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LONDON, GREATER LONDON, UNITED
KINGDOM, April 30, 2026
/EINPresswire.com/ -- The customer
service software market is dominated
by a mix of global enterprise software
providers and specialized customer
experience platform vendors.
Companies are focusing on Al-driven
automation, omnichannel
communication capabilities, cloud-
based deployment models, advanced analytics, and seamless CRM integration to strengthen
market presence and meet evolving customer engagement requirements. Emphasis on real-time
support, scalability, personalization, data security, and workflow automation remains central to
competitive positioning. Understanding the competitive landscape is essential for stakeholders
seeking growth opportunities, service innovation, and strategic partnerships within the rapidly
evolving customer experience and digital service ecosystem.

The Business Research Company’s Customer Service
Software Global Market Report 2026 - Market Size,
Trends, And Forecast 2026-2035

Which Market Player Is Leading The Customer Service Software Market?

*According to our research, Salesforce Inc. led global sales in 2024 with a 6% market share. The
company's customer service and CRM platform, which is directly involved in the customer
service software market, provides a broad portfolio of solutions including case management, Al-
powered chatbots, omnichannel support tools, and analytics capabilities that support enhanced
customer engagement, operational efficiency, real-time service delivery, and scalable enterprise
support systems.

Who Are The Major Players In The Customer Service Software Market?

Major companies operating in the customer service software market are Salesforce Inc., Zendesk
Inc., Freshworks Inc., Microsoft Corporation, ServiceNow Inc., Oracle Corporation, SAP SE,
HubSpot Inc., Genesys Telecommunications Laboratories Inc., NICE Systems Ltd., Intercom Inc.,
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Zoho Corporation Pvt Ltd., Verint Systems Inc., LivePerson Inc., Atlassian Corporation, Kustomer
Inc., BMC Software Inc., Gorgias SAS, LiveChat Software Inc., FreshDesk Inc., Trengo B.V., Hiver
Inc., Help Scout PBC, HappyFox Inc., Kayako Infortech Ltd., TeamSupport LLC, Tridio LLC, Olark,
Quiq Test, Drift Inc.

How Concentrated Is The Customer Service Software Market?

*The market is moderately fragmented, with the top 10 players accounting for 22% of total
market revenue in 2024. This level of concentration reflects moderate technological and
operational entry barriers, driven by increasing demand for Al-driven customer engagement,
integration with enterprise systems, rapid adoption of cloud-based service platforms, and the
need for scalable and secure customer support solutions. Leading players such as Salesforce
Inc., Zendesk Inc., Freshworks Inc., Microsoft Corporation, ServiceNow Inc., Oracle Corporation,
SAP SE, HubSpot Inc., Genesys Telecommunications Laboratories Inc., and NICE Systems Ltd.
hold notable market shares through comprehensive platform capabilities, strong enterprise
customer bases, global delivery models, and continuous innovation in automation and analytics.
As demand for personalized customer experiences, real-time support, and omnichannel
engagement increases, product innovation, strategic collaborations, and expansion of Al-
powered service tools are expected to strengthen the competitive positioning of these leading
companies in the market.

*Leading companies include:
oSalesforce Inc. (6%)
oZendesk Inc. (5%)
oFreshworks Inc. (4%)
oMicrosoft Corporation (2%)
oServiceNow Inc. (1%)
oOracle Corporation (1%)
0SAP SE (1%)

oHubSpot Inc. (1%)
oGenesys Telecommunications Laboratories Inc. (1%)
oNICE Systems Ltd. (1%)

Request A Free Sample Of The Customer Service Software Market Report
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Who Are The Key Raw Material Suppliers In The Customer Service Software Market?

*Major raw material suppliers in the customer service software market include Amazon Web
Services, Google LLC, Microsoft Azure, NVIDIA Corporation, Snowflake Inc., Databricks Inc.,
MongoDB Inc., Twilio Inc., Cloudflare Inc., Okta Inc., and Elastic N.V.

Who Are The Major Wholesalers Or Distributors In The Customer Service Software Market?
*Major wholesalers or distributors in the customer service software market include Accenture
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plc, Capgemini SE, Cognizant Technology Solutions Corporation, Tata Consultancy Services
Limited, Infosys Limited, Wipro Limited, HCL Technologies Limited, Tech Mahindra Limited, DXC
Technology Company, NTT DATA Corporation, Fujitsu Limited, and Atos SE.

Who Are The Major End Users Of The Customer Service Software Market?

*Major end users in the customer service software market include Walmart Inc., Amazon.com
Inc., JPMorgan Chase & Co., Bank of America Corporation, AT&T Inc., Verizon Communications
Inc., UnitedHealth Group Incorporated, Delta Air Lines Inc., American Airlines Group Inc.,
Comcast Corporation, Vodafone Group Plc, and Airbnb Inc.

What Are The Major Competitive Trends In The Market?

*Integrated Al-powered support platforms are transforming the customer service software
market by improving service efficiency, automating issue resolution, and enhancing customer
experience

*Example: In August 2023, Freshworks Inc. launched an Al-powered customer service suite with
self-service bots, agent copilots, and data-driven insights

+Its unified Al capabilities, automated workflows, and real-time analytics enhance response
times, improve agent productivity, and enable scalable, personalized customer support

Which Strategies Are Companies Adopting To Stay Ahead?

*Advanced Customer Interaction Platforms Driving Service Automation And Workflow Efficiency
*Al-Enhanced Service Suites Improving Personalization And Operational Performance
*Real-Time Al Chat Solutions Strengthening Customer Engagement And Support Delivery
Simplified Interaction Management Platforms Enhancing Overall Service Experience

Access The Detailed Customer Service Software Market Report Here

https://www.thebusinessresearchcompany.com/report/customer-service-software-global-
market-report?utm_source=EINPresswire&utm medium=Paid&utm campaign=Apr PR

Learn More About The Business Research Company

The Business Research Company (www.thebusinessresearchcompany.com) is a leading market
intelligence firm renowned for its expertise in company, market, and consumer research. We
have published over 17,500 reports across 27 industries and 60+ geographies. Our research is
powered by 1,500,000 datasets, extensive secondary research, and exclusive insights from
interviews with industry leaders.

We provide continuous and custom research services, offering a range of specialized packages
tailored to your needs, including Market Entry Research Package, Competitor Tracking Package,
Supplier & Distributor Package and much more.

Disclaimer: Please note that the findings, conclusions and recommendations that TBRC Business
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Research Pvt Ltd delivers are based on information gathered in good faith from both primary
and secondary sources, whose accuracy we are not always in a position to guarantee. As such
TBRC Business Research Pvt Ltd can accept no liability whatever for actions taken based on any
information that may subsequently prove to be incorrect. Analysis and findings included in TBRC
reports and presentations are our estimates, opinions and are not intended as statements of
fact or investment guidance.

Contact Us:

The Business Research Company

Americas +1 310-496-7795

Europe +44 7882 955267

Asia & Others +44 7882 955267 & +91 8897263534
Email: info@tbrc.info
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