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Geography Products Technology providers
Global Conversational AI 26 leading conversational

AI providers

Background and scope of the research

Scope of this report:

Conversational AI 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 AI 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 AI 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 AI 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 AI platforms, it becomes critical for an enterprise to pick solutions that meet their current business requirements with room to accommodate future needs.

Conversational AI 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 AI 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 AI technology provider landscape across various dimensions:
 Everest Group’s PEAK Matrix® evaluation – a comparative assessment of 26 leading conversational AI technology providers 
 Competitive landscape in the conversational AI technology provider market
 Remarks on key strengths and limitations for each conversational AI technology provider 
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This study provides a detailed view of technology providers’ conversational AI offerings & 
capabilities; attached below are the charts to illustrate the depth of the report
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