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Today’s business-to-consumer (B2C) and business-to-business (B2B) 
organizations have been evolving their call centers into contact centers, which are 
designed to take a more active role in delivering great CX via an omnichannel 
engagement strategy that focuses on improving the overall experience of the 
customer across all touchpoints, rather than just traditional call center key 
performance indicators (KPIs) and metrics. This approach is leading to the 
purchase of new software and services that not only incorporate basic customer 
data, but also integrate customer journey information to help provide the most 
appropriate level of service (which can range from a self-service tool to a 
conversation or other interaction with a live agent specialist). The end goal, of 
course, is to ensure that the customer’s sales, support, or administrative 
engagements with the company are efficient, convenient, and successful. 

Dash Research projects that the market for contact center software and services 
will reach $18.1 billion by 2026, increasing from $13.8 billion in 2019, reflecting a 
compound annual growth rate (CAGR) of 4%. Contact center software is likely to be purchased by organizations that have 
adequate financial resources to deploy each year (as most contact center software is now being sold via an “as a service” 
subscription model. Additionally, companies that have a dedicated focus on improving the overall CX are also prime 
candidates for purchasing new technology, as they realize that single-channel, primarily voice-based CXs are rarely 
preferred by customers.  

This Dash Research report examines the market issues, drivers, and barriers for CX and CE software platforms, software 
applications, and services that incorporate or facilitate the personalization and/or optimization of CXs. Several case studies 
illustrating the various ways personalization & optimization efforts are being deployed by end users are included in the report. 
The scope of the market forecasts includes software that is deployed by Dash Research’s ecosystem of companies that 
spans 20 industries, 5 world regions, and 3 offerings (software platforms, software applications, and professional services). 
The forecast takes 2019 as a base year, forecasts market value from 2021 through 2026, and segments the market by 
offering, geography, and function (CX versus CE). 

Key Market Forecasts 

• Contact Center CX Software and Services 
Revenue by Region, World Markets: 2019-2026 
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Revenue by Segment, World Markets:  
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Revenue by Product Offering, World Markets: 
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Services Revenue by Industry, World Markets: 
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Industries 

• Telecommunications  
• Healthcare  
• Financial services  
• Retail 
• Consumer goods  
• B2B and services  
• Media and entertainment  
• Transportation 
• Hospitality 

 

Case Studies 

• RAC 
• Instacart 
• MakeMyTrip 
• MMLJ 
• American Airlines 

Technologies 

• Artificial Intelligence (AI) 
• Machine Learning (ML) 
• Natural Language Processing (NLP) 
• Natural Language Understanding 

(NLU) 
• Robotic Process Automation (RPA) 
• Intelligent Call Routing 
• Next-Best Action Prediction 

 

Geographies 

• North America 
• Europe 
• Asia Pacific 
• Latin America 
• Middle East and Africa  
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Source: Dash Research                                                                                                                         2021 Dash Network 

Key Questions Addressed 

• What trends are driving the market for contact center software and 
services? 

• Which vendors are the key market participants? 
• What are some key challenges involved with delivering excellent 

contact center-based CX? 
• What barriers exist to the purchase of contact center software and 

services? 
• What are some representative case studies highlighting successful 

implementations of new contact center platforms and software? 

 

Who Needs This Report? 

• Outsourced contact center providers 
• Organizations with internal contact center operations 
• Heads of CX, customer support, and CX 
• IT directors and integration specialists 
• CX training directors 
• Investor community 
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