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Conversational Al for Workforce

The digital transition to artificial intelligence-enabled (Al) software is transforming enterprises
in unprecedented ways. While many Al initiatives in business focus on data processing for
analytics and operational efficiency, there is a notable shift with the rise of conversational Al.
This advancement goes beyond traditional human-computer interactions, as sophisticated
digital assistants and chatbots leverage large language models (LLMs) and generative pre-
trained transformers (GPT) to engage in meaningful dialogues. These technologies have
revolutionized question-and-answer interactions, paving the way for a new era of
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conversational Al. As businesses adopt these innovative
applications, the workforce benefits from streamlined
workflows, fully harnessing the potential of Al-driven
conversations.

ISG Research defines conversational Al as a method
that enables workers to engage using human language,
enhancing interactions through natural language
processing (NLP), LLMs and GPT to answer questions,
gain insights and take actions. Conversational Al allows
workers and teams to enhance interactions and
improve productivity within organizations. It automates
repetitive work, facilitates quick access to information
and assists with tasks such as skill improvement,
training and onboarding while providing real-time
support for operational questions.

By enhancing communication and knowledge-sharing
across departments, conversational Al for the
workforce helps streamline processes and improve
overall workplace efficiency. The Al-focused software
assists or guides workers and customers in accessing

precise information that is typically not easily accessible. The integration of conversational Al
with agentic and generative Al (GenAl) platforms has now become a foundational requirement
for enterprises to support the workforce effectively.

Conversational Al has experienced significant advancements since the 1950s, evolving from
simple, text-based interactions like ELIZA to sophisticated systems that maximize Al and
machine learning. In the 1990s, the introduction of voice recognition technologies enabled
simpler engagements, followed by a shift in the 2000s to Al-driven NLP, which improved the
understanding of context and intent in conversations. The rise of consumer virtual assistants
like Apple's Siri and Amazon's Alexa over a decade ago demonstrated the potential for

generalized interactions.
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Today, conversational Al for the workforce capitalizes on a new generation of Al capabilities to
revolutionize business processes and interactions across the workforce and with consumers.
The transformation to natural, human-like dialogue—powered by NLP, machine learning and
speech recognition—has evolved from basic chatbots to more sophisticated virtual assistants,
including those with voice interfaces to assist
everyone in the workforce. As the digital

workspace for conversational Al becomes Workplace Systems

essential for every enterprise, it increasingly arkstAssertion

enables smarter self-service applications. Through Through 2027, one-third of

2027, one-third of enterprises will need a enterprises will need a workplace

workplace systems platform to monitor and act S jbtenip platiarin ;o moujtor anetace
P i y ) P ) on the interactions of human and

on the interactions of human and conversational conversational Al systems.

Al systems.

Enterprises need conversational Al for the
workforce to enable intelligent engagement and cme':/s'?ﬂrvt(arfmfyg
operational efficiency through accurate natural

language understanding and personalized
interactions that yield meaningful answers. As
conversational Al for the workforce becomes
more sophisticated, it is essential that it can draw knowledge from across business processes
and organizational information to provide valuable insights. Moreover, explicit guidance is
necessary to enhance productivity and ensure that the use cases and organizational changes
required for success align with the incremental investments made.

iSG Research

For enterprises to succeed with conversational Al, it is crucial to integrate this technology into
applications and systems to ensure that knowledge is easily accessible to the workforce. This
integration will facilitate interactions with consumers and customers, allowing them to access
information efficiently and engage meaningfully. Additionally, conversational Al for the
workforce software must address the growing demands for privacy and security, as well as
digital sovereignty across different countries and regions. As the adoption of conversational Al
increases, the need for enhanced performance and responsiveness will scale alongside the
importance of ensuring robust security and governance of the enterprise's information.

This Conversational Al for Workforce research aims to help enterprises navigate the rapidly
evolving and complex landscape of communication and collaboration technologies, identifying
software that best meets specific organizational requirements. This comprehensive research
evaluates a full spectrum of offerings and can be used in conjunction with research on
collaborative Al platforms, suites and Al agents. Unlike separate evaluations that focus on
individual software categories, this research specifically explores how these technologies
integrate to create unified digital workspaces that enhance productivity and engagement.

