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Cisco   Acquires   CloudCherry  
By   Dave   Michels,   August   2019  

1. Cisco   Announces   Intent   to   Acquire   CloudCherry  
1. The    announcement    and   associated    blog   post    from   Cisco.   
2. Financial   terms   were   not   disclosed.   
3. The   acquisi�on   is   expected   to   close   prior   to   the   end   of   October   (during   Cisco’s   Q1-FY20).   
4. The   CloudCherry   team   will   become   part   of   Cisco’s   Contact   Center   Solu�ons   business   within   Cisco  

Collabora�on,   and   report   to   VP   and   GM   Vasili   Triant.  
5. Cisco   believes   that   CloudCherry   will   turn   isolated   interac�ons   into   cohesive   engagements   that   can   result  

with   mutually   beneficial   desired   outcomes.  

2. Introduc�on   to   CloudCherry  
1. CloudCherry   is   a   stand-alone   Customer   Experience   Management   (CEM)   pla�orm,   op�mized   to   be�er  

understand   (and   improve)   the   customer   experience.   
2. CloudCherry   was   founded   in   2014   and   currently   has   80   employees,   all   of   whom   are   expected   to  

move   to   Cisco,   including   its   co-founder   and   CEO   Vinod   Muthukrishnan.   
3. CloudCherry   is   headquartered   in   Salt   Lake   City,   Utah.   Most   of   its   engineering   is   done   in   Bangalore,  

India.   
4. CloudCherry   is   a   data   management   pla�orm   op�mized   for   tracking   and   measuring   customer  

experiences.   Specifically,   CloudCherry   provides   customer   journey   mapping,   text   analy�cs,   and  
predic�ve   modeling.   

5. CloudCherry   can   be   used   outside   of   the   contact   center.   It   could   be   helpful   to   be�er   understand   (and  
improve)   any   customer   journey   including   retail   experiences.   

6. CloudCherry   helps   organiza�ons   drive   profitability   and   outcomes   through   customer   experiences .  
7. CloudCherry’s   products   engage   directly   with   customers   through   surveys,   email,   in-app   chat,   and  

SMS.   The   pla�orm   has   API   integra�ons   to   15   communica�on   channels,   and   it   uses   predic�ve  
analy�cs   to   forecast   the   impact   of   marke�ng   and   design   changes.   

8. CloudCherry   was   recognized   in   Gartner’s   2017   Market   Guide   for   Voice-of-the-Customer   Solu�ons  
and   Forrester’s   Voice   of   the   Customer   Vendors   Q4   2018   report.   CloudCherry   has   not   appeared   in   any  
Forrester   Wave   or   Gartner   Magic   Quadrant   reports,   nor   do   either   of   those   firms   publish   such   reports  
on   CEM.   

9. About   40%   of   CloudCherry’s   revenue   comes   from   North   America,   with   the   remainder   split   between  
EMEA   and   APAC.   

10. The   company   cites   that   it   serves   customers   in   banking,   B2B,   financial   services,   and   retail   industries.  
Cisco,   DBS   Bank,   M1,   Marina   Bay   Sands,   Microso�,   Netmeds,   PUMA,   and   Petronas   are   among   the  
customers   that   have   been   publicly   cited.   

3. The   CloudCherry   Pla�orm  
1. Architected   to   be   open   (OpenStandards/OpenData/OpenAPI),   u�lizes   microservices,   op�mized   for  

fast   performance,   accessible   globally,   and   has   PCI   compliance   (PCI-DSS   Level   1).  
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2. CloudCherry   is   built   on   Microso�   Azure,   sold   as   SaaS,   but   posi�oned   as   PaaS.   
3. Customers   retain   full   control   and   ownership   of   their   data.   All   data   is   accessible   through   open  

standard   interfaces.   Customers   can   also   control   the   regional   and   na�onal   loca�ons   where   data  
resides.   CloudCherry’s   staff   does   not   have   access   to   customer   accounts.  

4. CloudCherry   Funding  
1. About   50   weeks   ago,   CloudCherry   announced   it   raised   $9M   in   Series   A   funding.   The   investment   was   led  

by   Pelion   Venture   Partners   with   addi�onal   funds   coming   from   exis�ng   investors:   Cisco   Investments,  
Vertex   Ventures,   and   IDG   Ventures   India   (now   Chiratae   Ventures).   

2. The   round   brought   the   company’s   known   aggregate   funding   to   $16M   since   its   launch   in   2014,   according  
to   Crunchbase.  

3. At   that   �me:   
a) CloudCherry   announced   it   had   more   than   tripled   revenue   over   the   past   12   months.   
b) CloudCherry   stated   it   would   use   the   capital   to   aggressively   grow   its   North   American   sales   and  

marke�ng   teams,   build   out   its   go-to-market   capabili�es,   and   expand   its   technological   lead   with   a  
focus   on   data   sciences   for   customer   experience.  

c) Gartner   stated:   "The   Customer   Experience   Rela�onship   Management   market   grew   15.5%   to   $42.14  
billion,   the   largest   so�ware   market   tracked   by   Gartner,   with   SaaS's   agility   and   flexibility   being   big  
drivers."  

