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Scope of this report

Geography: Global

Industry: All

Product: Conversational AI

Background and scope of the research

Conversational AI is a sophisticated network of 

technologies and solutions designed to integrate and 

share information across systems, playing a crucial role 

in automating front- and back-office operations. 

Companies globally are increasingly recognizing the 

value of conversational AI solutions to meet customer 

demands across various digital channels and support 

internal functions like HR, IT helpdesk, sales, finance, 

and marketing. The demand for self-service tools, such 

as conversational AI, is at an all-time high and is 

expected to accelerate as businesses seek to enhance 

customer experience, boost customer acquisition, and 

achieve market differentiation. The latest advancements 

in generative AI, Large Language Models (LLMs), and 

Retrieval-Augmented Generation (RAG) are poised to 

significantly boost the effectiveness of conversational AI, 

enabling more context-aware and efficient interactions 

that heighten customer satisfaction. This study focuses 

on leading global technology providers offering these 

solutions under independent licensing.

In this report, we investigate the state of the 

conversational AI technology provider market 

We focus on:

 Conversational AI synopsis

 Impact of generative AI and LLMs on conversational 

AI solutions

 Market size and adoption trends across buyer 

geography, size, industry, and business function

 Buyer expectations, barriers to adoption, and best 

practices

 Conversational AI provider landscape and partnership 

ecosystem

 Outlook for 2024 and beyond
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This report focuses on the growth in the 

conversational AI market, the impact of 

generative AI and LLMs on conversational AI 

solutions, and adoption trends that are 

categorized by industry, geography, process 

areas, buyer size, channel, and commercial 

model. It also focuses on buyer insights, 

provider landscape, and partner ecosystem.

Overview and abbreviated summary of key messages

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

Conversational AI market overview and adoption trends

 The conversational AI market stood at US$2-2.1 billion at the end of 2023. It is growing steadily and is anticipated to 

reach US$2.8-2.9 billion by the end of 2024

 BFSI and healthcare and life sciences are the major adopters of conversational AI, making up a majority of the market 

share; North America continues to be a major adopter of conversational AI while, APAC demonstrates the highest 

growth

Impact of generative AI and LLMs on conversational AI solutions

 There has been a significant leap in the number of generative AI Proofs-of-Concept (PoCs) and deployments between 

2022 and 2023. This suggests a shift from experimental phases to a more widespread and confident adoption

 Leading sectors such as banking and financial services, healthcare, and telecom and media are leveraging generative 

AI for personalization of services, data analytics, and enhancing customer engagement

Conversational AI provider landscape

 Amelia, Gupshup, Kore.ai, NICE, and Uniphore have the largest share in terms of conversational AI revenue. Kore.ai is 

a top technology provider present in all major 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

Buyer insights

 Improving CX, enhancing employee productivity, and reducing costs are the most important factors driving 

conversational AI adoption. At an overall level, buyers are fairly satisfied with conversational AI providers

 Focus on customer support, implementation speed, and cognitive capabilities are the key strengths highlighted by the 

buyers; analytics and reporting and ease of use have been highlighted as areas of improvement 
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This study offers 5 distinct chapters providing a deep dive into key aspects of the conversational 

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

Market overview and adoption trends Provider landscape

Impact of generative AI and LLMs on conversational AI solutions Buyer insights

Actual growth rate

Expected YoY growthXX

XX

E = Estimated

Conversational AI provider market size

Revenue in US$ million

40-45%

37-42%

35-40%

1,000-1,000

1,400-1,500

2,000-2,100

2,800-2,900

2021 2022 2023 2024E

>5% 2-5% Less than 2%

150-155%

190-195%

5%

9%

14%

2022 2023 2024E

170-175%

210-215%

5%

12%

22%

2022 2023 2024E

Generative AI deployments

Percentage of clients 

E = Estimated

Expected YoY growthXX 80th percentile Median 20th percentileBuyer score axis

Overall 

satisfaction

Driver 

satisfaction

Vision and 

strategy

Product 

capabilities

Training and 

support

IT security and 

compliance

7.0

6.5

6.0

7

3

6.7

5.9

5.0

7.0

6.5

5.5

7.0

6.3
6.06.0

5.0

7.0 6.8

6.1

5.0

Conversational AI provider KPIs

On a scale of 1-7, with 7 being the highest



Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6743

7

Reports title Release date

Customer Experience Management (CXM) Services CXO Insights: Key Issues Report 2024 February 2024

