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What Is The Projected Market Size & Growth Rate Of The Cloud Contact Center Software

Market?

Expected to grow to $35.20

billion in 2029 at a

compound annual growth

rate (CAGR) of 15.5%”

The Business Research

Company

In recent times, there has been a swift expansion in the

market size of cloud contact center software. This growth

is set to continue, increasing from $17.07 billion in 2024 to

$19.78 billion in 2025, marking a compound annual growth

rate (CAGR) of 15.9%. A few key contributors to this growth

during the historic period include the enhanced integration

of social media interactions, an increased demand for

multi-language customer support tools, the upsurge in

data-driven customer personalisation, a growing

dependence on browser-based communication platforms, and the escalating incorporation of

gamification into agent performance management.

The market for cloud contact center software is predicted to experience a significant surge in the

coming years, reaching a valuation of $35.20 billion by 2029 with a compound annual growth

rate (CAGR) of 15.5%. The projected growth in this period can be linked to a rise in demand for

omnichannel customer interaction, an increase in the utilization of artificial intelligence for

customer support, the growth of remote and hybrid work arrangements, a greater need for

scalable and cost-effective contact center solutions, and a heightened emphasis on enhancing

the customer experience. Some of the major trends expected in the forecast period encompass
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developments in AI-enabled conversational bots, advanced predictive customer journey

mapping, progress in emotion recognition technologies, the use of blockchain for safeguarding

interactions, and the incorporation of augmented reality into customer support.

Download a free sample of the cloud contact center software  market report:

https://www.thebusinessresearchcompany.com/sample.aspx?id=28572&type=smp

What Is The Crucial Factor Driving The Global Cloud Contact Center Software  Market?

The increasing practice of digital transformation is projected to drive the expansion of the cloud

contact center software market. Digital transformation involves the adoption of digital

technologies to alter the way an organization operates and provides value. The surge in digital

transformation can be traced back to the rising necessity for businesses to improve efficiency as

modern technologies simplify procedures and lower operation costs. Digital transformation aids

the cloud contact center software by offering scalable and adaptable technology that enriches

customer service and magnifies operational efficiency. For example, in October 2022,

Department for Digital, Culture, Media and Sport, a UK-based government department, pledged

$1.35 billion (£1 billion) to underpin sustainable and inclusive economic growth in the area,

including a $471 million (£350 million) UK government investment targeted at improving digital

and innovation abilities and supporting future technology projects at two universities. Therefore,

the escalating trend of digital transformation is steering the growth of the cloud contact center

software market.

Who Are The Emerging Players In The Cloud Contact Center Software  Market?

Major players in the Cloud Contact Center Software Global Market Report 2025 include:

• Amazon Web Services (AWS)

• Twilio Inc.

• Nice Ltd.

• RingCentral Inc.

• Genesys

• Zendesk Inc.

• Goto Technologies LLC

• Five9 Inc.

• Verint Systems Inc.

• 8x8 Inc.

What Are The Key Trends And Market Opportunities In The Cloud Contact Center Software

Sector?

Key corporations in the cloud contact center software market are concentrating on the creation

of superior AI-powered functionalities such as AI-based quality control. This allows for consistent

examination of customer interactions, the designation of training opportunities, and valuable

improvements in agent performance thereby guaranteeing high-level service quality. The term

AI-based quality control refers to the employment of artificial intelligence tools for the automatic

review and grading of customer interactions. It helps highlight areas of underperformance, gives

https://www.thebusinessresearchcompany.com/sample.aspx?id=28572&amp;type=smp


detailed professional development insights, and maintains constant service quality. This allows

businesses to optimize their agent performance and enrich the customer experience overall. For

example, Calabrio, an American workforce performance firm, introduced over 70 AI-based

features for its Calabrio ONE cloud contact center software suite within half a year in April 2025.

The upgrades employ AI-based quality control, interaction summaries, trending topic analysis,

real-time desktop analytics, and automated workforce management tools for enhancing agent

performance, simplifying operations, and bettering customer experiences. These developments

allow managers to transition their attention from manual supervision to strategic enhancements

and provide agents with increased independence and support, thereby reducing fatigue and

enhancing job satisfaction.

What Segments Are Covered In The Cloud Contact Center Software  Market Report?

The cloud contact center software market covered in this report is segmented as

1) By Component: Software, Services 

2) By Organization Size: Small And Medium Enterprises, Large Enterprises

3) By Technology Type: Voice Over Inteet Protocol (VoIP), Artificial Intelligence (AI), Customer

Relationship Management (CRM) Integration, Analytics And Reporting Tools, Chatbots And Virtual

Assistants

4) By Deployment Model: Public Cloud, Private Cloud, Hybrid Cloud

Subsegments:

1) By Software: Inbound Contact Centers, Outbound Contact Centers, Interactive Voice Response

(IVR) Systems, Automatic Call Distribution (ACD), Computer Telephony Integration (CTI),

Workforce Management, Reporting And Analytics, Quality Management

2) By Services: Consulting Services, Integration Services, Support And Maintenance Services

View the full cloud contact center software  market report:

https://www.thebusinessresearchcompany.com/report/cloud-contact-center-software-global-

market-report

Which Region Is Projected To Hold The Largest Market Share In The Global Cloud Contact Center

Software  Market?

For the year under the 2025 Cloud Contact Center Software Global Market Report, North

America held the top spot in the cloud contact center software industry. The region with the

most anticipated growth is Asia-Pacific. The report encompasses a broad geographical spectrum,

including the regions of Asia-Pacific, Western Europe, Eastern Europe, North America, South

America, the Middle East, and Africa.
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