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Digital business models, improved AI maturity and connected customer service ecosystems

are changing how organizations engage with customers and manage customer service

teams. This Magic Quadrant evaluates 14 vendors of customer service and support

applications to help you make the right choice.

Strategic Planning Assumptions
By 2022, 70% of customer interactions will involve emerging technologies such as machine

learning applications, chatbots and mobile messaging, up from 15% in 2018.

By 2023, organizations that are part of a connected digital business ecosystem will have 40% of

their customer service cases initiated by partners in that ecosystem.

By 2023, customers will prefer to use speech interfaces to initiate 70% of self-service customer

interactions, up from 40% today.

By 2025, customer service organizations that embed artificial intelligence in their multichannel

customer engagement platform will increase their operational efficiency by 25%.

Market Definition/Description
This Magic Quadrant examines the global market for customer service and support applications

that enable customer service and support operations to engage with customers and handle their

requests in the most effective way. It covers a wide variety of customer service applications for

organizations with customer engagement centers (CECs) ranging from very small (with fewer

than 20 agents for assisted service) through average (50 agents for assisted service) to very

large and distributed (over 10,000 agents for assisted service).

Over the past five years, Gartner has observed important changes in how organizations handle

customer service. Whereas formerly a single department would respond to customers’ needs,

increasingly customer service is now a cross-departmental function that requires coordination.

Also, it has changed from a reactive service to an increasingly proactive one.

Additionally, with customer self-service accounting for a growing percentage of customer

interactions, digital business models and the growing maturity of artificial intelligence (AI)

enable application leaders to advance existing CEC functionality and support the rise of
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connected customer service ecosystems. And as they do so, the very nature and definition of

customer service is changing again.

Gartner now defines the CRM CEC market as the market for software applications used to

provide customer service and support by engaging intelligently — both proactively and reactively

— with customers by answering questions, solving problems and giving advice. The

orchestration of intelligent customer processes through a CEC application is built around a case

management record and process. It may include advisory services, problem diagnostics and

problem resolution, account management, insurance claims handling, servicing of banking

interactions, provisioning and returns management, among other things. To be able to

orchestrate the processing of customer engagements for the best outcomes in an effortless,

effective and timely way, the workflow is an important component, and some organizations

require intelligent business process management (BPM) capabilities. In addition to case and

workflow management, knowledge — and management — of how to enrich and personalize

customer engagements is crucial.

In the previous Magic Quadrant we uncovered the emerging area of “digital customer service.”

Vendors in this field often challenge the current vendor landscape, which focuses on case

management and systems of record. Digital customer service vendors concentrate on customer

engagements that are digital, mobile, customer-initiated and fast. They focus on systems of

engagement, regardless of channel, and they design their platforms for outcome-based

engagements. Although they lack full CEC capability (offering only limited support for case

management), and therefore do not qualify for inclusion in this Magic Quadrant, they do manage

customer dialogue and communication for an increasingly large percentage of customer

interaction types. We will recognize such vendors in a forthcoming “Market Guide for Digital

Customer Service.”

Gartner believes that central to the demand for CECs is organizations’ need for a CRM

application that holds the customer record. But it is also important to recognize that a CEC

forms part of an organization’s CRM application landscape. This includes other applications

that support marketing, sales and digital commerce, with which it must work. A core system

function of a CEC is case management (sometimes referred to as “incident management,”

“trouble ticketing” or “problem resolution,” depending on the industry context). This requires a

strong ability to create, split, federate, join, assign and escalate cases, often in a collaborative

environment.

We expect that, by 2020, workforce engagement management technology will be an embedded

component of several leading CEC solutions, one intended to help orchestrate processes in line

with employees’ skills, preferences, personalities and performance (for an evaluation of seven

current vendors, see “Magic Quadrant for Workforce Engagement Management”).

Complementary tools providing guidance, automation and next-best actions, among other

things, will help optimize operational performance and employee engagement.