Enterprises should view conversational Al for the workforce as a strategic investment that
enhances worker efficiency and transforms productivity in unexpected ways. When evaluating
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software providers, buyers should prioritize applications that seamlessly integrate into the
digital workplace and support daily activities. It is important to consider the provider's
innovation roadmap, especially regarding integration with agentic Al and Al agents to perform
tasks and generate outcomes. By selecting the right conversational Al software, enterprises
can establish a cohesive foundation that simplifies workflows and interactions for the
workforce. Additionally, organizations should focus on developing new Al-infused digital
experiences to achieve long-term communication excellence in an increasingly complex and
regulated digital environment.

The ISG Buyers Guide™ for Conversational Al for Workforce evaluates software providers and
products in key areas, including platform support, intelligence and workflow, agentic Al,
analytics and insights, Al overall, communication administration and integration and specific Al
support with conversational Al. This research evaluates the following software providers
offering products that address key elements of conversational Al for Workforce as we define
them: 8x8, Appian, AWS, Cisco, Dialpad, Google, Microsoft, Oracle, Pega, RingCentral,
Salesforce, SAP, ServiceNow, Sprinklr, Tencent Cloud, Vonage, Zendesk and Zoom.

© 2025 Information Services Group, Inc. 4
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Buyers Guide Overview

For over two decades, ISG Research has conducted market research in a spectrum of areas
across business applications, tools and technologies. We have designed the Buyers Guide to
provide a balanced perspective of software providers and products that is rooted in an
understanding of the business requirements in any enterprise. Utilization of our research
‘ ‘ methodology and decades of experience enables our

Buyers Guide to be an effective method to assess and
select software providers and products. The findings of
ISG Research has this research undertaking contribute to our
designed the comprehensive approach to rating software providers in
Buyers Guide to a manner that is based on the assessments completed

] by an enterprise.
provide a balanced

perspective of The ISG Buyers Guide™ for Conversational Al for
. Workforce is the distillation of over a year of market and

software prowders product research efforts. It is an assessment of how well
and products that software providers' offerings address enterprises’
is rooted in an requirements for conversational Al software. The index

. is structured to support a request for information (RFI)
und_erStandmg of that could be used in the request for proposal (RFP)
business process by incorporating all criteria needed to evaluate,
requirements in select, utilize and maintain relationships with software

. providers. An effective product and customer
any enterprise. experience with a provider can ensure the best long-
term relationship and value achieved from a resource
and financial investment.

In this Buyers Guide, ISG Research evaluates the software in seven key categories that are
weighted to reflect buyers’ needs based on our expertise and research. Five are product-
experience related: Adaptability, Capability, Manageability, Reliability, and Usability. In
addition, we consider two customer-experience categories: Validation, and Total Cost of
Ownership/Return on Investment (TCO/ROI). To assess functionality, one of the components
of Capability, we applied the ISG Research Value Index methodology and blueprint, which links
the personas and processes for conversational Al to an enterprise’s requirements.

The structure of the research reflects our understanding that the effective evaluation of
software providers and products involves far more than just examining product features,
potential revenue or customers generated from a provider's marketing and sales efforts. We
believe it is important to take a comprehensive, research-based approach, since making the
wrong choice of conversational Al technology can raise the total cost of ownership, lower the
return on investment and hamper an enterprise’s ability to reach its full performance
potential. In addition, this approach can reduce the project’s development and deployment
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time and eliminate the risk of relying on a short list of software providers that does not
represent a best fit for your enterprise.

ISG Research believes that an objective review of software providers and products is a critical
business strategy for the adoption and implementation of conversational Al software and
applications. An enterprise's review should include a thorough analysis of both what is
possible and what is relevant. We urge enterprises to do a thorough job of evaluating
conversational Al systems and tools and offer this Buyers Guide as both the results of our in-
depth analysis of these providers and as an evaluation methodology.

© 2025 Information Services Group, Inc.
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Key Takeaways

Conversational Al is changing how enterprises work by enabling natural, Al-powered
interactions between people, systems and customers. Using tools like NLP and GPT, it helps
automate tasks, answer questions and improve access to information. Over time, it has
evolved from simple chatbots to advanced voice assistants that support daily work and
improve customer service. When combined with other Al tools, it becomes a key part of digital
workspaces. To get the most value, organizations should choose conversational Al that fits
business needs, integrates well with individual and teamwork and boosts productivity.

