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Background and scope of the research

Conversational Al solutions have undergone unprecedented growth post-pandemic across the globe. Enterprises showed a greater propensity to leverage these solutions to provide
superior CX, drive customer acquisition, and create market differentiation. Businesses across the globe are realizing the importance of conversational Al solutions to serve customers
across different industries on a spectrum of digital channels and fulfill enterprise needs as well as support internal processes such as HR support, IT helpdesk, sales, F&A, and marketing.
Increasing sophistication of technology such as omnichannel deployment, agent-assist, multi-language support, tracking of customer journeys, enhanced Al capabilities, and demand for
self-serve solutions and personalized customer experience are driving the adoption of these solutions in the market. There exists a huge opportunity for conversational Al providers to cater
to the rising market demand while expanding their product capabilities to make them more powerful, holistic, and amenable to wide-scale adoption. With this growing impact of
conversational Al platforms, it becomes critical for an enterprise to pick solutions that meet their current business requirements with room to accommodate future needs.

Conversational Al is a network of advanced technologies and solutions that integrate and communicate with each other to share information across systems in a contact center
environment. Conversational Al offers multi-pronged solutions that include improving the overall contact center efficiency, both customer and agent experience, by leveraging advanced
technologies such as Intelligent Virtual Agents (IVA), agent-assist solutions, sentiment analysis, analytics, insights, API integrations, and other automation solutions such as RPA. The
offerings are built over powerful artificial intelligence and machine learning capabilities. The scope of this study covers global leading technology providers that offer these solutions on
independent licensing.

In this study, we analyze the conversational Al technology provider landscape across various dimensions:

e Everest Group’s PEAK Matrix® evaluation — a comparative assessment of 26 leading conversational Al technology providers

e Competitive landscape in the conversational Al technology provider market

e Remarks on key strengths and limitations for each conversational Al technology provider

Scope of this report: I,
@ Geography Products [ ﬁ \ Technology providers
Global Conversational Al \ | 26 leading conversational
<S-b 7 \-\ /-/ Al providers
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This study provides a detailed view of technology providers’ conversational Al offerings &
capabilities; attached below are the charts to illustrate the depth of the report
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Overview

Company overview

Founded in YYYY, Provider 1 develops Al-enableq
countries and over XYZ clients, including globally ¥
services, Provider 1 automates thousands of IT an

Key leaders

o Leader A, Founder, President and CEO
o Leader B, Managing Director

o Leader C, Chief Marketing Officer

Split of conversational Al volume mix by t

59
5%

Note:
Source:
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Product overview

Technology provider 1, a cognitive assistant capall

context switching, and intent recognition. It:

o Is fluent in 15 languages over voice and chat, ar
languages in real time

oF complete
situations and adapts social tone and actions ac

o Integrates with Genesys, NICE, ServiceNow, S/
Microsoft Teams

Overview

FTE split by locations

Version number: Version 1.2.3

° US (117)
Split of conversational Al volume mix b

<US$1 billion

US$1-5 billion
10% W

US$5-10 billion 1573

Note:
Source:
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Capabilities

Capability & offerings
Enterprise messenger (Skype, Cisco Jabber,
Slack, MS Teams, etc.)

Channels supported SMS

Web RTC applications (Google Meet, Discord,
Amazon Chime, etc.)

Deployment Off-the-shelf IVA solutions

Visual drag-&-drop development workspace to
create a flow of conversation

Ability for flow to test

Conversation flow
development

Social
Telegram, etc.)

(FB s \Pp,

Email

Platform-based product

Ability to add business validation rules

personalized conversation flow

Ability to trigger microservices/RPA to execute

Conversational tasks based on understood intent
intelligence v 3 o,
Voice conversational capabilities

Sentiment analysis Ability to assess state from the

through A/B /

testing, allowing for a

Provide dynamic response

Voice biometrics for caller authentication

Context handling

Training of
virtual agent

/E\verest Group®  pro,

Ability of IVA to remember context from previous conversations

Code-free selection of training model/algorithm for training

Ability to switch context

use of an external data scientist

Available

Ability of software to identify the best training model/algorithm without the

In the roadmap Available via formal partnership Not available

IVR Voice assistant (Alexa, Google Home, etc.)

