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Introduction

The Contact Center-as-a-Service (CCaaS) market is
evolving rapidly as enterprises increasingly recognize the
value of delivering superior Customer Experiences (CX)
through flexible, scalable, and integrated cloud-based
solutions. Everest Group defines CCaaS as a licensable,
cloud-based platform that enables the management of
omnichannel customer interactions through features such
as Automatic Call Distribution (ACD), Interactive Voice
Response (IVR), agent-assist, and self-service tools.

These platforms offer seamless integration with CRM
systems, Cloud Data Platforms (CDPs), enterprise systems
of record such as ERP, ITSM systems, and automation
tools, making them essential for modern CX strategies. The
rise of generative Al (gen Al) has further transformed the
CCaasS landscape, driving innovation in areas such as
agent- assist solutions, knowledge management, workforce
management, and quality assurance.

CCaas providers are increasingly integrating their CCaaS
and Unified Communications-as-a-Service (UCaaS)
offerings into comprehensive business communication
suites. The CCaaS market is also experiencing a surge in
strategic partnerships, with technology giants such as
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Microsoft and Google expanding the ecosystem and
providing enterprises with a diverse range of integrated
solutions to strengthen their CXM strategies.

This report includes the profiles of the following

18 leading CCaaS providers: 8x8, Amazon Web Services,
Avaya, Cisco, CM.com, Content Guru, Exotel, Five9,
Genesys, GoTo, NICE, LeadDesk, RingCentral, Salesforce,
Sprinklr, Tata Communications, Twilio, and Vonage

Scope of this report

Geography: Global
Industry: All

Products: Contact Center-as-a-Service
(CCaaS)
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Overview and abbreviated summary of key messages

This report features detailed profiles of 18 Some of the findings in this report, among others, are:

leading CCaaS technology providers to assist CCaas$ provider profiles

CCaasS buyers in selecting providers that can Each technology provider profile covers the following details related to their CCaa$S offering and capabilities:
serve their needs. It also allows technology e Company overview

providers to compare their offerings, e Product overview

capabilities, and other aspects with their e Recent investments and announcements

competitors. e Location footprint

e FTEs by function
® Product features, functionalities, and key enhancements
e Commercial model

e Key partnerships
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The Contact Center-as-a-Service (CCaaS) — Provider Compendium 2024 report has over 18
provider profiles
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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.
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