The best of today’s CEC applications have tools for both agents and customers. For this Magic

Quadrant, vendors had to have clear views about how to escalate customer support from digital
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self-service to human agents (and to de-escalate it again), while retaining interactions’ context

for the purposes of reporting and improving customer engagements. Additionally, their CEC

applications for use by customer service agents must have been designed to operate

seamlessly on a common platform by means of common development and integration tools,

open APIs and a common graphical user interface. Their applications also had to comply with a

set of technical and design considerations that emphasized:

1. Scalable cloud-based systems

2. Embedded AI within multiple customer service functionalities (such as intelligent case

management and intelligent workflows)

3. Real-time and predictive analytics

4. Agent guidance and navigation

5. Proactive messaging to customers

6. Automation of engagements using AI

7. Digital workflow/BPM support

8. Contextual knowledge management

9. A participating ecosystem of independent software vendors (ISVs) for functional enrichment

The software functionality weightings we used for this Magic Quadrant reflect the most

common requirements expressed by Gartner clients and our view of how requirements are

evolving. In rank order (heaviest weighting to lightest), they are:

1. Case management/problem/service resolution (a core CRM system and controls over

customer master data); also team collaboration capabilities (an evolving requirement)

2. A knowledge-based solution with multisource search optimization

3. Workflow management

4. Real-time guidance/decision support

5. Digital engagement channels, including email, chat, messaging, co-browsing and video

6. Mobile support

7. Predictive customer analytics (sentiment, emotion, intent)

8. Adaptive business rule engine

9. Social media engagement management

10. Support for video libraries and video
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11. Voice of the customer

12. Virtual customer assistant

13. Internet of Things (IoT) connections (a visionary feature)

Magic Quadrant
Figure 1. Magic Quadrant for the CRM Customer Engagement Center

Source: Gartner (June 2019)

Vendor Strengths and Cautions

Appian

 Appian (https://www.appian.com/) is a publicly traded company focused on low-code

application development and intelligent BPM markets. This U.S.-based company provides case-

https://www.appian.com/
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centric applications, and it expanded into customer engagement in 2018 with its Intelligent

Contact Center (ICC) solution.

Appian has a global presence and a strong focus on large enterprises and vertical markets such

as financial services, healthcare and U.S. federal government. It has over 1,000 employees,

headquarters in Reston, Virginia, U.S., and offices located elsewhere in North America, and in

EMEA and Asia/Pacific.

In its fiscal 2018, Appian had revenue of $226.7 million, up 28% from a year earlier. Gartner

estimates that the CRM CEC offering represents only a small portion of Appian’s revenue, at

approximately $16 million.

With over 30 customers, Appian makes its debut in this Magic Quadrant as a Niche Player. Its

ICC solution, built on its low-code platform, addresses the increasing demand for flexible and

customizable prebuilt solutions.

Large organizations, especially in the financial services sector, that are looking for a scalable,

heavily case-management-centric CEC solution and that require omnichannel capabilities

should consider Appian.

Strengths

Cautions

Appian’s CEC offering is built on the same codebase as its low-code BPM platform as a

service (PaaS). It benefits from a highly capable suite of tools for citizen developers for,

among other things, case management, workflow and real-time orchestration of hybrid

processes (processes extending to on-premises and cloud environments).

■

The Appian AppMarket offers more than 350 accelerators, tools and extensions built on the

platform by Appian or its partners.

■

Appian recently announced “The Appian Guarantee,” which states that new Appian Cloud

customers can deploy their first project in just eight weeks and that a technically skilled

person can learn the Appian platform in only two weeks.

■

Appian does not have a native CEC offering with a software release cycle attached to it. It

provides a framework with regular updates. Customers are expected to customize the

solution using Appian’s low-code development tools to deploy the solution and they have to

look after the coding themselves. Appian relies on partnerships with Genesys, Google,

Temasys and Twilio for additional CEC capabilities.

■

Although Appian scores well for industry-specific capabilities, prospective customers other

than large enterprises in the financial services, healthcare and government sectors should

carefully evaluate its suitability for their specific use cases.

