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Background and scope of the research

Conversational AI has revolutionized the way businesses and individuals interact with technology. Traditional chatbots were the initial entry into this field, aiding with basic tasks and 

customer support inquiries. However, the emergence of Generative Artificial Intelligence (GenAI) and Large Language Models (LLMs) has triggered a transformative shift in conversational 

AI trends. These advanced AI systems can generate human-like text, enabling more natural and context-aware conversations. This, in turn, leads to improved customer experiences, 

streamlined operations, and enhanced accessibility. Organizations are increasingly leveraging GenAI to enhance their agent-assist capabilities, including functions such as call 

summarization and next-best-action recommendations. Furthermore, GenAI holds the potential to significantly boost the performance of various tools, that have the capacity to enhance 

transcriptions, improve data quality, assess multi-modal sentiments, analyze agent behaviors, and offer other valuable functionalities. Conversational AI, driven by GenAI and LLMs, 

signifies a pivotal moment in technological evolution, blurring the distinction between humans and machines.

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

⚫ Everest Group’s PEAK Matrix® evaluation, a comparative assessment of 25 leading conversational AI technology providers

⚫ Competitive landscape of the conversational AI technology provider market

⚫ Remarks on the key strengths and limitations for each conversational AI technology provider

Geography Product Technology Providers

Global Conversational AI 25 leading conversational 

AI technology providers

Scope of this report
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Everest Group’s CXM and SOT research is based on multiple sources of proprietary 

information

Providers assessed

Note: 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

Proprietary database of conversational AI technology providers in scope of work (updated annually)

⚫ The database tracks technology providers’ offerings/capabilities for:

– Design, development, and integration

– Control and monitoring

– IT governance and security

– Agent-assist capabilities

Proprietary operational information database of technology providers (updated annually)

⚫ The database tracks the following operational information for each technology provider:

– Revenue and number of FTEs

– Number of clients 

– FTE split by scope of services

Demonstrations and interactions with technology providers and other industry stakeholders 

⚫ Detailed briefing and demos for a comprehensive product view and executive-level discussions with conversational AI 

technology providers that cover:

– Current state of the market

– Vision and strategy

– Annual performance and outlook

Buyer reference interviews, ongoing buyer surveys, and interactions

⚫ Interviews with technology providers’ reference clients and enterprise buyers to get the buyer perspective around:

– Drivers and objectives for adopting conversational AI

– Apprehensions and challenges

– Assessment of technology providers’ performance

– Emerging priorities / buying criteria

– Outcomes achieved 

– Lessons learned and best practices adopted
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⚫ Everest Group classifies 25 conversational AI providers on the Everest Group Products PEAK Matrix® into the three categories of Leaders, 

Major Contenders, and Aspirants. Star performers are also identified based on the relative year-over-year (YoY) movement on the PEAK Matrix®

– Leaders: Amelia, Avaamo, Kore.ai, Omilia, and OneReach.ai

– Major Contenders: Aivo, CM.com, Cognigy, Creative Virtual, Druid, Gnani.ai, Gupshup, Hyro, Konverso, Laiye, Leena AI, NICE, NTT DATA, 

Sprinklr, Uniphore, Ushur, and Yellow.ai

– Aspirants: Engati, Exotel, and Rezolve.ai

– Druid, Konverso, Ushur, and Yellow.ai demonstrated the strongest Year-over-Year (YoY) movement on both market impact and vision & 

capability dimensions and emerged as 2023 conversational AI Star Performers

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

⚫ Amelia and Kore.ai are top technology providers in all major industries; Gupshup is another leading technology provider across many industries

⚫ Amelia and Kore.ai stand out as prominent technology providers across major processes

⚫ Kore.ai is one of the top providers across five of the major geographies while players such as Amelia and Gupshup dominate Continental 

Europe and Asia Pacific respectively

Insights on competitive 

landscape

Conversational AI technology is one of the key enablers of automation in front-office. This report uses Everest Group’s proprietary PEAK Matrix® to assess and evaluate conversational AI  

capabilities of independent software provider across two key dimensions, market impact and vision & capability. It also includes competitive landscape & market share analysis, Everest 

Group’s remarks on technology providers highlighting their key strengths & areas of improvement, and insights into advances in conversational AI technologies.

Everest Group conversational 

AI PEAK Matrix® 2023

Overview and abbreviated summary of key messages
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Everest Group Conversational AI Products PEAK Matrix® Assessment 2023 Capability assessment Illustrative example 

Everest Group’s remarks on providers Illustrative example

Vision & capability
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Leaders Major Contenders Aspirants Star Performers

Source: Everest Group (2023)

This study offers three distinct chapters providing a deep dive into key aspects of 

conversational AI market; below are three charts to illustrate the depth of the report

Measure of capability: HighLow

Providers

Market impact Vision & capability

Market 

adoption

Portfolio 

mix

Value 

delivered Overall

Vision and 

strategy

Implementation 

and support

Conversational 

capabilities Execution

Breadth of 

services Overall

Providers 1

Providers 2

Providers 3

Providers 4

Providers 5

Providers 6

Providers 7

Providers 8

Providers 9

Measure of capability: HighLow

Market impact Vision & capability
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Portfolio 
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Value 

delivered Overall

Vision and 

strategy

Implementation 

and support

Conversational 

capabilities Execution

Breadth of 

services Overall

Strengths Areas of improvement

⚫ Provider 1’s conversational AI platform caters primarily to EMEA and 

North America. It has a rapidly growing client base across a multiple 

industries, including retail, healthcare, and banking

⚫ It uses its proprietary NLP libraries and offers capabilities such as native 

voice conversational capabilities and pre-built ontologies per vertical. The 

platform also allows the customer to modify these ontologies

⚫ The majority of provider 1’s clients are enterprises with revenue less 

than US$1 billion, and its ability to cater to requirements of large 

enterprises is relatively untested

⚫ Its conversational AI platform does not have the capability to hand over 

the conversation seamlessly from one channel to another and 

remember context across channels
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Research calendar

Service Optimization Technologies (SOT)

PlannedPublished Current release

Note: Click to see a list of all of our published Service Optimization Technologies reports

Reports title Release date

The Importance of Process Optimization in System Transformation November 2022

Process Orchestration – Technology Provider Landscape with Products PEAK Matrix® Assessment 2023 November 2022

The Evolution of Process Mining: Game-changing Innovations and Future Outlook November 2022
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Intelligent Process Automation (IPA) PEAK Matrix® Assessment 2023 April 2023

Process Mining Products PEAK Matrix® Assessment 2023 June 2023

Continuous Process Improvement in Action – Process Mining State of the Market 2023 July 2023

Conversational AI Products PEAK Matrix® Assessment 2023 September 2023

Robotic Process Automation (RPA) Products PEAK Matrix® Assessment 2023 Q4 2023

Conversational AI – Technology Provider Compendium 2023 Q4 2023

Conversational AI – State of the Market 2023 Q4 2023

Robotic Process Automation (RPA) – State of the Market 2023 Q4 2023

https://www2.everestgrp.com/reports?Cat0=841
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