Software Provider Summary

While all conversational Al for workforce software is rich in features, not all capabilities are
equally valuable across enterprises. Beyond functionality, factors like budget and total cost of
ownership play a crucial role in decision-making. The research categorizes software providers
into four groups based on overall performance: Exemplary (e.g., Microsoft, Oracle, Salesforce,
ServiceNow), Innovative (Appian, Pega), Assurance (Dialpad, SAP, Sprinklr) and Merit (8x8,
Cisco, Tencent Cloud, Vonage). We emphasize that close rankings don't imply products are
equally suitable.

Product Experience Insights

Product Experience accounts for 80% of each provider's overall score, based on five weighted
categories: Capability (30%), Usability (20%), Reliability (10%), Adaptability (10%) and
Manageability (10%). Leaders like Google, Oracle and ServiceNow excel in delivering scalable,
secure and highly customizable solutions. Appian, Microsoft and Salesforce also perform
strongly. Top performers demonstrate depth in Al features, integration and flexibility, making
them better suited to meet varied enterprise demands. Broad platform support and the ability
to operate across systems, devices and cloud are critical.

Customer Experience Value

Customer Experience is an essential assessment component and 20% of the evaluation,
typically including Validation (provider's stability, customer commitment, roadmap) and
TCO/ROI (value and cost-effectiveness). These factors help determine how well a provider
supports customer success and enables long-term value. Providers like Salesforce,
ServiceNow and Verint are Exemplary and Overall Leaders. Clear information and strong
service commitments are essential for long-term customer satisfaction and gaining value.

Strategic Recommendations

Enterprises should use this research to complement internal evaluations, focusing on
matching software capabilities to specific business requirements. Prioritize solutions that
balance strong product experience with proven customer support. Look for providers
investing in Al, usability and governance, especially those integrating conversational Al with
broader platforms for collaboration, communication and automation. Evaluate manageability,
scalability and flexibility to ensure long-term fit. Ultimately, the right provider should simplify
workflows, enhance the user experience and deliver measurable business value.

© 2025 Information Services Group, Inc. 7
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How To Use This Buyers Guide

Evaluating Software Providers: The Process

We recommend using the Buyers Guide to assess and evaluate new or existing software
providers for your enterprise. The market research can be used as an evaluation framework
to establish a formal request for information from providers on products and customer
experience and will shorten the cycle time when creating an RFI. The steps listed below
provide a process that can facilitate best possible outcomes.

1. Define the business case and goals.
Define the mission and business case for investment and the expected outcomes from
your organizational and technological efforts.

2. Specify the business needs.
Defining the business requirements helps identify what specific capabilities are required
with respect to people, processes, information and technology.

3. Assess the required roles and responsibilities.
Identify the individuals required for success at every level of the enterprise from
executives to frontline workers and determine the needs of each.

4. Qutline the project’s critical path.
What needs to be done, in what order and who will do it? This outline should make clear
the prior dependencies at each step of the project plan.

5. Ascertain the technology approach.
Determine the business and technology approach that most closely aligns to your
enterprise’s requirements.

6. Establish software provider evaluation criteria.
Utilize the product experience: Adaptability, Capability, Manageability, Reliability and
Usability, and the customer experience in TCO/ROI and Validation.

7. Evaluate and select the technology properly.
Weight the categories in the technology evaluation criteria to reflect your enterprise’s
priorities to determine the short list of software providers and products.

8. Establish the business initiative team to start the project.
Identify who will lead the project and the members of the team needed to plan and
execute it with timelines, priorities and resources.

© 2025 Information Services Group, Inc. 8
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The Findings

All of the products we evaluated are feature-rich, but not all the capabilities offered by a
software provider are equally valuable to types of workers or support everything needed to
manage products on a continuous basis. Moreover, the existence of too many capabilities
may be a negative factor for an enterprise if it introduces unnecessary complexity.
Nonetheless, you may decide that a larger number of features in the product is a plus,
especially if some of them match your enterprise’s established practices or support an
initiative that is driving the purchase of new software.

