investment in propriety solutions for personalization, experience design, and 
commerce transformation enablement

l It has received strong market recognition by winning multiple Webby awards, the Stevie Gold 
Award, and the CX Asia Excellence Award for delivering transformational CX engagements for 
clients 

l It has strengthened its position in the physical design space through the acquisition of Pininfarina

l It has a strong partnership ecosystem with Salesforce, SAP, and Adobe with a joint go-to-market 
strategy with these players

l It has defined a strong vision for experience design through the Stella framework

l Clients appreciate Tech Mahindra’s account management, its teams’ flexibility and ability to 
understand client requirements, as well as its exceptional design talent

l It needs to focus on building a strong narrative around sustainability and 
responsible design by investing in sustainability-led propriety solutions and 
defining a strong value proposition message

l It should look to focus on bridging any gaps in the current portfolio to 
establish a strong position alongside leading design agencies and media 
houses 

l Clients cite talent management and domain expertise as improvement areas 
for Tech Mahindra

l Clients feel that Tech Mahindra can get better at project planning
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UST
Everest Group assessment – Major Contender

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l UST has a strong and inclusive narrative around delivering outcome-based experience 
services to customers, employees, and partners

l It has a strong delivery model arranged around squads and pods, by leveraging 
innovation labs and garage

l It has defined a strong narrative around rapid prototyping and scaled solution delivery 
through its ID3 framework

l It also has a strong narrative around the role of automation and AI in building seamless 
experiences 

l It has a strong focus on client-centricity through a nimble, agile workforce and a pre-
defined focus across select clients

l It needs to bring together the partnership story building on creative acquisitions 
(Roundfeather, Moonraft, Piktorlabs, and Xpanxion)

l UST needs to strengthen the narrative around MarTech consolidation through strong 
value proposition messaging and a partnership ecosystem

l It should look to address the gaps in its portfolio in terms of media and commerce 
services 

l It needs to build a strong narrative around data-led experience design by leveraging 
emerging platforms and themes as well as by addressing concerns around user privacy 

l It should look at strengthening the narrative around RoI-led experience design for 
enhanced business outcomes
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Zensar
Everest Group assessment – Major Contender and Star Performer

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Zensar has a strong narrative around CDPs. This is supported through its partnerships 
with leading CDP players as well as with its custom CDP offerings 

l It has strengthened its experience narrative by acquiring Indigo Slate, a digital marketing -
focused customer experience company, and Foolproof, a digital product and services 
company

l It has a strong partnership ecosystem with Adobe with a joint go-to-market strategy and 
the development of reusable solutions

l It has built a credible set of offerings in commerce services and is viewed as a mature 
player with enhanced partnerships with platform and SaaS vendors 

l It has a strong narrative around MarTech consolidation, in rationalizing MarTech
infrastructures and tools, and using marketing automation and AI tools

l Zensar needs to enhance its delivery footprint in APAC

l It needs to build a strong narrative and market proof points around sustainability and 
responsible design

l It should look to enhance its value proposition messaging for high growth verticals such 
as healthcare and telecom

l It needs to build strong market proof points around UX design capabilities to be 
perceived as an upstream player in the experience space
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05 Enterprise sourcing considerations
l Aspirants

– Datamatics

– Stefanini
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Datamatics
Everest Group assessment – Aspirant

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Datamatics has a strong focus on the next-generation technologies such as AR and VR, 
which is showcased in its operationalizing of transformational engagements for its clients

l It has defined a strong focus on the FinTech sector through emphasis on a specific set of 
offerings enabled by technology themes such as AR/VR, AI, and blockchain 

l It has a strong focus on shortening the implementation cycle by leveraging rapid 
application development platforms and multi-experience frameworks

l Clients appreciate Datamatics’ ownership in the clients’ projects and its speedy problem 
resolution and accountability 

l Clients acknowledge that Datamatics has flexible teams that work seamlessly with the 
clients

l Datamatics needs to establish itself as an emerging player in the experience ecosystem 
through an enhanced value proposition messaging and client education

l It needs to focus on establishing a strong vision for the experience practice through 
defined focus areas and actively taking those offerings to clients 

l It should look to enhance its onshore presence as the digital studios are primarily 
located in India 

l It needs to develop a strong partnership ecosystem with leading DXP players such as 
Adobe, Oracle, and SAP

l Clients have highlighted a gap in skills, especially with respect to business knowledge 
and client context 
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Stefanini
Everest Group assessment – Aspirant

Market impact Vision & capability

Market adoption Portfolio mix Value delivered Overall Vision and strategy
Scope of services 

offered
Innovation and 

investments Delivery footprint Overall

Measure of capability: HighLow

Strengths Limitations

l Stefanini has strengthened the narrative around experience services by acquiring Haus to 
enhance its commerce capabilities, Gauge to improve its content capabilities, and Infinit
to bolster its design capabilities

l It has a strong focus on campaign services, which is highlighted through case studies and 
market success 

l It has a strong delivery footprint in the LATAM region with marquee logos and high brand 
recall 

l Its Cognitive AI tool Sophie has a positive market perception and accentuates experience 
services adoption by clients

l Stefanini needs to address any gaps in its portfolio by focusing on the high growth areas 
of media and commerce services 

l It needs to build capabilities and market proof points around UI/UX design and strategy

l It has a limited delivery footprint with its geographical presence majorly concentrated in 
South America

l It should look to focus on internal talent development programs for creative and design 
skills 

l There is a lack of a strong partnership ecosystem with leading DXP players such as 
Adobe, Salesforce, Oracle, and SAP

l It should look to build a strong narrative around the integration of a disparate marketing 
technology ecosystem
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06 Appendix
l Glossary

l Research calendar
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Glossary of key terms used in this report

AdTech Advertising Technology

AI Artificial Intelligence 

AR Augmented Reality 

CX Customer Experience 

EX Employee Experience 

IoT Internet of Things 

Mar Tech Marketing Technology 

NLP Natural Language Processing 

PoC Proof of Concept

VR Virtual Reality 
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Interactive Experience (IX) Services

PlannedPublished Current release

Note: For a list of all of our published Interactive Experience (IX) service reports, please refer to our website page.

Flagship reports Release date
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Digital Interactive Experience (IX) Services PEAK Matrix® Assessment 2022 February 2022

Interactive Experience (IX) Service Providers Profiles Compendium Q1 2022

Adobe Services PEAK Matrix® Assessment 2021 Q2 2022

State of the Market - Adobe Services Q2 2022
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Thematic Report on Next-generation Data Management For Marketing Operations Q1 2022

Trailblazers on Commerce Solutions Q1 2022

Report on Customer Journey Orchestration Q2 2022

Report on Experience Management Q2 2022
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