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Introduction

The current market state for CCaaS is rapidly growing, driven by the increasing demand for flexible remote work solutions, scalability to cater to fluctuating demand, and the need for
businesses to provide exceptional customer service. Everest Group defines Contact Center-as-a-Service (CCaaS) as a cloud-based offering that provides the essential capabilities
required to manage omnichannel customer interactions through capabilities such as automatic call distribution, Interactive Voice Response (IVR) and self-service tools, workforce
optimization and scheduling/forecasting, and reporting & management insights, among others. CCaaS allows companies to scale their contact center operations quickly, without the need
for significant investments in infrastructure and software. Many businesses are now transitioning from on-premise contact center solutions to cloud-based CCaa$S solutions, as they offer
greater flexibility, scalability, and cost-effectiveness. The CCaaS market is highly competitive, with numerous providers providing solutions with varying sophistication and pricing models.
Additionally, the industry is undergoing consolidation, as larger companies are acquiring smaller players to broaden their service portfolio and increase market share.

In this research, we present an assessment and detailed profiles of eight CCaa$S providers featured on the Contact Center-as-a-Service (CCaaS) PEAK Matrix®for 2023. Each provider
profile provides a comprehensive picture of its service focus, key Intellectual Property (IP) / solutions, domain investments, and case studies. The assessment is based on Everest Group’s
annual RFI process for calendar year 2023, interactions with leading CCaaS providers, client reference checks, and an ongoing analysis of the CXM technologies market.

This report includes the profiles of the following eight leading CCaa$S providers featured on the Contact Center-as-a-Service (CCaaS) PEAK Matrix®:
e Leaders: Avaya and Genesys

e Major Contenders: [24]7.ai, Exotel, Sprinklr, and Tata Communications

e Aspirants: CM.com and LeadDesk

Scope of this report Py
Geography Providers /' '\ Technology providers
Global Eight leading CCaa$S providers \ Q / Contact Center-as-a-Service (CCaaS)
I\ /I
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This report is based on multiple key sources

e Proprietary database of CCaaS providers in the scope of work (updated annually)
e The database tracks technology providers offerings/capabilities for:

— Design, development, and integration

— Technology and software components

— Reporting & analytics

— Workforce management capabilities

— Platform security

e Proprietary operational database of CCaaS providers (updated annually)

e The database tracks the following operational information for each provider:
— Revenues
— Number of clients
— FTE split by role

e Provider briefings
— Vision and strategy
— Current state of market
— Annual performance and future outlook
— Emerging areas of investments

e Buyer reference interviews, ongoing buyer surveys, and interactions
— Drivers and challenges for adopting CCaaS platform
— Assessment of provider performance
— Emerging priorities
— Lessons learnt and best practices adopted

of proprietary information

Providers assessed!

[24]7ai AVAYA

CM.com G&R\Otel

SGENESYS ) LeadDesk

Af% sprinklr b

TATA COMMUNICATIONS

1 Assessments for Avaya and Genesys include partial provider inputs and are primarily based on Everest Group’s proprietary Transaction Intelligence (Tl) database, provider public disclosures, and Everest Group’s interactions with its buyers

The source of all content is Everest Group unless otherwise specified

Confidentiality: Everest Group takes its confidentiality pledge very seriously. Any information we collect that is contract specific will only be presented back to the industry in an aggregated fashion
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Overview and abbreviated summary of key messages

Contact Center-as-a-Service (CCaaS) is a key cloud-based offering to manage omnichannel customer interactions. This report uses Everest Group’s proprietary PEAK Matrix® to assess and
evaluate CCaaS capabilities of independent technology providers across two key dimensions, market impact and vision & capability. It also includes competitive landscape & market share
analysis, Everest Group’s remarks on technology vendors highlighting their key strengths & areas of improvement, and insights into advances in CCaa$S technologies.