Factors beyond features and functions or software provider assessments may become a
deciding factor. For example, an enterprise may face budget constraints such that the TCO
evaluation can tip the balance to one provider or another. This is where the Value Index
methodology and the appropriate category weighting can be applied to determine the best fit
of software providers and products to your specific needs.

Overall Scoring of Software Providers Across Categories

The research finds Oracle atop the list, followed by ServiceNow and Microsoft. Providers that
place in the top three of a category earn the designation of Leader. ServiceNow has done so in
Six categories; Oracle in five; Salesforce in four;

Google and Microsoft in two; and Appian, AWS Conversational Al for Workforce
and Zoom in one category. Overall
[Providers ———Grade  Performance |
: Oracl A-
The overall representation of the research below o o A
places the rating of the Product Experience and Microsoft A-
Customer Experience on the x and y axes, Za'eslf"“e 2
. . . . oogle -
respectively, to provide a visual representation Zooi A
and classification of the software providers. Those AWS A-
providers whose Product Experience have a ;egz 5 E”
enaes ++
higher weighted performance to the axis in RingCentral B+
aggregate of the five product categories place Appian B+
farther to the right, while the performance and SD’?;pad -
weighting for the two Customer Experience Cisco B+
categories determines placement on the vertical Sprinklr B+
. . Tencent Cloud B+
axis. In short, software providers that place closer Vonage o
to the upper-right on this chart performed better 8x8 B+

than those closer to the lower-left.

* Source: ISG Research
ISG Conversational Al for Workforce Buyers Guide
© 2025 Information Services Group, Inc.

The research places software providers into one
of four overall categories: Assurance, Exemplary, Merit or Innovative. This representation
classifies providers' overall weighted performance.
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Conversational Al for Workforce
ISG Buyers Guide™

ASSURANCE EXEMPLARY
ServiceNow
Oracle
Salesf
* alesforce *
§ *Zendesk
(Y] AWS
5 Sprinklr Dialpad * * *Zoom M/iUOSOft
ialpa i
% * #SAP * P RingCentral uGoogIe
L *,
Appian
qh, PP *Pega
£
.3 8
>
o *Tencent Cloud
*Vonage Cisco®
MERIT INNOVATIVE

Product Experience

P Source: ISG Research
ISG Conversational Al for Workforce Buyers Guide
© 2025 Information Services Group, Inc.

Exemplary: The categorization and placement of software providers in Exemplary
(upper right) represent those that performed the best in meeting the overall Product
and Customer Experience requirements. The providers rated Exemplary are: AWS,
Google, Microsoft, Oracle, RingCentral, Salesforce, ServiceNow, Zendesk and Zoom.

Innovative: The categorization and placement of software providers in Innovative
(lower right) represent those that performed the best in meeting the overall Product
Experience requirements but did not achieve the highest levels of requirements in
Customer Experience. The providers rated Innovative re: Appian and Pega.

Assurance: The categorization and placement of software providers in Assurance
(upper left) represent those that achieved the highest levels in the overall Customer
Experience requirements but did not achieve the highest levels of Product Experience.
The providers rated Assurance are: Dialpad, SAP and Sprinkilr.

Merit: The categorization of software providers in Merit (lower left) represents those
that did not surpass the thresholds for the Assurance, Exemplary or Innovative
categories in Customer or Product Experience. The providers rated Merit are: 8x8,
Cisco, Tencent Cloud and Vonage.

We warn that close provider placement proximity should not be taken to imply that the
packages evaluated are functionally identical or equally well suited for use by every enterprise

© 2025 Information Services Group, Inc. 10
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or for a specific process. Although there is a high degree of commonality in how enterprises
handle conversational Al, there are many idiosyncrasies and differences in how they do these
functions that can make one software provider's offering a better fit than another’s for a
particular enterprise’s needs.

We advise enterprises to assess and evaluate software providers based on organizational
requirements and use this research as a supplement to internal evaluation of a provider and
products.

