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Contact Center Market: Collisions Ahead 
By Dave Michels, June 2018 

1. Overview 
1. Last month, Gartner issued its annual Contact Center Infrastructure (CCI) Magic Quadrant. This 

report evaluates premises-based contact center solu�ons.  
2. This MQ a complex report because it examines a (shrinking) por�on of the emerging customer 

engagement center (CEC). We went from call centers to contact centers that manage longer, fuller 
customer rela�onships and journeys. This transi�on is occurring in mul�ple sectors including contact 
center vendors and the providers of customer data repositories.  

3. You can see this transi�on in ac�on in the CCI report.  
4. Contact centers have been moving to the cloud for several years now. CC on premises and CCaaS in 

the past have offered largely similar func�onality. However, cloud-delivered solu�ons are star�ng to 
diverge from the premises-based solu�ons. This is due to incremental and more rapid innova�on 
cycles that are possible with hosted services  

5. Several other sectors, such as CPaaS, CRM, and service management, are increasingly overlapping 
with contact center solu�ons. Many providers and vendors in these segments are adding digital 
channels, WEM, and communica�ons services for no�fica�on and in some cases support for 
voice-based interac�ons.  

6. In addi�on to sector overlaps, video and AI technologies are impac�ng customer interac�on. Both 
have disrup�ve poten�al, though in very different ways.  

2. About Magic Quadrants 
1. Magic Quadrant reports are very influen�al but commonly misinterpreted. 
2. MQs evaluate vendors against each other. The absolute placements are not as important as the 

rela�ve posi�ons of the dots (note, the axes do not have scales — the zoom factor is adjusted to best 
show the spread of the dots).  

3. Gartner splits the market into specific segments, CCI, CCaaS, CRM, etc. This approach fragments 
solu�ons by like compe�tors (useful), but does not necessarily help customers compare dissimilar 
solu�ons as a means of solving a problem.  

4. Each year, the analysts revise eligibility criteria, key considera�ons, and weigh�ngs. This adds to the 
reasoning why year-to-year comparisons of MQs are not that revealing.  

5. What the Gartner analysts value may not be the same as what customers value. It is a mistake to use 
MQ as a general ranking, since specific requirements will priori�ze different aspects of a given 
solu�on.  

6. Gartner’s typical advice to customers seeking solu�ons is to solicit and evaluate bids from their 
incumbent vendor as well as the Leaders in the appropriate MQ. This general advice is reasonable, 
but it ignores poten�ally unique requirements that may favor other vendors.  

7. The data used to complete the evalua�ons comprises a variety of sources including vendor-provided 
informa�on, Gartner interac�ons with end users (including surveys and inquiries), and various forms 
of public informa�on (such as financial reports). Gartner does not test the solu�ons.  
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8. Gartner has mone�zed the Magic Quadrant in many ways that create the percep�on (and poten�al 
for actual) conflicts of interest. Gartner sells MQs to both vendors and users. There is no direct 
associa�on with the revenue a report generates and analysts’ compensa�on. However, vendors that 
subscribe to Gartner services do have more access to Gartner analysts.  

3. The Magic Quadrant CCI 2018 
1. There are three leaders this year: Avaya, Cisco, and Genesys. There is no top-right winner this year. 

Cisco has top and Genesys has right.  
2. Major changes in the 2018 report are: 

a) Genesys yielded to Cisco its topmost posi�on on the Ability to Execute axis.  
b) Avaya returned to the Leader’s quadrant 
c) Unify was removed from the report as it did not meet revenue eligibility requirement. The 

revenue requirement of $45M USD in the prior CY was unchanged from the 2017 MQ.  
3. The loosely defined weigh�ng criteria, inclusion requirements, and eligibility were all unchanged 

from last year. 
4. This year, Simon Harrison was a new named author, along with the returning Drew Kraus and Steve 

Blood.  
5. The CC sector is going through mul�ple transforma�ons, crea�ng opportuni�es and threats. The 

transforma�onal changes are pu�ng pressure on otherwise mature solu�ons.  
6. Cloud: There are separate MQs for CCI and CCaaS; however, Gartner opted to include cloud services 

within the CCI report regarding a vendor’s Completeness of Vision.  
Although this Magic Quadrant focuses on premises-based CCI offerings, a vendor's ability to 
offer viable private cloud and CCaaS services to customers who may wish to eventually 
migrate to such services positively affects its score on the Completeness of Vision axis. 