4. In   2018,   Forrester   grouped   CloudCherry   with   others   “with   less   than   $10M   in   revenue.”   

5. Dave’s   Thoughts  
Compe��ve   Posi�oning  

1. There   is   no   clear   direct   compe�tor   to   CloudCherry   as   its   focus   is   on   both   customer   journey   mapping  
and   feedback   management.   Within   the   contact   center   space,   the   strongest   compe�tors   are   Autobox,  
Clarabridge,   InMoment,   Medallia   Digital,   Qualtrics,   ResponseTek,   Satmetrix   (a   subsidiary   of   NICE),  
and   Verint   ForeSee.   

2. CloudCherry   differen�ates   by   assembling   a   360-degree   approach   with   predic�ve   analy�cs.   It  
a�empts   to   consolidate   the   many   voices   of   the   customer   into   a   single   view.   This   includes   social  
monitoring,   feedback   programs,   speech   analy�cs,   and   more.   

3. NICE   Satmetrix   and   CloudCherry   both   have   strong   Net   Promoter   Score   (NPS)   tools.   
4. Genesys,   with   its   February   2018   acquisi�on   of   Altocloud,   monitors   and   measures   the   customer’s  

ecommerce   journey.   
The   Customer   Journey  

5. Understanding   the   customer   or   buyer   journey   is   the   “in”   area   of   focus   for   improving   customer  
experiences   that   improve   outcome-driven   results.   It   is   broadly   used   to   refer   to   the   customer’s   point  
of   view   with   objec�ve   measures   to   validate   improvements.   

6. The   intent   is   easy,   the   implementa�on   is   hard.   To   do   journey   mapping   correctly   requires   a  
considerable   amount   of   data   that   is   typically   spread   across   disparate   systems.   Journey   mapping   is  
one   of   those   things   that   never   ends   because   the   journeys   keep   changing   (new   products,   new  
channels,   and   other   changes).   Correla�ng   these   changes   to   outcomes   becomes   tedious   and   complex.   
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7. CloudCherry   is   a   single   tool   that   maps   omnichannel   interac�ons   (across   15   channels),   integrates   with  
CRM   (to   correlate   journey   and   sen�ment   with   results),   and   creates   a   single   database   for   queries   and  
modeling.   

8. The   contact   center,   which   champions   the   conversa�on   on   the   customer   journey,   sees   a   small   por�on  
of   the   typical   customer   journey,   essen�ally   the   purchase   and   service   aspects.   CloudCherry   has   a  
broader   focus   that   includes   the   awareness   and   considera�on   on   the   front-end   and   the   expansion   on  
the   back-end.   

The   Acquisi�on   Suggests  
9. The   acquisi�on   represents   a   visible   public   disclosure   of   investment   (though   likely   small)   in   the   cloud  

contact   center   business.   Cisco’s   CCaaS   solu�on,   Webex   Contact   Center,   came   to   Cisco   via   the   acquisi�on  
of   BroadSo�.   

10. Cisco   has   a   very   strong   contact   center   business,   but   the   transi�on   to   CCaaS   is   not   trivial.   Avaya,   Cisco,  
and   Genesys   are   the   contact   center   leaders,   and   they   all   have   their   challenges   with   transi�oning   to  
CCaaS.   

11. We   are   s�ll   early   in   the   CCaaS   space.   There   is   no   clear   market   leader   at   this   �me,   and   the   majority   of  
the   CC   business   is   s�ll   premises-based.   

12. Cisco   and   Cisco   Collabora�on   have   long   histories   of   mostly   successful   acquisi�ons.   CloudCherry   and  
Voicea   share   several   common   traits.   Both   received   early   funding   from   Cisco   Investments.   Both   were  
acquired   this   month.   The   two   companies   are   the   first   acquisi�ons   since   Amy   Chang   assumed   leadership  
of   the   Cisco   Collabora�on   business   unit   (May   2018).   Both   acquisi�ons   have   NLP   capabili�es.  

13. CCaaS   is   likely   the   single   largest   growth   opportunity   for   Cisco   Collabora�on.   UC   and   conferencing   are  
the   two   core   businesses,   but   that   space   is   mature   and   under   fierce   compe��ve   pressures   from   the   likes  
of   Microso�,   Google,   Zoom,   and   others.   The   contact   center   industry   is   transi�oning   to   cloud-delivered  
services   at   a   slower   rate   than   UC   and   video.  

14. CCaaS   is   a   very   good   fit   for   Cisco   Collabora�on   as   the   company   has   extensive   CC   experience   from   its  
premises   and   hosted   bases   and   Cisco’s   expanding   commitment   to   Webex   (Mee�ngs,   Teams,   Calling,   and  
Contact   Center   as   a   service).   Cisco   Collabora�on   is   already   commi�ed   and   well   underway   on   its  
transi�on   to   a   SaaS   business   (opera�ons,   branding,   and   channels).  