Web/mobile hooks (OK Google) IoT devices

Customized solutions for enterprises

Library of pre-built workflows for common
conversations

Ability to generate new
without human involvement

Ability to enable customers to switch

= enaied sonse conversation channels to chat or voice

Ability to alter its voice type (gender, accent,
speed, and diction) based on user preference

Ability to identify sarcasm

Ability to remember context across different digital channels

Capability to allow user/agent to manage training models



Research calendar
Customer Experience Management (CXM) Services

Il Published [ Planned [l Current release

Reports title Release date

Enterprise Technical Support June 2022
Transforming Customer Experience (CX) Operations July 2022
Catering to Global Customer Experience Management (CXM) Requirements: What It Means to Be a Truly Global Service Provider July 2022
Customer Experience Management (CXM) in the Americas — Service Provider Landscape with PEAK Matrix® Assessment 2022 August 2022
Navigating the Digital CXM Transformation Journey August 2022
Customer Experience Management (CXM) in APAC — Service Provider Landscape with PEAK Matrix® Assessment 2022 August 2022
Customer Experience Management (CXM) in EMEA — Service Provider Landscape with PEAK Matrix® Assessment 2022 August 2022
Conversational Al — Technology provider Landscape with Products PEAK Matrix® Assessment 2022 September 2022
Conversing with Al — Conversational Al State of the Market Report 2023 November 2022
Buyer Satisfaction with conversational Al — Exploring the Buyers’ perception of the market November 2022
Conversational Al — Technology Provider Compendium 2023 November 2022
Customer Experience Management (CXM) in the Americas — Service Provider Compendium 2023 Q4 2022
Customer Experience Management (CXM) in APAC — Service Provider Compendium 2023 Q4 2022
Customer Experience Management (CXM) in EMEA — Service Provider Compendium 2023 Q4 2022
Customer Experience Management (CXM) in Healthcare — Service Provider Landscape with PEAK Matrix® Assessment 2023 Q4 2022

Note: Click to see a list of all of our published Customer Experience Management (CXM) Services reports
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Research calendar
Service Optimization Technologies (SOT)

Il Published Planned [l Current release
Intelligent Process Automation (IPA) — Solution Provider Compendium 2022 May 2022
Intelligent Document Processing (IDP) — Technology Provider Compendium 2022 June 2022
Process Mining — Technology Provider Landscape with Products PEAK Matrix® Assessment 2022 June 2022
Intelligent Document Processing (IDP) — State of the Market Report 2022 July 2022
Process Mining — Technology Provider Compendium 2022 July 2022
Task Mining — Technology Provider Landscape with Products PEAK Matrix® Assessment 2022 August 2022
Conversational Al — Technology Provider Landscape with Products PEAK Matrix® Assessment 2022 September 2022
Process Mining — State of the Market Report 2022 September 2022
Robotic Process Automation (RPA) Provider Landscape with Products PEAK Matrix® Assessment 2022 October 2022
Scaling Automation Across the Enterprise October 2022
Conversing with Al — Conversational Al State of the Market Report 2023 November 2022
Buyer Satisfaction with conversational Al — Exploring the Buyers’ perception of the market November 2022
Conversational Al — Technology Provider Compendium 2023 November 2022

Note: Click to see a list of all of our published Service Optimization Technologies (SOT) reports
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s
market challenges and strengthen their strategies by applying contextualized problem-solving to their unique situations. This
drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious
research focused on technology, business processes, and engineering through the lenses of talent, sustainability, and sourcing
delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.
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everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318
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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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