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The growing demand for cloud-based
contact center solutions reflects a greater
trend: the struggle of organizations to
become more agile

VANCOUVER, BRITISH COLUMBIA,

CANADA, January 28, 2025

/EINPresswire.com/ -- The contact E M E R G E N
center software market is expected to

grow from an estimated USD 42,515.5

million in 2024 to USD 2,64,102.2 R E S E A R C H
million in 2033, at a CAGR of 22.5%. Emergen Research Logo

The global contact center software

market is experiencing significant

growth, driven by the increasing demand for cloud-based solutions, enhanced customer
experiences, and the adoption of advanced technologies such as Al and Big Data. As businesses

strive to become more agile and efficient in managing customer interactions, cloud-based
contact center solutions are proving to be an essential tool for success.

One of the key drivers of this market expansion is the growing preference for cloud-based
solutions over traditional on-premise setups. Cloud-based systems offer greater flexibility,
scalability, and ease of deployment, enabling businesses to implement these solutions with
minimal investment in IT infrastructure. This allows organizations to quickly scale their
operations without the need for costly and time-consuming infrastructure installations typical of
on-premise systems.

Download Free Exclusive Sample PDF@ https://www.emergenresearch.com/request-
sample/3349

In June 2024, Oracle and Google Cloud announced a strategic partnership that would simplify
the integration of Oracle Cloud Infrastructure (OCl) with Google Cloud services. This
collaboration aims to accelerate enterprise application migration and modernization, offering
Oracle's database performance and networking features with no data transfer fees between
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clouds. Such innovations are expected to further drive the adoption of cloud-based contact
center software.

Moreover, the increasing use of advanced analytics and Big Data is revolutionizing the way
organizations interact with customers. By integrating these technologies into contact center
software, companies are able to gain deep insights into customer behavior, preferences, and
needs. This data-driven approach enables businesses to make more informed decisions, thereby
improving customer service and satisfaction.

The demand for omnichannel communication is another factor contributing to the growth of the
contact center software market. With customers engaging through various channels such as
voice, email, chat, and social media, businesses are turning to integrated contact center
solutions that provide seamless support across all these touchpoints. Unified systems ensure
that customer service agents have access to complete interaction histories, enabling them to
provide personalized, uninterrupted service, no matter the communication channel.

In March 2022, Mitel introduced subscription-based solutions across its suite of platforms,
allowing businesses to adapt quickly to emerging market demands. Additionally, in January 2023,
Broadvoice launched GoContact, a cloud-based omnichannel contact center solution, which is
expected to further boost market growth in North America.

Despite the positive outlook, the contact center software market faces some challenges,
particularly around data security. With the vast amounts of sensitive customer data processed by
these platforms, concerns about privacy and cyber threats such as ransomware and phishing
attacks are growing. Stringent data protection laws, including the General Data Protection
Regulation (GDPR) and California Consumer Privacy Act (CCPA), require businesses to adopt
robust security measures. However, the cost and complexity of complying with these regulations
may deter some businesses from fully embracing advanced contact center software solutions.

Get An Impressive Discount On This Report@ https://www.emergenresearch.com/request-
discount/3349

Contact Center Software Top Companies and Competitive Landscape

The global market for contact center software is expanding as a result of demands for seamless
management of customer service, smooth operational performance, and cost reduction. In this
regard, several factors have driven the growth of this industry, such as the increasing adoption of
cloud-based solutions, the need for customer services on a 24/7 basis, and growing dependence
on data-driven decisions.

Among them, cloud-based contact center software is highly scalable, flexible, and cost-effective;
hence, it would be a better option for those businesses that wish to increase customer
engagement without developing an extensive hardware infrastructure. Key players operating in
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the contact center software comprise NICE, Genesys, AWE, IBM, Five9, and others.

These players have adopted several strategies and developments to drive market growth of
contact cneter software.

At CX Summit EMEA in Porto, Five9, the leading Intelligent CX Platforms provider in the globe,
with WTG, globally known for providing innovative technology solutions, officially signed a
strategic collaboration deal in May 2023. The deal would take customers' cloud, digitization, and
customer experience initiatives to the next level.

With WTG's expertise in technology consulting and integration, combined with advanced cloud-
based contact center and Al solutions from Five9, the companies will be offering a portfolio of
solutions in the name of innovation. The combined experience will support businesses in
optimizing their processes, hence improving operational efficiency.

Some of the key companies in the global Contact Center Software market include:

NICE

Genesys

AWE

IBM

Five9

Twilio

Cisco

Mitel

BT

Verizon

Contact Center Software Latest Industry Updates

In October 2023, Enghouse Interactive, a global leader in mission-critical enterprise technologies,
revealed an expanded partnership with Intertec Systems. This enhanced collaboration aims to

deliver a comprehensive range of solutions, including video collaboration, enterprise video
management, contact center services, and fleet management for the transportation sector,



specifically targeting the Middle Eastern market.

In January 2023, NICE, a New York-based provider of contact center software, formed a strategic
global partnership with Cognizant to accelerate the transformation of customer experience (CX).
This collaboration combines Cognizant's deep expertise in consulting and business
transformation with the robust, all-encompassing cloud platform of NICE CXone. By leveraging
cutting-edge CX solutions, including digital tools, analytics, and conversational Al, the partnership
aims to foster the widespread adoption of innovative CX offerings. Both companies foresee
substantial growth opportunities within their customer bases as a result of this strategic

alliance.
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Contact Center Software Market Segmentation Analysis
Component Outlook (Revenue, USD Million; 2020-2033)
Solution

Omnichannel Routing

Workforce Engagement Management

Reporting and Analytics

Customer Engagement Management

Others

Service

Consulting

Integration and Implementation

Training Support and Maintenance

Deployment Model Outlook (Revenue, USD Million; 2020-2033)
On-premises

Cloud
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Organization Size Outlook (Revenue, USD Million; 2020-2033)
Small and Medium-Sized Enterprises

Large Enterprises

Vertical Outlook (Revenue, USD Million; 2020-2033)
BFSI

Telecommunication

IT and ITES

Government and & Public Sector

Retail & Consumer Goods

Manufacturing

Energy & Utilities

Health and Life Sciences

Others

Regional Outlook (Revenue, USD Million; 2020-2033)
North America

United States

Canada

Mexico

Europe

Germany

France



United Kingdom
Italy

Spain

Benelux

Rest of Europe
Asia-Pacific

China

India

Japan

South Korea

Rest of Asia-Pacific
Latin America

Brazil

Rest of Latin America
Middle East and Africa
Saudi Arabia

UAE

South Africa

Turkey

Rest of MEA

Make Payment [Buy your Exclusive copy] @ https://www.emergenresearch.com/select-
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