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Vendor performance across adoption drivers
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Performance differentiation across capability dimensions
Relative importance of metrics and extent of differentiation
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Background of the research

Intelligent Virtual Agents (IVA) offer key benefits such as superior customer satisfaction, round-the-clock support, reduction in service costs for the enterprises, and assisting human agents,
among others, in various business functions such as contact center, F&A, HR, and IT helpdesk. As the benefits of IVA solutions become evident, enterprises are also looking at this
technology with a broader automation lens and considering integrating IVA into their wider automation initiatives to further enhance its impact. Consequently, many global service providers
and technology vendors are investing in it. These products are also rapidly evolving in the sophistication of their capabilities, features, and functionalities.

In this report, we analyze the IVA technology market across various dimensions:

e Evolving behavior and expectations of enterprise clients and desired IVA vendor characteristics

e Business objectives / adoption drivers of IVA

e Buyer satisfaction with the IVA products/vendors in meeting current objectives and its capabilities across various dimensions and subdimensions
e Relative importance of various capability metrics and extent of differentiation for IVA vendors

e Key strengths and areas of improvements as cited by the buyers for IVA vendors

The scope and methodology of this report includes:
Products: Intelligent Virtual Agents (IVA)

Buyers: Feedback from 30+ enterprise buyers
Geography: Global

Technology vendors: 16 leading IVA technology vendors

Scope of this report:

N
Geography Industry 14 \ Products
Global ‘ Buyer feedback of 16 leading '\ /' Intelligent Virtual Agents (IVA)
I\ /l

IVA technology vendors
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This study offers two distinct chapters providing a deep dive into key aspects of IVA
technology market; below are four charts to illustrate the depth of the report

Key factors driving IVA adoption

Enterprises’ top priorities for contact center from next-generation technology

Key factors driving IVA adoption
Importance on a scale of 1 to 7; 7 being the highest

|
Cost | @ Reduce
impact @ XXy \\\z* cost
Business ! x*x Improve
impact XX o ~(R)% customer
' experience

IVA vendor performance

Achieve fast
ROI

| A,

Q/‘ Advan_ced Improved customer experience through
P ) analytics improved accuracy and faster resolution
Enhance Q :
|||I| revenue d-o Omnichannel \V’ Flexibility to scale according to demand

Subdimensions with low satisfaction and

perspective

Enterprises’ top priorities for contact center from next-generation technology perspective
Percentage of enterprises ) e

9 P Key drivers for high interest
f /,}' Increase in consumer demand for
Ml serr-service

IVAs/self-service 87%

Round-the-clock support

Agent monitoring and support for
4B improved productivity

s

Al/cognitive

Omnichannel support

Performance on a scale of 1 to 7; 7 being the highest Low B High L-- high correlation
Dimension Subdimension Performance Correlation with overall buyer satisfaction Ton th . .
{@©> Visi ,--- Top three strengths? -----------------ommomm- - -~ Top three areas of improvementt  ----------oooo-
\@/ \s/t'f;?;gi‘ Product vision and roadmap % % %k ko VN .63 [ o \ . !
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, ! [Rei) ! | f*: '
| i | it |
Cognitve features of the software dkkkkk B | me— mom T TN (3] @ ] e &% |
Pre-training 1, 8.6.8.0.6/ N 0.77 ; 3 3 el :
.:::::::::::::::::::::::::::::::::::::::::::::::::::::::::::’”"::::::::::::::::::::::::::::::::::::::::::::I 1 : : 0 o :
ﬁ cP;z:Ei(iitty | Ease of use and implementation 1. 2.8.6.6.6 E N o.86 Vo 61% 35% 32% ; : 29% 23% |
N OO T i ; i iti ; i Vision and Customer success & Product features i
! Flexibility and scalability % %k A A 5.9 N 0.53 i | 1 Customer success Implementation Cognitive ; : : u :
:,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,",,,,,",,,",,,,,",,!,,”””"””””,”””A 7777777777777777 4| 1 &support services & integration capabilities ! ; roadmap support services and capability
| Integration with technology environment____ kkkkxd B ow BNoos N
§E ranng s Pt maspt rohxxxx B CT——oss
support Running and maintenance of the software ' 060 660 6 - .A- 0.79

/Eerest Group®

RESEARCH

Proprietary & Confidential. © 2020, Everest G

lobal, Inc. | EGR-2020-38-CA-3839




Research calendar
Service Optimization Technologies (SOT)