© 2025 Information Services Group, Inc. 1M
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Product Experience

The process of researching products to address an enterprise’s needs should be
comprehensive. Our Value Index methodology examines Product Experience and how it aligns
with an enterprise's life cycle of onboarding,

configuration, operations, usage and Conversational Al for Workforce
maintenance. Too often, software providers are Product Experience
not evaluated for the entirety of the product; [Providers  |Grade | Performance |
instead, they are evaluated on market execution Oracle A-
‘s . : Servi A-
and vision of the future, which are flawed since ervicetiow m—— ==
) Google A-
they do not represent an enterprise’s Microsoft A-
requirements but how the provider operates. As Zoom A
. . P A-
more software providers orient to a complete o
] ) ) alesforce A-
product experience, evaluations will be more AWS A-
robust' Zendesk B++
RingCentral B++
Appian B++
The research results in Product Experience are Cisco B+
ranked at 80%, or four-fifths, of the overall rating SDLaF:Pad :**
++
using the specific underlying weighted category Sprinkir Bir
performance. Importance was placed on the Tencent Cloud B+
categories as follows: Usability (20%), Capability ;’j;‘age Ei

(30%), Reliability (10%), Adaptability (10%) and . e et e

Manageability (10%). This weighting impacted the LSG | Copyersational Al for Workloree uyers Guide
resulting overall ratings in this research. Oracle,

ServiceNow and Google were designated Product Experience Leaders. While not a Leader,
Microsoft was also found to meet a broad range of enterprise product experience
requirements.

© 2025 Information Services Group, Inc. 12
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Adaptability of the Product

This category assesses the degree to which products and technology can be adapted to an
enterprise’s specifications via configurability and customization while still maintaining integrity
of integration across the worker, device, business, processes, application and data.
Adaptability is also related to the ability to readily integrate with other internal and external
systems—for example, integrate data and information securely across processes and
systems—and support bidirectional data flows to

support synchronization and migration. It also Conversational Al for Workforce
examines the investment by the software Adaptability
provider in resources and improvements. | Providers | Grade Performance |
Oracle A
_ y ServiceNow A
The research weights Adaptability at 10% of the Microsoft A-
overall rating. Oracle, ServiceNow and Microsoft Appian A
are the Leaders in this category. While not f,Z';:fme 2:
Leaders, Appian and Salesforce were also found Zoom A-
to meet a broad range of requirements. Tencent Cloud A
Google A-
AWS B++
Adaptability is an essential evaluation metric as it SAP B+
determines the flexibility and interconnectivity of Spr‘;‘k'rk :**
. , Zendes ++
the software provider's product related to RingCentral s
enterprise requirements. It also enables Dialpad B+
enterprise software to operate across the variety i,xg 2*
ISCO +
of platforms and cloud computing environments Vonage B

that exist today and in the future.

* Source: ISG Research
ISG Conversational Al for Workforce Buyers Guide
© 2025 Information Services Group, Inc.

Software providers that evaluated well in the

Adaptability category understand the criticality of preparing and using information to optimize
business execution. These providers meet the specific customization and integration support

requirements in these areas, enabling enterprises to process data across business processes,
workflows and applications as they operate.

© 2025 Information Services Group, Inc. 13
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Reliability of the Product

For conversational Al processes to operate efficiently and for workers to engage the
applications, the software on which they run must reliably deliver the necessary performance
and scalability using the existing architecture operating across the enterprise and cloud
computing environments. The criteria include depth in the performance and scalability of a
software provider’s products and architecture, including the metrics to ensure operations and
configurability across data, users, instances, activities and tasks. It also examines the
investment by the provider in resources and improvements.

The research weights Reliability at 10% of the Conversational Al for Workforce
overall rating. Oracle, AWS and ServiceNow are Reliability

the Leaders in this category, providing the highest | EEICrEEENELSISOLG S

; i Oracle A
IeraI of confidence for operation at any level of A N
reliability 24 hours a day. ServiceNow A-
Tencent Cloud A-
. - . . . . . Zendesk A-
Reliability is an essential evaluation metric as it Azgi:f .
indicates the product’s ability to perform and Pega A-
scale to the defined enterprise requirements and salesforce A
. . . Google A-
how well it supports the continuous processing Microsoft A
required for business continuity and operational RingCentral B++
resilience today and into the future. Cisco B
Zoom B++
Sprinklr B++
Evaluating the performance and scalability SAP B+
readiness of software is not always easy as it ‘[’)?”Iagz o
. ialpa
depends on the type of computation and 88
processing with the volume at which the data is * | Source: ISG Research
. Conversational Al for Workforce Buyers Guide
bemg updated and used by processes and 1SG ©2025 Information Services Group, Inc.

systems. Software providers that did not perform
well in this category were not able to provide this level of information at the depth needed,
even though it is necessary to establish the confidence required for provider selection.

