ﬁPREsswiRE

Cloud-Based Contact Center Market

Empowers Businesses Globally | Market to Hit
USD 121.94 Bn by 2030

Scalability and flexibility drive the Cloud-
Based Contact Center Market, offering
cost-effective and agile customer service.

AUSTIN, TEXAS, UNITED STATES,
February 20, 2024 /EINPresswire.com/
-- The SNS Insider report reveals that
the Cloud-Based Contact Center
Market, valued at USD 18.79 billion in
2022, is projected to reach USD 121.94
billion by 2030, with a CAGR of 26.33%
from 2023 to 2030.
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The Cloud-Based Contact Center encompasses software, tools, and cloud-hosted services like
intelligent call routing, communication channels, agent management, and analytics. This
transformative technology enables businesses to leverage cloud-stored data, fostering a
methodical approach and improved performance. With robust scalability, affordability, flexibility,
and convenience, cloud adoption is accelerating. Notably,

Remote work trends,
demand for omnichannel
customer experiences, and

Five9, Inc.'s acquisition of Whendu's iPaaS platform in
November 2019 exemplifies the industry's transition. The
cloud-based contact center, free from physical constraints,
facilitates remote work, boosting agent productivity and

the need
recovery

for disaster
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operational efficiency. With superior security, reliability,
and cost-effectiveness, cloud infrastructure becomes
pivotal, driving widespread adoption.

Get a Report Sample of Cloud-based Contact Center

Market @ https://www.snsinsider.com/sample-
request/1983

Some of the Major Key Players Studied in this Report are:
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0 Cisco

0 Avaya

0 Serenova

0 Content Guru

0 Aspect Software
0 RingCentral

0 Enghouse Interactive
0 3CLogic

0 Ameyo

0 Twilio

0 Other Players

Cloud-Based Contact Center Market Analysis

Advanced Features Fueling Cloud-Based Solution Demand, The adoption of cloud-based
solutions is propelled by enhanced security, flexibility, functionality control, and improved
performance. Cloud deployment reduces infrastructure costs significantly, enabling instant
scaling of workforce teams. Small and medium-sized enterprises are transitioning to cloud-
based models due to these advantages. The surge in demand for cloud computing has paved
the way for the Cloud-Based Contact Center Market's phenomenal growth. The adoption of
cloud-based solutions is driven by advanced features such as heightened security, flexibility,
scalability, affordability, and reliability. Organizations worldwide are transitioning from traditional
on-premise models to the cloud, unlocking remote working capabilities, improving agent
productivity, and enhancing overall operational efficiency.

Market Segmentation and Sub-Segmentation Included Are:

0 On The Basis of Component: The solution segment dominates, offering intelligent call routing,
communication channels, agent management, and analytics. Professional services hold a
substantial share within the services segment, while managed services are poised for rapid
growth.

0 On The Basis of Deployment: Hosted solutions provide flexibility and scalability, ideal for agile
operations, while on-premise options offer granular control and customization, catering to
organizations with specific compliance or integration requirements.

0 On The Basis of organization Size: Large enterprises capture the majority share, benefiting
from reduced capital and operational expenditure. Small and medium-sized enterprises show
significant growth potential, leveraging cost-effective and flexible cloud solutions.

0 On The Basis of Industries: BFSI leads the market, followed by ITES, as digitization drives the
adoption of cloud communication platforms. IT and telecom, healthcare, government, consumer
goodes, retail, travel, hospitality, and media also contribute to the market's growth.



Key Regional Development

North America Leads while Asia-Pacific Accelerates. North America maintains its lead, fueled by
increased internet penetration and a shift towards cloud-based services. Asia-Pacific is set to
witness the fastest growth due to rising awareness, increased loT usage, and substantial
investment in IT infrastructure development.

The Cloud-Based Contact Center Market: Leveraging Strengths for Success

The cloud-based contact center market stands as a pillar of innovation, offering a plethora of
strengths that drive its widespread adoption and continued growth. At the core of its strength
lies the unparalleled flexibility it affords businesses, empowering them to adapt swiftly to
evolving customer demands and market dynamics. With cloud-based solutions, organizations
can scale their contact center operations seamlessly, whether it's to accommodate seasonal
peaks, geographic expansion, or sudden spikes in call volumes. This scalability not only ensures
optimal resource utilization but also enables businesses to deliver consistent service quality even
during periods of high demand.

Moreover, cloud-based contact centers boast inherent agility, a trait that is invaluable in today's
fast-paced business environment. By leveraging cloud technology, organizations can swiftly
deploy new features, integrate emerging communication channels, and implement updates
without the complexities associated with traditional on-premise solutions. This agility enables
businesses to stay ahead of the curve, swiftly adapting to technological advancements and
customer preferences to maintain a competitive edge in the market.

