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Key Takeaways

Contact center platforms have evolved from routing- and efficiency-focused systems into
broader customer engagement environments that orchestrate interactions, workflows and
operational decisions across the customer journey. Enterprises increasingly expect these
platforms to improve customer experience, employee engagement and business performance
while supporting changing operating models. Cloud adoption, Al, advanced analytics, self-
service, workflow automation, enterprise integration and stronger governance are driving this
transformation.

Software Provider Summary

The ISG Buyers Guide™ for Contact Center evaluates 27 software providers offering products
that support interaction management, workforce engagement, self-service and customer
journey orchestration. The research ranked the top three overall as NiCE, Verint and Genesys.
Content Guru, Dialpad, Five9, Genesys, Microsoft, NiCE, RingCentral, Salesforce, SprinkIr,
Talkdesk, Verint and Zendesk were rated Exemplary, with AWS and Cisco rated Innovative.
Twilio and Zoho were rated as providers of Assurance, and 8x8, Alvaria, Avaya, Google Cloud,
GoTo, Intermedia, Mitel, Nextiva, Sinch, Vonage and Zoom were rated providers of Merit.

Product Experience Insights

Product Experience, which represents 80% of the evaluation, focuses on Capability (50%) and
Platform (30%), including adaptability, manageability, reliability and usability. NiCE, Verint and
Genesys were the Product Experience Leaders. Performance reflects capabilities spanning
agent workspace and collaboration, knowledge management, experience and interaction
analytics, Al and automation and Al governance and model operations, alongside enterprise-
grade platform requirements.

Customer Experience Value

Customer Experience, representing 20% of the evaluation, focuses on validation and TCO/ROI.
NiCE, Salesforce and Verint were the Customer Experience Leaders and best communicate
commitment and dedication to customer needs. Providers with lower performance may lack
sufficient information demonstrating customer success, commitment to customer experience
or TCO/ROI value, reinforcing the importance of evaluating the full provider relationship and
customer lifecycle.

Strategic Recommendations

Enterprises should evaluate contact center platforms based on the ability to advance
customer experience while supporting future Al-enabled operating models. Assessment
should prioritize Al-assisted agent guidance, analytics maturity, intelligent automation and
self-service, workforce engagement, enterprise and back-office integration, and security,
governance and regulatory compliance. Buyers should also consider implementation
capabilities and partner ecosystems while ensuring the platform aligns with operating
complexity, customer journey strategy and technology architecture.
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The Findings

The software providers and products evaluated in this research offer product and customer
experiences, but not every feature is equally valuable to every enterprise or is needed to
support the relevant business processes and use cases. Moreover, having too many product
capabilities may be a negative factor for an enterprise if it introduces unnecessary complexity.
Nonetheless, you may decide that a more

comprehensive set of capabilities is important Contact Centers

and meets your enterprise’s requirements. overall
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* Source: ISG Research
ISG Contact Centers Buyers Guide
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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 (Nasdagq: 1) 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 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 and research, in-depth knowledge and
governance of provider ecosystems, and the expertise of its 1,500 professionals worldwide
working together to help clients maximize the value of their technology investments.
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