15. Cisco   Collabora�on   is   inves�ng   heavily   in   AI,   or   what   it   terms   Cogni�ve   Collabora�on,   across   its  
por�olio.   The   CCaaS   opportunity   is   being   drama�cally   reimagined   with   new   AI-powered   capabili�es.   

16. Cisco   seems   to   make   two   kinds   of   acquisi�ons:   acquihires   and   companies   that   are   poised   to   benefit  
from   Cisco’s   enterprise   sales   engine   (direct   and   channels).   It   appears   CloudCherry   sa�sfies   both.   It  
brings   a   poten�al   80   new   hires   with   extensive   experience   in   customer   experience   tracking,  
voice-of-the-customer,   and   improving.   It   also   appears   that   CloudCherry   is   poised   to   scale.   It   seems  
proven   (Cisco   itself   was   a   customer),   and   it   was   built   with   APIs   and   microservices,   and   it   was   architected  
for   global   services   on   Azure.   It   can   be   u�lized   by   any   business   with   customers,   and   it   complements  
contact   centers   (premises-based   and/or   CCaaS).   

17. CloudCherry   brings   more   AI   capabili�es,   and   more   importantly,   a   structured   approach   to   managing  
data.   CloudCherry’s   CEM   tools   can   be   applied   to   other   Cisco   offerings.   For   example,   it   could   expand  
voice-of-the-customer   feedback   channels   across   more   products   and   services.   

18. Cisco   has   been   communica�ng   that   it   will   use   cloud-delivered   overlay   services   to   complement  
premises-based   implementa�ons.   CloudCherry   will   be   integrated   into   Webex   Contact   Center   as   well   as  
hosted   and   premises-based   contact   center   implementa�ons   (UCCE   and   UCCX).   
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Final   Thoughts  

19. CEM,   like   many   simple   acronyms,   means   different   things   to   different   people.   Sample   defini�ons  
include   the   customer   journey,   the   customer’s   journey   through   the   contact   center,   intelligent   rou�ng,  
and   outcome-focused   analy�cs.   Gartner   defines   CEM   as   the   prac�ce   of   designing   and   reac�ng   to  
customer   interac�ons   to   meet   or   exceed   customer   expecta�ons   and,   thus,   increase   customer  
sa�sfac�on,   loyalty,   and   advocacy.   This   is   increasingly   difficult   to   do   because   there’s   a   frenzy   to   add  
more   and   more   avenues   for   interac�ons.   

20. As   we   have   seen   with   UC   to   UCaaS,   the   migra�on   from   premises   to   cloud   is   not   just   about   the  
deployment   model.   For   example,   UC   and   conferencing   services   were   largely   complementary   to   each  
other.   When   UC   moved   to   UCaaS,   conferencing   became   a   logical   extension   of   the   service.   Most  
UCaaS   providers   now   offer   conferencing,   and   stand-alone   conferencing   providers   exist   in   the  
dreaded   zone   of   coope��on.   As   CCaaS   providers   build   out   their   offers,   they   encroach   into   other  
areas.   Examples   include   NICE   and   its   push   into   fraud   detec�on,   Twilio   payments   (Twilio   Pay),   and  
Talkdesk   WFO.   There   are   many   more   examples.   

21. As   CCaaS   grows,   we   will   see   significant   pressure   on   certain,   previously   complementary,   industries  
such   as   WFO.   CEM   is   highly   complementary   to   the   contact   center,   but   it   can   also   be   used  
independently.  

22. CloudCherry   has   general   applicability   for   managing/measuring   customer   engagement.   It   is   not  
restricted   to   contact   centers   or   ecommerce.   Nor   is   it   limited   to   specific   industries.   If   there’s   a  
customer,   there’s   a   journey   to   map.   

23. CEM   is   a   prac�cal,   logical,   and   immediate   expansion   for   CCaaS.   Most   of   the   industry   is   distracted   by  
AI   —   which   will   likely   be   disrup�ve.   However,   CEM   offers   immediate   improvements   to   outcomes  
today   (and   will   be   impacted   by   AI   as   well).   

24. Also,   since   CEM   is   larger   than   the   contact   center,   it   is   applicable   across   all   of   Cisco   Collabora�on   (and  
across   all   of   Cisco).   A   stand-alone   service   of   Cisco   CloudCherry   could   poten�ally   drive   new   customers  
to   Cisco’s   contact   center   solu�ons.   

25. AI   will   change   CEM.   However,   as   with   most   AI-related   topics,   the   hard   part   is   gathering   the   data   in   a  
useful   way.   CloudCherry   has   already   started   down   this   path.   Its   experience   will   accelerate   the   path   to  
AI-enhanced   customer   experience   outcomes.   
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