© 2025 Information Services Group, Inc. 14
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Customer Experience

The importance of a customer relationship with a software provider is essential to the actual
success of the products and technology. The advancement of the Customer Experience and
the entire life cycle an enterprise has with its software provider is critical for ensuring
satisfaction in working with that provider. Technology providers that have chief customer
officers are more likely to have greater investments in the customer relationship and focus
more on their success. These leaders also need to take responsibility for ensuring this
commitment is made abundantly clear on the

website and in the buying process and customer Conversational Al for Workforce

journey. Customer Experience
. . (Providers — Grade Performance |
The research results in Customer Experience are ServiceNow A-
ranked at 20%, or one-fifth, using the specific Oracle A
. : . Salesforce A-
underlying weighted category performance as it Jendesk B
relates to the framework of commitment and AWS B+
value to the software provider-customer f{f"’”c“ - E”
. . . . ingtentra ++
relationship. The two evaluation categories are Sprinkir Bre
Validation (10%) and TCO/ROI (10%), which are Google B+
weighted to represent their importance to the g”i';?:;ﬁ ::
overall research. SAP B+
Appian B+
. . B
The software providers that evaluated the highest :iia o
overall in the aggregated and weighted Customer Tencent Cloud B
Experience categories are ServiceNow, Oracle and Vonage B
Cisco B

Salesforce. These category leaders best

. . . . * Source: ISG Research
communicate commitment and dedication to 1SG | Copyersatonsi Al for Workdorce suyers uide
customer needs.

Software providers that did not perform well in this category were unable to provide sufficient
customer case studies to demonstrate success or articulate their commitment to customer
experience and an enterprise’s journey. The selection of a software provider means a
continuous investment by the enterprise, so a holistic evaluation must include examination of
how they support their customer experience.
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TCO/ROI of the Software Provider

The TCO/ROI category applies evaluation criteria designed to assess how effective the
software provider is in demonstrating the business case, including the product’s strategic
value, total cost of ownership and total benefit of ownership. The criteria also include an
evaluation of the tools and documentation it provides to enable customer evaluation of TCO
and ROI, and what the software provider cites as

its investment and services to support it. It also Conversational Al for Workforce

examines the investment by the provider in TCO/ROI
resources and improvements. [Providers —Grade performance |
ServiceNow A-
. Oracle A-
The research weights TCO/ROI at 10% of the Salesforce A
overall rating. ServiceNow, Oracle and Salesforce Zendesk B++
are Leaders in this category. Dialpad o
AWS B++
Zoom B++
TCO/ROIl is an essential evaluation metric when RingCentral B++
- . , . Googl B
determining a software provider's commitment to P;’;ge -
the customer experience and whether the costs Sprinkir B+
associated with deployment and adoption of the Microsoft Bt
ider' duct align with its value. A provider > o
provider's product alig e. A provide Appian o
should also demonstrate its ability to support an Tencent Cloud B+
enterprise’s current and future goals. 8x8 B
Vonage B
Cisco B
Software providers that evaluated well in this * cource: 156 Research
category provided buyers and customers with the | 38G | Coiiniiriaaiie

TCO/ROI-related support needed to effectively

build the business case and get funding for investment. Those that did not struggled to make
available the tools and documentation needed for enterprises to make a sound buying
decision.
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Oracle

Company and Product Profile

OCl Agent Platform and Development Kit, released May 2025; Oracle Fusion Data Intelligence,
v. 25.R2, released June 2025; OCl Generative Al Agents, released June 2025; OCI Data Science,
v. 119, released June 2025; Oracle Al Agent Studio, v. 25¢, released June 2025

“Oracle offers integrated suites of applications plus secure, autonomous infrastructure in the Oracle
Cloud. The Oracle Cloud Infrastructure (OCl) Generative Al Agents platform provides a fully
managed, cloud native solution that lets businesses build, deploy, and manage Al agents. By
leveraging state-of-the-art large language models (LLMs), the Al agents you create can revolutionize
the way you interact with customers, automate workflows, and approach business problems.” -
Oracle

Summary

Oracle was recognized as Exemplary, excelling Conversational Al for Workforce
in both Product and Customer Experience, Oracle

driven by top-tier capabilities and strong

TCO/ROI performance. Oracle was designated

an Overall Leader as well as a Leader in Product Overall
Experience, Adaptability, Manageability, Product
Reliability, Customer Experience, TCO/ROI and Adaptability
Validation.