7. Gartner writes that a broad suite is helpful: “ Increasingly, contact center managers prefer to 
purchase much, or all, of their CCI from a single source as a bundle. ” However, no vendor in this 
report offers a solu�on that addresses UC, WEM/WFO, QM, automa�on, recording, analy�cs, 
desktop endpoints, CRM, and service management. Thus, customers need to determine which parts 
are best sourced from a single vendor or provider.  

8. Historically, the contact center was closely associated with the PBX — though not exclusively. 
“ Solutions in the CCI market are often an extension of a unified communications (UC) technology 
portfolio .”  This associa�on exists, but not as strongly, within the CCaaS market.  

4. Dave’s Thoughts 
On Contact Centers in 2018 

1. The ongoing migra�on from UC to UCaaS does not expand the total market for UC. The migra�on 
from CC to CCaaS is expanding the market. CCaaS reduces the costs and complexity, allowing 
organiza�ons to upgrade basic hunt group setups and simple ACDs to robust CCaaS implementa�ons.  

2. While the contact center has been embracing omnichannel, there is no end in sight. New channels 
con�nue to be embraced and supported. For example, Apple recently joined the digital channel 
party with Apple Business Chat — already supported by several contact center vendors.  
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3. The contact center space is heading for explosion or implosion as it naturally evolves as well and 
intersects with other emerging sectors. The most evident trends are from premises-based to 
cloud-delivered services, from voice-only to digital channels, and from standalone systems to 
components of a larger, integrated system such as CRM. These transi�ons are clear, yet s�ll 
immature.  

4. Overlaps between contact centers and customer sales and service desks will con�nue to grow. All are 
adding digital channels. Contact center solu�ons are stronger at voice and telephony and the 
CRM/service applica�ons offer richer features for managing customer informa�on and related data. 
The complete CEC solu�on requires both.  

5. The product overlaps are increasing. For example, Mitel recently added lightweight c ontact list and 
case management functionality  with its recent updates to MiVoice CC, and Zendesk recently 
announced integrated communica�ons for no�fica�ons via SMS.  

6. Another notable transi�on is that customers are increasingly calling from smartphones, which opens 
up a new set of device and network mul�modal capabili�es. Avaya Mobile Experience seeks to take 
advantage of this opportunity.  

7. Disrup�ve forces from IoT are overhyped. IoT devices can trigger no�fica�ons and calls (inbound or 
outbound) and generate data for an agent to view or modify. While this will become more popular, it 
is more likely to complement CEC solu�ons rather than disrupt them.  

Disrup�ve Forces and Impending Sector Collisions 
8. Earlier this year, Gartner issued a Magic Quadrant for CRM Customer Engagement Center (CEC) 

solu�ons. The Leaders in this report are Salesforce, Pegasystems, Microso�, Oracle, and Zendesk. 
SAP is the only vendor on both the CEC and CCI MQs.  

This [CRM CEC] Magic Quadrant examines the global market for customer service and support 
applications that enable customer service and support agents to engage customers through 
their preferred communication channel  [except telephony] . . . . Between 2018 and 2022, we 
expect workforce engagement management to be an integrated feature of the Magic 
Quadrant. . . . Missing from this Magic Quadrant are many software companies that we are 
watching closely but that do not yet meet all the minimum criteria. Gartner sees the 
emergence of a new area of customer care that might be referred to as "digital customer 
service." 

9. Earlier this year, Gartner issued a Magic Quadrant for Workforce Engagement Management. This 
report was authored by Drew Kraus and Simon Harrison (authors of the CCI report) plus Jim Davies. 
The report includes seven vendors, only two of which (Aspect and Genesys) appear on the CCI report 
— both in the Niche quadrant. The two Leaders in WEM were NICE and Verint.  

10. Later this year, Gartner will publish a CCaaS MQ. The 2017 version covered 11 providers, of which 
three were Leaders (Five9, inContact, and Genesys).  

11. The vision and strategies of contact center vendors and CRM vendors share an increasing number of 
similari�es. The overlaps involve customer history and communica�on channels. Change is coming, 
note this reference to CEC in the CCI report:  

A third deployment option for CCI is as a core component of customer engagement centers 
(CECs), in which functionality is tightly integrated with CRM and social media channels to give 
a "single view of the customer" across all touchpoints. . . There is, furthermore, currently little 
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overlap between the vendors appearing in the present Magic Quadrant and those in the 
"Magic Quadrant for the CRM Customer Engagement Center.”  

12. Another cloud-delivered op�on has emerged in the past few years from Amazon and CPaaS providers 
Twilio and Vonage/Nexmo.  