Il Published Planned M Current release
Robotic Process Automation (RPA) Market Report 2019 — Laying the Foundation for a Light-touch Organization September 2019
Enterprise Intelligent Automation Adoption — Pinnacle Model® Assessment 2019 December 2019
Process Mining — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2020 February 2020
Intelligent Automation in Business Processes (IABP) Solution Provider Landscape with PEAK Matrix® Assessment 2020 March 2020
Intelligent Document Processing (IDP) — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2020 March 2020
Intelligent Virtual Agents (IVA) — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2020 March 2020
Intelligent Virtual Agents (IVA) State of the Market Report 2020 — Conversing with Al June 2020
Robotic Process Automation (RPA) — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2020 Q3 2020
Who Takes on the RPA Mantle? June 2019
Intelligent Document Processing (IDP) Playbook September 2019
Accelerated Intelligent Automation (AlA) in Enterprises May 2020
360-degree Enterprise Automation Playbook May 2020
Practitioner Perspectives - Mastering Efficiency and Innovation with Intelligent Automation May 2020
Buyer Satisfaction with Intelligent Virtual Agents (IVA) — Unleashing Insights by Viewing the Market through Buyer’s Lens September 2020
Enterprise Process Orchestration (EPO) Q3 2020

Note:  For a list of all of our published SOT reports, please refer to our website page
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Research calendar
Customer Experience Management (CXM) Services

Il Published Planned M Current release
Customer Experience Management (CXM) Annual Report 2019: Delivering Next-generation Contact Center Services September 2019
Intelligent Automation in BPS PEAK Matrix® Assessment with Service Provider Landscape 2020 February 2020
Intelligent Virtual Agents (IVA) — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2020 March 2020
Intelligent Virtual Agents (IVA) — Technology Vendor Compendium 2020 May 2020
Intelligent Virtual Agents (IVA) State of the Market Report 2020 — Conversing with Al June 2020
Customer Experience Management (CXM) — Service Provider Landscape with Services PEAK Matrix® Assessment 2020 June 2020
Customer Experience Management (CXM) — Service Provider Profile Compendium 2020 Q3 2020

Thematic CXM reports Release date

Achieving High Value through a Total Cost of Operations (TCO) Pricing Model November 2019
Orchestrating Successful WAHA-based Delivery January 2020
Impact of Recession on the Business Process Services (BPS) Industry March 2020
Buyer Satisfaction with Intelligent Virtual Agents (IVA) — Unleashing Insights by Viewing the Market through Buyer’s Lens September 2020
WAHA Adoption Trends — Impact of COVID-19 Q3 2020
Real-time Listening, Al, and Automation in CXM Q3 2020

Note:  For a list of all of our published SOT reports, please refer to our website page
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Everest Group is a consulting and research firm focused on strategic IT, business services, engineering services, and sourcing.
Our clients include leading global enterprises, service providers, and investors. Through our research-informed insights and
deep experience, we guide clients in their journeys to achieve heightened operational and financial performance, accelerated
value delivery, and high-impact business outcomes. Details and in-depth content are available at everestgrp.com.
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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.



mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:info@everestgrp.com
mailto:canada@everestgrp.com
https://www.everestgrp.com/
https://www.everestgrp.com/blog
https://www.youtube.com/channel/UCbQ1l16kgLcWzLOSIN3cdHg
https://www.linkedin.com/company/everest-group
https://twitter.com/EverestGroup
https://www.facebook.com/everestgrp/
https://www.everestgrp.com/digital-reality
https://nam03.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww3.everestgrp.com%2FY0haN0p7U00EJ0017XU0tEH&data=02%7C01%7Cnavidita.thapa%40everestgrp.com%7Cfd2c07383ef74ded0f4208d7e45f8450%7C29656626bbab4437ba66213753425fd1%7C0%7C0%7C637228971224215357&sdata=qbEt%2BkDezQAB0jJdQOciTZdRGoYclfw0UmOTLMdQFu4%3D&reserved=0
https://tunein.com/podcasts/Business--Economics-Podcasts/Digital-Reality-p1250410/
https://www.stitcher.com/podcast/everest-group/digital-reality
https://podcasts.apple.com/us/podcast/digital-reality/id1479866137
https://www.everestgrp.com/