■
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bpm’online

 Bpm’online (https://www.bpmonline.com/) is a privately held company with headquarters in

Boston, Massachusetts, U.S. Although most customers choose the cloud version of its .NET-

architected application, bpm’online service, this offering is also available on-premises. Given

bpm’online’s history in Europe, most (60%) of its customers come from this region; 15% come

from the U.S. and 15% from Asia/Pacific. Its customer service and support implementations

each have 67 users on average.

Bpm’online service is an intelligent service management, low-code platform, part of a bigger

solution for sales, service and marketing. Its main strengths are an attractive and intuitive user

interface, business process modeling capabilities, and an appealing price in comparison with

large-enterprise CRM systems.

Gartner considers bpm’online a Niche Player in this market. Its differentiators are its low-code

platform and its workflow capabilities.

Consider bpm’online if you represent a midsize organization with complex customer service

processes.

Strengths

Cautions

Although Appian has strategic partnerships with some major system integrators, Gartner

sees a limited number of these partners supporting implementations that rely heavily on the

availability of Appian’s professional services organization.

■

Bpm’online’s product is easy to configure and modify, with training. Its scalability and security

stand out, and it received the highest reference customer scores for ease of use of all the

products from vendors evaluated in this Magic Quadrant.

■

Bpm’online’s product supports both on-premises and cloud-based configurations, which

means it offers greater deployment flexibility.

■

Bpm’online offers organizations a low-code BPM platform that confers the agility to change

customer-facing processes.

■

In conversations with Gartner about bpm’online, customers of this vendor have expressed

concerns about its training, documentation and project planning.

■

Although bpm’online has many smaller professional service partners worldwide, customers

may have a limited choice of professional services for consulting and integration for large-

scale and complex projects.

■

Surveyed reference customers for bpm’online indicated that they experienced challenges in

terms of data migration and of real-time integration with complex environments on a large

scale.

■

https://www.bpmonline.com/
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CRMNEXT

 CRMNEXT (https://www.crmnext.com/) offers its CEC solution, CRMNEXT Service

Management, as part of a complete CRMNEXT platform including customer service, sales,

marketing and digital journey capabilities. Its CEC solution can be purchased and implemented

with or without other platform capabilities, according to customers’ needs.

Based in India and with new offices in the U.S., CRMNEXT is a division of Acidaes Solutions.

Most of its presence (over 90%) is in Asia/Pacific and parts of the Middle East. It has a focus

on, and strength in, supporting very large customers. Its top-five clients’ customer support

organizations each support over 10,000 users. CRMNEXT has direct sales channels in the U.S.,

India, Southeast Asia and the Middle East, but relies on partners outside those regions. In the

U.S. and Europe, its product is shortlisted less often than those of any of its peers for CECs and

customer service agent desktops, judging by the shortlists seen by Gartner.

CRMNEXT focuses on the financial advisor area — particularly in the retail banking and

insurance sectors — from which it derives 80% of its revenue.

Given its regional presence and financial-industry strength, CRMNEXT is a Niche Player.

Organizations should consider it when looking for a vendor with a scalable solution and a strong

presence in Asia/Pacific.

Strengths

Cautions

CRMNEXT has good presence in India, Hong Kong and Singapore. It also has access to parts

of the Middle East and Africa.

■

CRMNEXT has created an application framework that enables organizations to design their

own business flows. The involvement of its customers in design considerations and code-

free modeling shows promise.

■

The ability of CRMNEXT’s solution to scale is a key strength. The vendor’s largest customer

has over 300,000 daily users.

■

CRMNEXT’s reach still stretches little beyond India. There is initial direct presence now in

parts of the U.S., Singapore and parts of GCC, Africa and Australia. Customers have little

third-party knowledge to choose from as an alternative to CRMNEXT’s resources for

consulting services.

■

CRMNEXT has little traction in the U.S. and Europe. It must boost its number of technical

resources to attract new customers in these areas.

■

Although CRMNEXT’s product has no inherent limitations for customer service in multiple

industries, prospective customers in sectors other than financial services should carefully

evaluate its suitability for their specific use cases.