13. Amazon offers a disrup�ve billing model, but the core Amazon Connect contact center offer is fairly 
basic. It appears Amazon Connect is more posi�oned as a gateway to other AWS services. Amazon 
has the resources and technologies in-house to create a robust contact center solu�on and probably 
will. 

14. The CPaaS providers suggest that packaged contact center solu�ons represent a bad combina�on of 
considerable required customiza�on  AND  severe limita�ons on customiza�on. They present a viable 
argument that a DIY contact center is more versa�le and less effort than packaged applica�ons. Both 
Twilio and Vonage offer tools, packages, integra�ons, and sample code to enable so�ware 
developers (enterprises and ISVs) to create a fully custom solu�on. 

15. Twilio made a big show of its repackaged contact center tools at Enterprise Connect 2018 (EC18). 
Denied a keynote slot, they created their own, and presented a fairly compelling (and proven) 
repackaging of services that simplifies the process of a custom solu�on.  

16. Also at EC18, Vonage-Nexmo also released new contact center tools, but took a very different, open 
source approach that will likely resonate be�er with third party vendors crea�ng their own solu�ons. 
Vonage-Nexmo is priori�zing contact center solu�ons with several announcements at CCW in June.  

17. Regardless if a customer purchases an applica�on or creates their own solu�on, Amazon, Twilio, and 
Vonage are well posi�oned to enhance/customize solu�ons with specific features.  

18. The CPaaS offers may be comparable to CCaaS offers regarding customiza�on, implementa�on, and 
ini�al cost, but likely have higher costs for long-term maintenance and support 

On AI  
19. Contact centers are all about balancing costs and quality per a business goal. New technologies have 

not significantly changed the per�nent variables, but AI could.  
20. AI technologies are most promising with regards to predic�ve analy�cs, improved self-service, and 

speech related technologies.  
21. Predic�ve rou�ng and other other AI-enhanced technologies threaten an end to tradi�onal 

skills-based rou�ng. Avaya announced a partnership with Afini�, and Genesys announced its own 
(Kate) predic�ve rou�ng earlier this year.  

22. Conversa�onal speech technologies are poised to disrupt the customer engagement space. They can 
be applied to spoken and textual informa�on. The AI toolset here includes advanced automa�c 
speech recogni�on (ASR) enhanced with deep learning for speech-to-text conversions and natural 
language understanding (NLU) that can iden�fy intent, inflec�on, and more. 

23. Speech recogni�on and natural language understanding have been some of the most challenging 
problems to solve in computer science. Although the technology requires sophis�cated deep 
learning algorithms that are trained on massive amounts of data, they are becoming readily 
accessible and democra�zed for implementa�on.  

24. The contact center is an ideal playground for AI as it is a data rich environment combined with a 
narrow set of common requests and outcomes. Addi�onally, the ROI opportuni�es can be fueled by 
cost reduc�ons and/or mo�va�ng specific behaviors.  
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25. Understanding the customer is key to predic�ng and driving behaviors. Facebook and Cambridge 
Analy�ca demonstrated that detailed, targeted informa�on can elicit desired and specific responses.  

26. As AI con�nues to become a cri�cal component to success, access to customer experience data will 
be cri�cal. It’s the access to data, not the crea�on of it, that ensures ongoing AI benefits. A simple 
example is transcripts of calls.  

27. With AI-powered agent augmenta�on, it is possible  to route the skills (such as a language) with the 
call to a general class of agents. This turns the decades-old skills-based rou�ng concept on its head. 

28. The low-hanging fruit in the AI realm is self-service and agent augmenta�on solu�ons. The bigger 
opportunity lies in agent augmenta�on solu�ons that reduce agent training, rapidly increase agent 
skills, and improve resolu�ons (by iden�fying next-best ac�on based on specific situa�ons).  

29. Augmented agents provide tremendous poten�al to change the economics of CEC. For example, 
instead of inves�ng heavily in product and opera�onal training with (high turnover) agents, 
companies can invest in solu�ons that provide less-skilled agents automated assistance and 
proac�ve tools that aid produc�vity and compensate for lack of experience. For example, AI 
solu�ons that are powered by knowledge management data could proac�vely steer the agent to the 
solu�on based on what was said along with other data associated with the call.  

Genera�onal Resets  
30. Ini�ally, cloud-delivered contact center solu�ons were largely focused on GTM and OpEx business 

model. Cloud-delivered solu�ons have matured and diverged from its premises-based heritage. 
Modern CCaaS solu�ons tend to be built on public cloud infrastructure, na�ve mul�-tenant, 
massively scalable, and API rich. These, built-for-the-cloud services are emerging as strategic 
solu�ons. The three leaders in the CCI report are all in the process of genera�onal shi�s.  