Capability

Manageability WELT[d 86.6%
Reliability Leader 87.9%

Oracle's Exemplary rating is associated with its
overall grade of A- with an 85.4% performance.

Grade |
A-
A-
A
A
A-
A
A-
A
A
A

Oracle's best grouped results came in Product Usability

Experience with an 85.7% performance and an Customer
A- grade, due in part to its A in Reliability. In TCO/ROI
Customer Experience, Oracle received an A- Validation Leader 83.6%
grade with an 84.4% performance due to its v e e e

85.3% performance in TCO/ROI. 1S G | O ormaton ervices braup e,
Challenges

Oracle's Customer Experience was minimally affected by Validation, while its Product
Experience could enhance Usability. Oracle's A- in Customer Experience was impacted by its A-
in Validation, where it could improve references and case studies. Product Experience was
impacted by its A- in Usability, where it could improve the user experience.

Strengths

Oracle performed strongest in Product Experience, particularly for its platform. It also
demonstrated high Customer Experience investments. Oracle performed best in Product
Experience with an A- grade, where it received an A in Adaptability and Reliability. Oracle
received an A- grade in Customer Experience, with an A- in TCO/ROI.
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Appendix: Software Provider Inclusion

For inclusion in the ISG Buyers Guide™ for Conversational Al for Workforce in 2025, a software
provider must be in good standing financially and ethically, have at least $225 million in
annual or projected revenue verified using independent sources, sell products and provide
support on at least two continents and have at least 100 customers. The principal source of
the relevant business unit's revenue must be software-related, and there must have been at
least one major software release in the past 12 months.

The ISG Buyers Guide™ for Conversational Al for Workforce requires software providers and
products to have minimal capabilities, with a platform that supports intelligence and workflow,
agentic Al, analytics and insights, Al overall, communication administration and integration
and specific Al support for the workforce.

The research is designed to be independent of the specifics of software provider packaging
and pricing. To represent the real-world environment in which businesses operate, we include
providers that offer suites or packages of products that may include relevant individual
modules or applications. If a software provider is actively marketing, selling and developing a
product for the general market and it is reflected on the provider's website that the product is
within the scope of the research, that provider is automatically evaluated for inclusion.

All software providers that offer relevant conversational Al products and meet the inclusion
requirements were invited to participate in the evaluation process at no cost to them.

Software providers that meet our inclusion criteria but did not completely participate in our
Buyers Guide were assessed solely on publicly available information. As this could have a
significant impact on classification and ratings, we recommend additional scrutiny when
evaluating those providers.
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Products Evaluated

Release
Provider Product Names Version Month/Year
8x8 eXperience .
Communications Platform Spring 2025 Apr!l 2025
8x8 . April 2025
8x8 Connect Spring 2025 June 2025
8x8 Work 8.24
Appian Appian Platform 2523 June 2025
Amazon Q
Amazon Bedrock
AWS Amazon Comprehend N/A June 2025
Amazon SageMaker
. Cisco Webex Suite
C .
15€o Cisco Webex Connect 456 June 2025
Dialpad Dialpad Ai and Dialpad 25.06.23 June 2025
Connect
Google Agentspace N/A
Customer Engagement Suite
with Google Al N/A
Google Vertex Al Agents N/A June 2025
Dialogflow CX N/A
Contact Center Al Platform N/A
Google Al Ultra 24
Azure Al Foundry Agent
Service
, Microsoft 365, Microsoft 365
Microsoft Agents SDK 2505 June 2505
Microsoft 365 Copilot
Microsoft Teams
OCl Agent PIatform and N/A May 2025
Development Kit
. . 25.R2 June 2025
Oracle Fusion Data Intelligence
Oracle . N/A June 2025
OClI Generative Al Agents
. 119 June 2025
OCl Data Science 25¢ June 2025
Oracle Al Agent Studio
Pega Agent Experience
Pega Pega GenAl Suite 2422 May 2025
Pega Infinity Platform
RingCentral
RingCentral RingEX N/A June 2025
RingSense
Salesforce Slack 4.44.65
Salesforce Salesforce Agentforce 3 N/A June 2025
Salesforce Einstein Platform Summer 25
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SAP Al Core, Business Al (Joule)