Generative AI in CXM: Assessing Enterprise Readiness for this Disruptive Transformation March 2024

An Enterprise Take on Providers in an Ever-changing Economic and Technology Climate March 2024

Lead with Empathy: Handle Care with Care May 2024

The Role of Strategic Partnership Management and Rebadging in Enhancing Customer Satisfaction June 2024

Future-ready Customer Experiment Management (CXM): Trends Driving the BFSI Industry June 2024

Are Consumers Ready for Generative AI-augmented Interactions? June 2024

The Indispensable AI Duo: Transforming Experiences with Generative AI and Conversational AI (CAI) June 2024

Leveraging AI to Enhance Customer Experience in Highly Regulated Industries July 2024

Conversational AI Products PEAK Matrix® Assessment 2024 July 2024

Strategic Horizons: Mapping the CXM Outsourcing Landscape for English Support in Africa August 2024

Customer Experience Management (CXM) Services PEAK Matrix® Assessment 2024 – Americas August 2024

Conversational AI – State of the Market 2024 October 2024

Customer Experience Management (CXM) Services PEAK Matrix® Assessment 2024 – APAC Q4 2024

Customer Experience Management (CXM) Services PEAK Matrix® Assessment 2024 – EMEA Q4 2024

Contact Center-as-a-Service (CCaaS) PEAK Matrix® Assessment 2024 Q4 2024

PlannedPublished Current release

Note: Click to see a list of all our published Customer Experience Management Services reports

Research calendar
Customer Experience Management Services

https://www2.everestgrp.com/reports?Cat0=827


Proprietary & Confidential. © 2024, Everest Global, Inc. | EGR-2024-21-CA-6743

8

Research calendar
Service Optimization Technologies

Reports title Release date

Generative AI Adoption in Cloud and Infrastructure Services June 2024

Process Orchestration – Harnessing the Transformative Power of Automation July 2024

BPS Top 50 – 2024 July 2024

Leveraging AI to Enhance Customer Experience in Highly Regulated Industries July 2024

Building Tomorrow's Business: The Strategic Role of Process Orchestration in Intelligent Automation July 2024

Conversational AI Products PEAK Matrix® Assessment 2024 July 2024

Process Mining – Technology Provider Compendium 2024 July 2024

Process Mining State of the Market 2024 August 2024

Digital Interaction Intelligence Products PEAK Matrix® Assessment 2024 August 2024

Conversational AI – State of the Market 2024 October 2024

Conversational AI for the Enterprise: Success Begins at Home Q4 2024

Innovation Watch: Agentic AI Q4 2024

The Business Case for Digital Interaction Intelligence Q4 2024

Robotic Process Automation (RPA) – Technology Provider Landscape with PEAK Matrix® Assessment 2024 Q4 2024

Total Value Added (TVA) - Intelligent Automation Platform (IAP) Q4 2024

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

PlannedPublished Current release

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


Stay connected

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. 

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. 

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without any 

warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use and any 

reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor, 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.

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 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.

Dallas (Headquarters)

info@everestgrp.com

+1-214-451-3000

Bangalore

india@everestgrp.com

+91-80-61463500 

Delhi

india@everestgrp.com

+91-124-496-1000

London

unitedkingdom@everestgrp.com

+44-207-129-1318

Toronto

canada@everestgrp.com

+1-214-451-3000

Website

everestgrp.com

Blog

everestgrp.com/blog

Follow us on

http://www.everestgrp.com/terms-of-use/
mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.linkedin.com/company/everest-group/
https://www.facebook.com/everestgrp/
https://www.instagram.com/everestgrouplife/
https://twitter.com/EverestGroup
https://www.youtube.com/user/EverestGroup
https://www.everestgrp.com/
https://www.everestgrp.com/blog