31. Genesys made a genera�onal reset with its acquisi�on of Interac�ve Intelligence (ININ) and 
expanded from a premises-based legacy pla�orm (now PureEngage) to a next-genera�on cloud 
solu�on (PureCloud). It also acquired ININ CIC (PureConnect).  

32. Avaya is launching Avaya Mobile Experience. It also acquired Spoken to extend the cloud-suitability 
of its Aura solu�on which had been built and designed for premises-based, single tenant solu�on. It 
adapted IP Office for Kubernetes containers for the Google Cloud.  

33. Cisco has renamed BroadSo�’s CC-One (formerly Transera) to its Customer Journey Pla�orm which 
will become its most strategic, go-forward (next genera�on CCaaS) customer engagement solu�on.  

34. So far, none of the a�empts to reposi�on a premises-based solu�on as a cloud service have been 
successful. Cisco appears to be moving from HCS to its Customer Journey Pla�orm and Genesys from 
PureEngage (and PureConnect) to PureCloud. There are many more examples with UC to UCaaS.  

On Avaya 
35. Over the past few years, Avaya has been slipping on Ability to Execute on the CCI MQ. Likely due to 

Chapter 11, it fell out of the Leaders quadrant in 2017. This year, it managed to return.  
36. The CCI MQ does not men�on the Avaya Mobile Experience (announced last March). Mobile 

Experience is one of the most innova�ve and significant announcements in the contact center space. 
It has the poten�al to integrate carrier services with contact center applica�ons while leveraging 
smartphone capabili�es. The solu�on is in early trials, and will likely take a few years to develop and 
prove itself. 
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37. Avaya has confused the marketplace with Oceania. It was launched as a next genera�on product, but 
few (if any) actual implementa�ons have occurred. Gartner observes that even Avaya’s own cloud 
services don’t offer Oceania. Now, Oceania features are available for Aura-based Elite.  

38. Moving back into the Leader’s quadrant is a big win for Avaya, but there’s s�ll a big gap between 
Avaya and the other Leaders. Avaya’s por�olio is behind its compe�tors in many ways, though the 
company is currently innova�ng in hyper-speed. Avaya has made numerous important 
announcements already this year including expansion of Equinox features and services, Mobile 
Experience, new endpoints, predic�ve rou�ng (Afini�), new innova�on centers, and more.  

On Genesys 
39. Genesys is going through some significant transi�ons as it fully absorbs ININ. It has gone from a 

single-solu�on, primarily premises-based vendor, to vendor/provider of mul�ple on-prem, cloud, 
and hybrid services. It’s a lot to absorb (people, products, customers, business model changes, etc.).  

40. The absorp�on of ININ was not smooth. Gartner reported in the CCI MQ that “ frustrations about 
skills levels of the Genesys resources providing support for its PureConnect and PureCloud [IE ININ] 
offerings. ”  

41. As Genesys is suppor�ng three pla�orms (along with migra�on strategies between them), it dilutes 
its R&D investments. For example, its recent acquisi�on of Altocloud is currently being adapted and 
implemented across three pla�orms over three quarters. R&D is an area of recent pride and 
compe��ve differen�a�on for Genesys.  

On Cisco  
42. In 2017, Cisco didn’t introduce any major enhancements to its contact center offers.  
43. Although Cisco is now higher in execu�on than Genesys, this is most likely Genesys slipping (see 

#40).  
44. The CCI report does not men�on some significant changes at Cisco. Cisco indicated that its Customer 

Journey Pla�orm (formerly CC-One or Transera) has become its most strategic solu�on. Cisco is 
integra�ng the Customer Journey Pla�orm with what was known as Spark Care (service desk). Cisco’s 
HCS and premises-based contact center customers can look forward to both migra�on paths and 
cloud-delivered supplemental services.  

45. Cisco is communica�ng that its contact center solu�on is now cloud-first. This makes sense and 
generally resonates, though it will likely nega�vely impact its posi�on on future premises-oriented 
studies. 

46. Cisco named a new leader for Customer Care, Vasili Tirant, last February. A lot has changed including 
his boss. Amy Chang now heads Cisco Collabora�on. It is reasonable to expect that the strategy, 
funding, and staffing will be reevaluated.  

On Other Vendors 
47. The other dots are mostly unchanged from last year. The Challenger quadrant looks iden�cal to last 

year’s report.  
48. Aspect’s dot placement is surprisingly strong based on the text in the CCI MQ:  

It is unclear how well Aspect will be able to continue to aggressively fund the development 
and support of its premises-based contact center offerings and cloud offerings in the future. 
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Its installed base and derived service revenue (Aspect's largest source of income) are in 
decline. 

