CXM’s Coming of Age:
“Skin in the Game”
Taking Center Stage
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Key Drivers

* Enterprises are linking payouts to tangible success outcomes,
Pay for performance, mutually agreed upon at the time of contracting itself

not operations » Running operations is reduced to mere table stakes, payouts
are no longer certain, and are getting increasingly probabilistic

» The desire to experiment and get ahead on the innovation agenda
is at an all-time high while the risk and investment appetite is at
an all-time low

Co-own and co-fund

From , transformation agenda * Enterprises are urging their service partners to co-own and
Customer’s co-fund the transformation investments with the option to plough
Perspective back from the value delivered
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Do whatever it takes to et —™eS_ " @e””S 74°S*™M7,8" + -5 +ZE“S%h Z™

drive change, and at pace « Providers are needed whose own interests are at stake and are

motivated to go beyond their operational duties to drive

change at pace

« Enables providers to make a powerful statement about their

S G ™ME commitment to success and belief in self-capabilities
crowded space » Cements position of providers as a long-term strategic
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“outcome-delivery”

* CXOs have been found to be more amenable to
value-based models as compared to the traditional

Drive better buying centers
From CX buyer access . . .
Provider's e They are also more likely to scale business with the
Perspective service provider post successful service delivery

* Creates a sense of security, that transcends the relationship
Elevate the relationship, from a buyer-provider dynamic to more of a partnership
from provider to partner » Allows providers to instill trust in buyers that they are willing to
do what is necessary to deliver successful business outcomes
Source: Tt z7Z7A
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Margin accretive

in nature

Up to 10-15% gross margin upside has been
achieved over traditional models, for similar
services, when deployed systematically

i

Higher
win rates

A systematic approach to pitching during
renewals leads to higher win rates, reaching
up to 81% for incumbents leading with
value-based models vs 73% for incumbents
without value-based models
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5.CXOs are bullish on adoption.
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6. Paves way for longstanding partnerships.
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Key growth enabler,
not just a margin play

Buyers expect double the growth in value-based
models compared to traditional ones, with a
projected adoption rate of over 30% by 2026

S

CXOs are bullish
on adoption

Top leadership in buyer enterprises show great
optimism in adoption of value-based models,
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i

Limited pureplay,
mostly hybrids

Mostly exist in shades of grey, with 9/10 deals
being hybrid in nature i.e. deploy multiple
types of commercial models in same deal

b

Paves way for
longstanding partnerships

3/4 buyers show higher satisfaction with
value-based deals over traditional ones
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2 EmBED
P value-based
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o=| EstaBLISH
@=—| clear outcomes

Crucial to incorporate
risk management as a
part of portfolio play to
drive pervasive
embedment. Not all
deals will achieve 100%
success however, the
overall performance of
the portfolio is what's
important. Providers
need a common
playbook, vocabulary,
and language to drive
this mindset. Scaling
of value-based
models will require 4
key capabilities:

Diagnostic
Capability Building

Cross-functional
Integration

"o Z@® F™MZ"
Commercial and
Solutioning

Value-Based
Sales Support

Source: Tt z2"Z2"A

~ ~

e Z™MIET T %

Meticulously
E EvaLuaTE

the outcomes

/
Measuring granular S®“Z“E “§° "8~
impacts is important metrics upfront
but challenging. facilitates tracking
Neglecting factors like progress and making
NPS and cycle time adjustments. Factors
while overemphasizing like dollar impact,
on either cost or addressing arbitrages,
revenue is a common and isolating impact of
mistake. Misalignment extraneous variables
on expected outcomes need to be considered
"t St % ™ C7er 7 TWhén measuring

Crucial to establish
clear and measurable
metrics that are:

Time-bound

Attainable

Relevant

outcomes to prevent

AmasZAIMT pegn g

o EI Enbpure
the initial
turbulence

Implementing
value-based models
requires preparation

ERR:

T% T %Z«S—8«™ "749

Initially, there may be
lower returns when
transitioning from
traditional models.
However, robust
implementation can
drive revenue
acceleration and higher

S«S"™7Z5S "7t 17— hriebZ require focus:

Dollar Impact

Timing Arbitrage

Value Arbitrage

Isolating
Extraneous
Variable Impact

TEETT™M O M peSenign S —

Management

«S"™MZ58 77
Management

Continued
Process Optimization

Building
Operational Flexibility
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