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Description:

Customer experience management (CEM) is garnering increasing popularity mainly driven by the application
of tools that are employed for analyzing customer feedback from various touch points such as company
websites, branch, Web, mobile and social media. CEM, as a concept, has gaining widespread adoption
because it enables companies to serve customers efficiently, thereby creating retention, reducing churn and
improving competitive abilities. In the previous year, several companies had begun to invest heavily on
solutions that optimize interactions from the customer's perspective and thereby enhance customer loyalty.
Growth of communication media majorly affects customer expectations and behavior, ultimately impacting
end user experiences. To understand these experience and drive the appropriate insight from voice of the
customer (VOC), companies uses analytical tools such as enterprise feedback management (EFM) software,
text analytics, web analytics, speech analytics and other analytics.

The usage of mobile and social media touch points is increasing rapidly for sharing views and ideas. In order
to get globally connected, companies must frequently monitor these touch points and follow up with their
customers by understanding their needs and wants for improving customer loyalty and experience. In the
competitive world, leading companies will be focusing on a customer centric approach rather than a
company centric approach. Towards this, enterprises will be adapting newer ways to connect customers
with organization for regular feedback.

The report focuses on the latest trends and advancements in customer experience solutions that provide
strategies, process models, and information technology (IT) to design, manage and optimize the end-to-end
customer experience process. The report also includes market analysis and forecasts across various touch
points, types of analytical tools, vertical segments, size of the organization and geographical regions.

The report also focuses on CEM for Telco providers by taking into consideration aspects of service quality
management (SQM), service level agreement (SLA) monitoring, service monitoring, fault management, and
performance management with respect to network planning and network management. The Telco CEM
market is segmented into five geographical regions including North America, South America, Europe, Asia-
Pacific, and Middle East and Africa.

MARKETS COVERED
On the basis of network Types:

- Enterprise Feedback Management
- Web Analytics

- Text Analytics

- Speech Analytics

- Others

On the basis of Touch Points:

- Company Website
- Branch/Store

- Web

- Call Center

- Mobile

- Social Media

On the basis of Organization Size:

- Small and Medium Businesses (SMB)
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Contents:

- Enterprises
On the basis of Verticals:

- Communication Services

- Public, Sector, Energy & Utilities

- Banking, Finance Services & Insurance (BFSI)
- Healthcare

- Automotive & Transportation

- Consumer Goods & Retail

- Media & Entertainment

- Travel & Hospitality

- Manufacturing

- Others

On the basis of Geography:

- North America

- Latin America

- Europe

- Asia-Pacific (APAC)

- Middle-East & Africa (MEA)
- STAKEHOLDERS

The targeted audience for this report includes stakeholders from the following verticals

- Communication Services Providers
- Mobile network operators

- IT suppliers

- Software and System Integrators

- Value added Resellers (VARSs)

- Software Developers

And marketing and sales professionals across the following verticals

- Public Sector, Energy & Utilities
- Telecommunication Providers
- Banking, Finance & Insurance

- Healthcare

- Automotive & Transportation

- Consumer Goods & Retail

- Media & Entertainment

- Travel & Hospitality

- Manufacturing

CEM & VOC analytics report will provide market data, market dynamics (drivers, restraints, trends and
opportunities), key players, and competitive outlook. It will also provide market tables for covering the sub-
segments and micro-markets. In addition, the report also provides competitive landscape and 38 company
profiles of leading players.
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