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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 CCaaS 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 CCaaS providers featured on the Contact Center-as-a-Service (CCaaS) PEAK Matrix® for 2023. Each provider
profile offers 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® Assessment 2023:

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 CCaaS providers . ﬁ = Contact Center-as-a-Service (CCaaS)

W \ ]
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This study provides a detailed view of technology providers’ CCaaS offerings & capabilities;
attached below are the charts to illustrate the depth of the report

Provider 1 profile (page 1 of 8)

Overview

Company overview

Provider 1 is a digital ecosystem enabler that powers today’s fast-gr|
orientated approach, proven services capabilties, and cutting-edge
level of intelligence powered by cloud, mobility, Intemet of Things (Iq
services.

Headquarters: Mumbai, India.

Key leaders.
« Leader A, CEO
« Leader B, CFO
o Leader C, CDO

Key clients
o ClientA
« Client8
« ClientC
« ClientD

Product overview

Provider 1 profile (page 2 of 8)

Capabilities
Website: wwy.
Splitof CCaas volume mix by buyer industry
; LesdorD. Provider 1 profile (page 3 of 8)
Bonking and ranc - 48 Capabilities
Serviss
\Technology
Fast growth technology
Provider’s location footprint (countres)
E-commerce 16%. Provider 1 profile (page 4 of 8)

Capabilities

Travel and hospitality

With its omnichannel CCaaS$ offering, provider 1 provides businesse
hosted lou cotactcentr solutons o e flid customer convers

highly

Split of CCaa$ volume

Version number: NIA

Capability and offerings

‘Source: Everest Group (2023)

rest Goup®

tary & Confiential,

Everest Group®

Enterprise messenger (Skype, Cisco Jab) i
Center type Americas (North and Latin Americ, By Provider 1 profile (page 5 of 8)
‘ Delivery! Brazi, Canada, Mexico, Channels supported Capabilities

Decomber ] Operational centers and the US SMS

Sales office Brazil, Canada, Mexico, Automatic call - N
. ‘ Conade, M Automatic Abilty to customize agent routing les | Gapabilty and offerings

Ability to access ta and inter} P id
o forml Unified a single window from all the integrated b 1 profile (page 6 of 8)
Direct relati Data centers us R e i ] sppicalons suchas CRM and aner e fll - Capabilities
IVR and self-service  SUPPOIt by answering basic queries. %
tools Drag and drop flow builder containing an' Offers bundled cloud telephony along wit
A . ‘extensive collection of pre-built flows and contact center software components
Everest Group* ftary & Confidenta 3, Everest Giobal, GRy reusable menus Telecom connectivity Capability and offerings
'I:ardnallrve SIP trunking capabilities to pri Pbily - dashbol
raudulent activities il P id i
Unified interaction panel for agents to se¢ (ngﬂ ;‘mmgl CSV data to third-part} v 1 prOﬁIe (page 8of 8)
E LT R S & T Aty to support interactions across cha LECIC L) Enterprise sourcing considerations — Major Contender
1 R rem« customers m including email, social, chat, text, and me. Monitoring and
urce: Everest Groug 2 i on
‘Source: Everest Group (2023) il | analytics Screen recording capability
A the best-skilled agensm Rl handle customer interactions across any

Everest Group®  propriotary & Confdena, © 2023, Ever

. In. | EGRY from mobile devices.
Ability to design outbound call center can

Speech analytics capabiliies

Outbound ‘campaign targets, agent workloads, or U Shows an overview of the agents sched|
aragement ) Workforce when they are fallng behind s O
Has in-buit compliance controls for outbd  performance Colbrowsing capabifics that aiows 5ge{ ly integrates with all major CRM af
o Intgrations
Offers an embedded CTI diler that lets ¢ Q 0
i phone calls directly inside a CRM applicz
Bierest Group® oty & Contitonc. . Allows employees to view schedules, sul
scheduling requests, and manage thelr own ime Strengths
Product training and
port 9 By vendor + Provider s CCaaS platfo i bl on s unifled CXM platform n .
Quality assurance and  Abilty to record every interaction across VR A
riven and , automated
compliance compliance and legal efforts for as long 4 oy
o ltpr in North America, followed by EMEA and APAC, from a variely of industries including telecom,
technology, banking & finance, retail, and manufacturing & automabile. The clients served include both SMEs and large
enterprises
/Bierest Group® gty & Confetntl, 2025 verest G e | 65| Commercial model  Perpetual lcensing (one-ime upfront fee

« Owing to its modular design and a shared code base with provider 1's suite of solutions, ts platform offers extensive
its on needs

Key areas in f o Toofferits customers a fut ider 1 has par s Foundever, to
NA develop an end-to-end set of digital services for businesses, ranging from sociallstening and engagement to social media
strategy and design. It also partnered with Twili, a customer engagement platform, to inegrate the Twillo voice and SMS
technology into the platform
« Based on the size and complexiy of organizations, provider 1 offers various deployment options for its CCaa platform,
/E\ .o ‘with different roll-out strategies and regional & market alignment
Verest GIOUP®  prproary & Condentil © 2023, Everst ol

« With the latest product release, provider 1 has offered over 650 enhancements in the platform, with features such as sub-
tckting ful devicscot hmwsmg, insights manager, and profile impersonation, among others
e unified platiorm for oice interface of the platform, and quick scalabilty of
summns based on customer requirements,along wilcustomization otons
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Moasuro of capabilty: (?) Low @ High

footprint

« Provider 1 has limited experience in serving clients in the APAC region as its clients mostly
belong to North America and EMEA

« The plator tre CCaaS ofer Tis
can deter huyevs e market seeking UCaa$ and CCaa$ integration in a single platfor

looking for pricing

models will be deterred to opt for the provider's platiorm as it does not offer any outcome-based
pricing mod

« The platform oo ot fe  screen cori g the
duﬂng customer taracon. ! can be  usef aelon o agentrainngand monloring

urposes

Limitations

100l for employee ble on s platform presently, which can
result in decreased agent motivation and engagement, and can ultimately impact overall
business performance and customer satisfaction

« Buyers have highiighted some improvement areas for the platform such as platform performance
and , pending that affect features, and
high cost per license
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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
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and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,
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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.