SAP and SAP Joule Studio N/A June 2025
ServiceNow Platform
ServiceNow Al Agent Studio Yokohama June 2025
Now Assist Al Agents
Sprinklr Conversational Al+
Sprinkler Sprinklr Digital Twin and 20.4.1 May 2025
Sprinklr Service
RTC Conversational Al
RTC Al Chatbot
Tencent Cloud Tencent Cloud Al Digital N/A June 2025
Human
Tencent Real-Time
Communication
Al Virtual Assistant
Vonage VCC Intelligent Workspace N/A June 2025
Vonage Al
Zendesk Al and Zendesk Al
Zendesk Agents N/A June 2025
Zendesk Platform
Zoom Virtual Agent 2
Zoom Workplace 6.5.3
Zoom Zoom Al Companion N/A June 2025
Zoom Meeting N/A
Zoom Phone N/A
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Providers of Promise

We did not include software providers that, as a result of our research and analysis, did not
satisfy the criteria for inclusion in this Buyers Guide. These are listed below as “Providers of

Promise.”
Provider Product Capabilities Revenue Geography Customers
. Al Agent Platform
Aisera AiseraGPT Yes No Yes Yes
Avaamo Avaamo EX Yes No Yes Yes
Botsmind.ai Conversational Al Yes No Yes Yes
Engageware Virtual Assistant Yes No Yes Yes
Gupshup CPaaSs
Console
Gupshup Al Agents for No Yes Yes Yes
Conversations
Al Agent Library
Huawei Cloud Conversat{onal No Yes Yes Yes
Bot Service
Inbenta Employee Agent No No Yes Yes
. Agent Platform
Kore.ai %O Platform Yes No Yes Yes
MiCollab
Mitel MlTeam' No Yes Yes Yes
Collaboration
MiTeam Meetings
NewgenONE Al
Newgen Platform and No Yes Yes Yes
Agentic Al
Openstream.ai Eva Yes No Yes Yes
OpenText Aviator Al No Yes Yes Yes
Pexip Connect
Pexip Secure
. Meetings
Pexip L No Yes No Yes
Pexip Video
Platform
Pexip VPaaS
Rezolve.ai Agentic Sidekick No No No Yes
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Agentic
SS&C Blue Prism Automation No Yes No Yes
Al Gateway

Amelia Platform

SoundHound Al SoundHound Chat No No Yes Yes
Al
Zoho One
Zoho Cliq
Zoho Zoho Connect, No Yes Yes Yes
Zoho Meeting
Zoho Workplace
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About ISG Software Research and Advisory

ISG Software Research and Advisory provides market research and coverage of the technology
industry, informing enterprises, software and service providers, and investment firms. The ISG
Buyers Guides provide insight on software categories and providers that can be used in the
RFI/RFP process to assess, evaluate and select software providers.

About ISG Research

ISG Research provides subscription research, advisory, consulting and executive event
services focused on market trends and disruptive technologies. ISG Research delivers

guidance that helps businesses accelerate growth and create more value. For further

information about ISG Research subscriptions, please visit research.isg-one.com.

About ISG

ISG (Nasdaq: lll) is a global Al-centered technology research and advisory firm. A trusted
partner to more than 900 clients, including 75 of the world's top 100 enterprises, ISG is a long-
time leader in technology and business services sourcing that is now at the forefront of
leveraging Al to help organizations achieve operational excellence and faster growth. The firm,
founded in 2006, is known for its proprietary market data, in-depth knowledge of provider
ecosystems, and the expertise of its 1,600 professionals worldwide working together to help
clients maximize the value of their technology investments.
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