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Enterprises are understanding the benefits of conversational AI solutions to create differentiation in their business through the various benefits that it offers. To cater to this huge demand, 
technology providers in this space are improving their products by offering newer capabilities while deepening the existing ones and entering newer markets. The scale of investments 
made both by enterprises and technology providers for conversational AI products makes it critical for enterprises to choose the right product to meet their business demands. Different 
conversational AI providers bring their own breadth of capabilities, use cases, language support, and sophistication in execution. It is imperative for enterprises to map their own needs with 
the capabilities of providers to arrive at the best fit providers for them.

In this report, we analyze the conversational AI technology market across various dimensions:
 Evolving behavior and expectations of an enterprise and the desired conversational AI technology provider characteristics
 Business objectives/adoption drivers of conversational AI 
 Challenges enterprises face during implementation, meeting expectations, and scope of engagement
 Buyer satisfaction with conversational AI providers in meeting current objectives across various dimensions and subdimensions
 Key strengths and areas of improvement as cited by the buyers of conversational AI solutions from technology providers

The scope and methodology of this report include:
 Products: Conversational AI 
 Buyers: Feedback from 55+ enterprise buyers
 Geography: Global
 Technology providers: 26 leading conversational AI providers

Introduction

Scope of this report Geography
Global

Industry
Global

Services
Customer experience 
management services and service 
optimization technologies
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 The conversational AI market has been experiencing strong growth in recent years as enterprises start adopting solutions to offer differentiation, while the 
existing enterprises are planning to scale up the solutions across different business functions within the organization 

 As customers expect a personalized experience with a superior CX, enterprises shift their focus to utilize conversational AI across the entire customer journey 
and to increase contact center efficiency through improved agent-assist capabilities

 Since adopting conversational AI solutions is a strategic decision by enterprises, they look into several drivers before finalizing with a particular technology 
provider. Enterprises consider a range of parameters, which includes fundamental, financial, and technical dimensions while choosing the suitable 
conversational AI technology provider 

 Improving customer experience and reducing cost, followed by enhancing employee productivity, continues to be the most important drivers for the adoption of 
conversational AI solutions

Some of the findings in this report, among others, are:

 Improving customer experience and reducing costs continue to be the key drivers for the adoption of conversational AI solutions. Buyers expect enhanced agent 
assist, analytics, and cognitive capabilities from conversational AI providers 

 At an overall level, buyers are fairly satisfied with conversational AI providers; however, there is still a gap in meeting their objectives to adopt conversational AI 
technologies. Buyers have shown high satisfaction with their conversational AI providers on overall performance; however, there is scope for them to improve on 
certain subdimensions such as driver satisfaction, product capabilities, and running and maintenance

 Integration with backend systems, NLP engine, and providers’ responsiveness, technical acumen, and support are the strengths highlighted by the buyers; 
cognitive capabilities have been highlighted as an area of improvement

Buyer expectations

This report examines the buyers’ perception of the conversational AI market. More technology providers are entering the conversational AI market recently as enterprises begin to increase adoption of these 
solutions for a range of use cases, from customer support to B2E use cases such as HR support and IT & helpdesk. The growing capabilities and evolving customer needs have made it critical to understand the 
key drivers that enterprises consider before implementing conversational AI solutions, their satisfaction, and the challenges that they face in the process.

Conversational AI adoption and 
provider selection

Overview and abbreviated summary of key messages
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This study offers two distinct chapters providing a deep dive into key aspects of the 
conversational AI market; below are four charts to illustrate the depth of the report

Key factors driving conversational AI adoption Provider performance across adoption drivers

Capability dimensions and extent of differentiation Overall buyer satisfaction

Key factors driving conversational AI adoption
Importance on a scale of 1 to 7, with 7 being the highest

Driver 1

Driver 2

Driver 3

SubdimensionsRelevance of the 
driver for clients 2020 2021

Subdimension 4

Subdimension 1

Subdimension 2

Subdimension 3

Subdimension 5

Provider performance across adoption drivers
Performance on a scale of 1 to 7, with 7 being the highest

Driver 1

Driver 2

Driver 3

SubdimensionsRelevance of the 
driver for clients 2020 2021

Subdimension 4
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Subdimension 5
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness 
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be 
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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