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

CXM service provider landscape in the
Americas and PEAK Matrix® 2022

Insights on competitive landscape

/Eerest Group®

The 2023 Contact Center-as-a-Service (CCaaS) PEAK Matrix® positioning is as follows:

Leaders: Avaya and Genesys
Major Contenders: [24]7.ai, Exotel, Sprinkir, and Tata Communications

Aspirants: CM.com and LeadDesk

Genesys and Tata Communications are among the leading technology providers across four geographies, while Avaya and Sprinkir
are other leading technology providers across multiple geographies

Avaya and Genesys lead in all the major industries; [24]7.ai and Sprinklir are the other leading technology providers across multiple
industries

Avaya, Genesys, and Tata Communications are the leading technology providers having a wide mix of buyers of different sizes and
seating requirements



This study offers three distinct chapters providing a deep dive into key aspects of CCaaS
market; below are three charts to illustrate the depth of the report

Contact Center-as-a-Service (CCaaS) PEAK Matrix® Assessment 202312 | Capability assessment lllustrative example
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Market impact Vision & capability

allows the customer a modular platform to modify these ontologies

Vision and Implementation
L Aspirants Market adoption Portfolio mix Value delivered Overall strategy and support CCaasS capabilities Execution Location footprint Overall
ow
Lo High <5 0 @ > ® D D o 9 0
Vision & capability
Measures ability to deliver products successfully Strengths Areas of improvement
e Provider 1's CCaa$S platform caters primarily to EMEA and North E e The majority of CCaa$S provider 1’s clients are enterprises with revenue
1 Assessments for Avaya and Genesys include partial provider inputs and are primarily based on Everest Group’s America. It has a rapidly growing client base across a multiple industries, | less than US$1 billion, and its ability to cater to requirements of large
proprietary Transaction Intelligence (TI) database, provider public disclosures, and Everest Group’s interactions with including retail, healthcare, and banking 1 enterprises s relatively untested
its buyers e |t uses its proprietary offerings such as automated and assisted routing of | e Its CCaa$S platform does not have the capability to integrate UCaaS
2 Other notable providers for CCaaS are 8x8, Amazon Web Services (AWS), Cisco, Content Guru, Five9, NICE, Odigo, voice, email, chat, and other messaging channels, with in-built IVR with E component with the CCaa$ offering. This can deter buyers in the market
Talkdesk, Twilio, and Vonage speech recognition to collect information for routing. The platform also 1 who are seeking UCaa$S and CCaas$ integration in a single platform

Source: Everest Group (2023)
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Research calendar
Customer Experience Management (CXM) Services

Il Published Planned [l Current release
Healthcare Customer Experience Management (CXM) Services in North America — PEAK Matrix® Assessment 2023 November 2022
Driving the Digital Wave and Advancing Contact Centers through Digital Customer Experience Management (CXM) December 2022
Capturing the Post-pandemic Resurgence: Customer Experience Management (CXM) State of the Market Report 2023 December 2022
Healthcare Customer Experience Management (CXM) Services in North America — Provider Compendium 2023 January 2023
The Contact Center for Rapidly Scaling Organizations: Leveraging Service Providers to Unleash Growth January 2023
Delivering Extraordinary Customer Experiences Using Conversational Al January 2023
Africa on the Rise: The Next Frontier in Customer Experience Management (CXM) March 2023
Engaging with Customers in the Metaverse — Turning Fantasy into Reality April 2023
Impact Sourcing Adoption in the CXM Industry April 2023
Contact Center-as-a-Service (CCaaS) PEAK Matrix® Assessment 2023 May 2023

Note: Click to see a list of all our published Customer Experience Management (CXM) Services 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.

Everest Group®

With you on the journey

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP’S TERMS OF USE.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
to the link above for the full version of the Terms of Use.

Stay connected

Website
everestgrp.com

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
Social Media

Yy @EverestGroup
[ @Everest Group

¢) @Everest Group

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.

Bangalore
india@everestgrp.com
+91-80-61463500

Pe!hi @ @Everest Group All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
india@everestgrp.com any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
+91-124-496-1000 Blog and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,

everestgrp.com/blog
London

unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-647-557-3475

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.

and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.
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