49. Mitel has made significant changes that were presumably out of the scope of this report. Mitel has 
announced major updates to its contact center por�olio and acquired ShoreTel (which had 
previously acquired Corvisa).  

50. Both Microso� and Amazon are highly capable companies with light CEC offerings. It seems 
reasonable to expect these giants to move aggressively in this space as CEC solu�ons can leverage 
many disparate services.  

51. Microso� has never implemented contact center services. Instead, it has relied on partners such as 
Enghouse, Genesys, and Clarity Connect/Perficient to supplement SfB. However, the sector is 
evolving in a way that posi�ons Microso� well. Office 365’s fundamental value proposi�on is �ght 
integra�on between Microso� cloud-apps and services. Microso� has Teams, Dynamics (with digital 
channels), Great Plains, UCaaS, video capabili�es, and more. An expansion into CCaaS would require 
stronger capabili�es of voice rou�ng and WEM — both of which could be acquired or developed.  

52. The peak of the premises-based contact center market is likely behind us. Decades remain in this 
market, but the innova�on occurring with cloud-delivered op�ons (including Amazon and CPaaS) will 
be difficult for the premises-based vendors to match.  

Final Thoughts 
53. The MQ CCI 2018 is a very complex report that reasonably captures the current premises-based 

landscape.  
54. As the premises-based market is unlikely to grow, compe��ve displacement becomes the primary 

path to new premises-based customers. Concurrently, CCaaS (and CRM providers) are also targe�ng 
premises-based customers to migrate to cloud-delivered services. Expect to see numerous 
campaigns (and price erosion) targeted at premises-based displacements.  

55. WFO is more closely associated with contact center applica�ons, but has a broader role to offer in 
CEC. For example, there are numerous func�ons within an enterprise that require scheduling. Note, 
last year, Microso� introduced StaffHub for “firstline” workers that includes scheduling. WFO 
solu�ons can also be applied to CRM solu�ons in order to facilitate staffing decisions, training and 
coaching.  

56. Currently, there’s an explosion of new self-service and digital channels. Expect voice to return as a 
strategic differen�ator in CEC. Voice is more natural and o�en more efficient. Voice interac�ons can 
involve human agents, machines, or both.  

57. AI is going to radically change customer engagement. It isn’t clear when the big, disrup�ve changes 
will arrive, but there’s a ton of innova�on occurring. So far, AI is proving useful at finding pa�erns 
that humans can’t recognize. Unfortunately, many vendors are succumbing to describing slightly 
enhanced capabili�es as “AI”.  This is leading to market confusion.  

58. The key emerging factors for success with AI are specialized tasks and ongoing access to data to 
ensure con�nued learning.  

59. CEC will have large data sets and AI may prove to be very disrup�ve in unpredictable ways. For now, 
most AI a�en�on is focused on incremental improvements to self-service and rou�ng as well as 
back-end analy�cs and repor�ng.  
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60. Today, interac�ons are mostly either voice or textual (chat, email). Expect to see more mul�modal 
interac�ons that leverage endpoint diversity and capabili�es, including screen sharing, use of the 
camera, and co-browsing. Video use cases have been highly effec�ve in some sectors such as 
insurance, banking, and recently healthcare. Mul�-modal communica�ons are an evolu�on of 
omnichannel, and will likely con�nue to expand, albeit gradually.  

61. The applica�ons will con�nue to evolve toward complete CEC solu�ons. However, in the API enabled 
cloud, there will also be an increasing use of disparate services into a single, virtual app. For example, 
a CRM could use APIs with CPaaS providers and WFO partners to create a CEC solu�on.  

62. Cloud-APIs also create an opportunity for middle-ware companies because APIs may be too limited 
to create robust enough func�onality.  

63. Although technically available before, Twilio and Vonage Nexmo have significantly expanded their 
call rou�ng services in the past six months. This will accelerate enterprise customers (and ISVs) to 
create call rou�ng features for exis�ng and new apps. They are not alone: Cisco, Microso�, Avaya, 
and Vidyo (to name four) are all expanding their capabili�es regarding communica�ons APIs.  

64. Workstream collabora�on apps, such as Slack, Teams, and Webex Teams, are all a�emp�ng to 
become the universal client for various types of workflows. This could hypothe�cally expand to 
include CEC (that was presumably a goal of Cisco Spark Care).  
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