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Report description:

The global contact center transformation market is expected to register a CAGR of 17.91% during the period. As the cloud-based
infrastructure has been digitally transforming the contact centers, flexibility and scalability are added. Benefits, such as the rapid
expansion of resources to handle peaks during holiday seasons and scale back during other seasons, have been considered a
crucial stage for most retailers. With no additional investments required toward infrastructure or management costs to manage
the peak loads, such a digital outlook has been witnessed to transform contact centers increasingly.

Key Highlights

Businesses globally use automation modules to replace high-cost interaction channels, such as chatbots, with low-cost automated
channels. Businesses also utilize the interactive voice response (IVR) module, which enables operators to handle high call
volumes. Furthermore, this module assists agents in providing good customer support by integrating databases, automatic speech
recognition (ASR), and text-to-speech (TTS). This module also verifies callers so that they are routed to the appropriate contact
center agent.

The emerging trend of deploying Al technology to enhance an agent's abilities to be more effective and efficient has been gaining
traction. After being used to automate routine tasks, it ensures that human agents can better focus on escalated issues rather
than mundane tasks.

Customer satisfaction is the primary goal of contact center performance because effective customer experience management
drives immediate revenue and long-term success. Transformation automation solutions assist firms in improving the quality and
efficacy of client inquiries while providing quick customer responses. Furthermore, an integrated automation solution connects the
apps and systems in a single interface, allowing agents to create a unified knowledge base that offers real-time relevant data.
This frees agents from handling manual, repetitive activities and allows them to focus on improving their customer-centric
abilities.



In automated customer service, chatbots respond to simple consumer issues such as buying, billing, product kinds, etc. However,
certain situations go well beyond that, necessitating the use of a human agent to comprehend, negotiate, and discover a solution,
and integration of new solutions with legacy systems is the challenge in the market.

The COVID-19 outbreak is expected to have a positive influence on the market. COVID-19 is expected to fuel the growth of
digitally enhanced contact centers. Call volumes at contact centers have grown as a result of the epidemic. Furthermore, some
contact centers have maintained their vital interaction facilities, driving the demand for automation technologies. The market is
expected to grow rapidly due to global digital transformation after the pandemic.

Contact Center Transformation Market Trends

Intelligent Call Routing is Expected to Hold Significant Share

Intelligent call routing simplifies the call process by connecting customers with the best agent for meeting their needs. In a typical
contact/call center environment, the calls may be routed through interactive voice recording (IVR) to the most appropriate
department or sent to an initial operator forwarding the call to the right person. However, intelligent call routing makes this
process far more efficient.?

At a current measurement, 95-99% of the companies are randomly routing the customer calls or using methodology other than
intelligent routing to connect calls to agents based on the customer's unique needs. In the current customer experience economy,
the major focus is, thus, on personalized experience, which makes this option viable.?

Multiple organization leaders project an increased talent requirement for call centers, making automation an important element.
Costly investments in training agents and hiring highly educated agents would be wasteful unless the customers connect to the
right agent quickly. Intelligent call routing has proven useful in achieving this.?

Organizations struggling to use artificial intelligence (Al) to automate customer service are regarded the same as the lack of
machines' capability to deal with natural languages. Though agents will not be fully automated anytime soon, intelligent call
routing systems can help connect customers to agents most suited to solve their problems. A player such as Wise.io uses machine
learning techniques to learn from the agents' prioritization of the customers. Its predictive engine creates tickets for the right
agents to help them provide more personalized service quickly. Furthermore, knowing customers through their communication
preferences and personality styles lets businesses personalize the customer experience at scale. ?

Predictive Behavioral Routing (PBR) utilizes a proprietary and exclusively licensed language-based behavioral model with data for
hundreds of millions of customers through millions of language-based personality algorithms. The same is known to transform the
call router from a tactical call delivery tool into a strategic solution. ?

North America is Expected to Hold Significant Share

North America is one of the prominent markets for contact center solutions and services, owing to the propensity and regulations
governing enterprises to offer superior customer services in the region. The number of contact centers operating in the region is
growing at a steady pace. According to the Bureau of Labor Statistics, the number of contact center employees in the United
States in 2021 stood at 2.79 million.?

Businesses in North America have rapidly adopted and invested in emerging technologies such as cloud platforms, big data, and
analytics. Furthermore, organizations must boost their regional company efficiency by improving export and incoming processes.
Moreover, a significant number of contact centers in the area is likely to generate further potential for growth in the regional
market.

According to a survey conducted by the Site Selection Group, in the United States, there were 404 call centers opened or



extended from 2016 to 2021. The increase in establishing new call centers and expanding call centers drives the contact center
transformation market in the North American region.

The companies present in the North American region are providing new solutions, for instance in September 2022, RingCentral
Inc., one of the leading providers of global enterprise cloud communications, video meetings, collaboration, and contact center
solutions, announced the release of Al-powered video capabilities and expanded browser compatibility for RingCentral MVPTM and
RingCentral Video clients. With the current global workforce adopting hybrid work, there has never been a greater demand for
quality and more intelligent meeting experiences.

The enterprise propensity toward omnichannel contact centers in the region is increasing. Additionally, enterprises are
increasingly looking to invest in technologies to enhance their revenues, as technology is directly linked to revenue growth.

Contact Center Transformation Market Competitor Analysis

The contact center transformation market is highly competitive due to constantly evolving technology. The new entrants have to
scuffle with high capital requirements due to the technology-intensive nature of the market. The leverage of Al, ML, and Analytics
makes it vital for them to keep track of competitive advancements constantly. Major companies like RingCentral Inc., NICE
Systems Inc., 8x8 Inc., Genesys Telecommunications Laboratories Inc., and Five9 Inc., among others, are making strategic
partnerships, mergers, and investments to retain their market position.

January 2022 - RingCentral and Mitel announced a strategic partnership to enable a streamlined migration path to RingCentral's
Message Video Phone (MVP) cloud communications platform for Mitel's global client base. As part of the partnership, RingCentral
would become Mitel's sole UCaaS partner, providing the clients with a next-generation, mobile-first cloud communications
platform with high reliability and security, functionality, and broad enterprise app integrations.

August 2022 - Kyndryl and Five9 Announced a Partnership to Provide Customers with a Personalized, Cloud-Enabled Contact
Center Experience. Kyndryl's Intelligent Cloud Contact Center (ICCC) platform would be delivered to new and existing customers
using the combined strengths of Kyndryl's Digital Workplace Services and deep expertise in Al, automation, and cognitive
analytics by Five9, one of the industry-leading cloud contact center technology.

Additional Benefits:

The market estimate (ME) sheet in Excel format
3 months of analyst support
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