Additionally, the cloud-based model offers unparalleled accessibility, allowing agents to work
from anywhere with an internet connection. This distributed workforce capability not only
enhances employee satisfaction and productivity but also ensures business continuity,
particularly in times of crisis or unforeseen disruptions. Whether it's enabling remote work,
supporting multi-site operations, or facilitating global collaboration, cloud-based contact centers
empower organizations to transcend geographical barriers and deliver seamless customer
experiences across diverse channels and touchpoints.

Furthermore, the cloud-based approach significantly reduces the burden of infrastructure
management and maintenance, freeing organizations from the constraints of hardware
dependencies and technical complexities. With cloud-based solutions, businesses can focus their
resources on strategic initiatives and customer-centric activities rather than managing hardware
upgrades, software patches, and system maintenance tasks.

In conclusion, the strengths of the cloud-based contact center market—flexibility, agility,
accessibility, and scalability—position it as a transformative force in the realm of customer
service and engagement. By harnessing these strengths, organizations can unlock new



opportunities for innovation, efficiency, and customer satisfaction, driving sustained success in
today's digital-first landscape.

Impact of the Recent Events on the Cloud-Based Contact Center Market

0 The COVID-19 pandemic catalyzed a seismic shift towards remote work and digital
transformation across industries, significantly bolstering the Cloud-Based Contact Center
Market. As businesses scrambled to adapt to remote operations, cloud-based contact center
solutions emerged as a lifeline, enabling seamless transition and continuity of customer service
operations. The scalability and flexibility inherent in cloud platforms allowed organizations to
swiftly upscale their contact center capabilities to meet surging demand, ensuring uninterrupted
customer support amidst lockdowns and social distancing measures. Furthermore, cloud-based
contact centers facilitated the rapid deployment of remote workforces, empowering agents to
work from home while maintaining productivity and service quality. This trend towards remote
work not only enhanced employee satisfaction and retention but also expanded the talent pool
for contact center recruitment, fostering diversity and inclusivity within the

workforce.

0 Amidst the Russia-Ukraine war and geopolitical uncertainties, the Cloud-Based Contact Center
Market has seen a surge in demand driven by the need for resilience and business continuity.
Organizations are increasingly turning to cloud solutions to mitigate risks associated with
geopolitical instability, ensuring the seamless operation of contact center services regardless of
geopolitical disruptions. By leveraging cloud-based platforms, businesses can decentralize their
operations, distribute workloads across multiple regions, and mitigate the impact of localized
disruptions on customer service delivery. Additionally, the scalability and redundancy offered by
cloud infrastructure enable organizations to rapidly pivot operations and adapt to changing
market dynamics, safeguarding against potential supply chain disruptions and geopolitical
uncertainties.

0 The economic recession, while posing challenges to businesses across sectors, has also
accelerated the adoption of cloud-based contact center solutions. In times of economic
uncertainty, organizations are under pressure to optimize costs while maintaining service quality
and competitiveness. Cloud-based contact centers offer a cost-effective alternative to traditional
on-premise solutions, eliminating upfront capital expenditures and reducing ongoing operational
costs associated with hardware maintenance and upgrades. Moreover, the pay-as-you-go pricing
model of cloud solutions enables businesses to align expenses with usage, optimizing cost-
efficiency and enabling scalability as demand fluctuates. As organizations seek to streamline
operations and enhance efficiency amidst economic constraints, cloud-based contact center
solutions emerge as a strategic investment to drive cost savings and operational resilience.

Key Takeaways from the Cloud-Based Contact Center Market Study

0 Cloud Revolution: The Cloud-Based Contact Center Market is on a trajectory to revolutionize



business communication, driven by scalability, affordability, and flexibility.

0 Industry Dynamics: Large enterprises spearhead the adoption, while small and medium-sized
enterprises leverage cost-effective solutions for enhanced efficiency.

0 Regional Dynamics: North America leads, and Asia-Pacific emerges as the fastest-growing
region, signaling a global shift toward cloud-based services.

Recent Developments
0 In March 2022, 8x8 launched the 8x8 Agent Workspace, redefining the contact center agent
role. The fully browser-based interface seamlessly integrates contact center and unified

communications capabilities.

0 1n 2022, the global growth of 8x8 XCaaS offers an all-in-one solution with cloud contact center,
voice, team chat, video meetings, and CPaaS embeddable APIs.

0 In December 2021, storm SCIM streamlines administration for large contact centers by
automating agent provisioning, enhancing efficiency, and securely managing user accounts.

Buy the Latest Version of this Report @ https://www.snsinsider.com/checkout/1983
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About Us

SNS Insider is one of the leading market research and consulting agencies that dominates the
market research industry globally. Our company's aim is to give clients the knowledge they
require in order to function in changing circumstances. In order to give you current, accurate
market data, consumer insights, and opinions so that you can make decisions with confidence,
we employ a variety of techniques, including surveys, video talks, and focus groups around the
world.

Our staff is dedicated to giving our clients reliable information, and with expertise working in the
majority of industrial sectors, we're proud to be recognized as one of the world's top market
research firms. We can quickly design and implement pertinent research programs, including
surveys and focus groups, and we have the resources and competence to deal with clients in
practically any company sector.
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