■

https://www.crmnext.com/
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eGain

 eGain (http://www.egain.com/) is based in Sunnyvale, California, U.S. Most of its presence is in

the U.S. and Europe, where it offers a suite of customer engagement solutions. It has a

particular focus on digital engagement combined with knowledge management, AI and

analytics capabilities. Its customer base includes mostly large enterprises and midmarket

companies, especially in the financial services, retail, government, telco, healthcare and utility

sectors. The company offers certified integrations with leading contact center infrastructure

and CRM providers. It sells both directly and indirectly through channel partners such as Cisco,

Avaya, and Amazon Connect, as well as implementation partners.

Emerging from a multiyear transition from on-premises to cloud offerings, this publicly owned

company recently reported 40% growth in SaaS revenue, and generates positive cash flow.

eGain has a unique “Innovation in 30 Days” technology consumption model (previously called

“Try+Buy”) with a conversion-to-sale rate of more than 70%. Customers can try its product for a

few weeks in a production cloud pilot at no charge and with no obligation to buy.

For the third consecutive year, eGain appears in this Magic Quadrant as a Niche Player.

Enterprises and midsize organizations looking for strong digital customer engagement

capabilities, including knowledge management and light, B2C-oriented CEC desktop capabilities,

should evaluate eGain.

Strengths

Cautions

eGain is one of the first companies to provide and specialize in digital engagement channels.

It has a broad digital channel offering, including email, chat, chatbot, virtual assistant, social

and messaging support (such as for Apple Business Chat), co-browsing and notifications.

■

eGain offers its agent-facing products with named- or concurrent-user pricing. Agents can

access individual products or an all-in-one desktop version. Self-service pricing is by session.

Offerings include knowledge management, AI and analytics capabilities.

■

eGain received high scores from reference customers for cost relative to value delivered.■

Gartner rarely sees clients select eGain’s all-in-one desktop version as a replacement for a

customer service system with case management capability. eGain products are generally

used as a layer of engagement applications that helps customers navigate between channels,

or as complements to existing CRM systems.

■

Reference customers gave mixed feedback about eGain’s professional services and support.

Although the vendor provides timely acknowledgment of requests, issue resolution can take

longer than expected.

■

Customers have a limited choice of implementation services beyond eGain’s professional

services. eGain needs to expand its professional services to meet the needs of its growing

customer base.

■

http://www.egain.com/
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Freshworks

Freshworks (https://www.freshworks.com/) offers the Freshdesk customer service solution for

small businesses and midsize enterprises. Freshworks has seven main product lines, including

tools for marketing, sales, customer support, IT support and human capital management

(HCM). Freshdesk is deployed in over 120 countries, but the bulk of Freshworks’ customers are

in the U.S., the U.K. and Western Europe. The vendor currently has 1,800 employees,

headquarters in San Mateo, California, U.S., and offices in India, Germany, the U.K. and Australia,

among other locations.

Gartner estimates the annual revenue of this privately held company to be over $100 million,

with revenue from the Freshdesk product likely to grow by 60% during 2019, a similar pace to

2018.

Freshworks has long been a Niche Player in this Magic Quadrant, thanks to its steady offer of

CEC solutions to mostly small organizations. Although the majority of its customers are

relatively small entities with basic support needs, midsize enterprises should also consider

Freshworks.

Strengths

Cautions

Freshworks’ vision for the Freshdesk product focuses on enabling better customer

conversations, with a focus on internal collaboration beyond agents. Over the past few years,

the vendor has enhanced its case management basics with innovative features. These

include real-time omnichannel routing (with support for chat, phone, email and social media),

messaging support (such as for WhatsApp) and the launch of the Freddy AI engine, which

supports an initial chatbot for agents and customers.

■

Gartner sees a growing (but still relatively small) number of large-scale Freshdesk

deployments — that is, deployments for at least 500 users.

■

The Freshworks Marketplace has over 400 apps and connectors to support the company’s

products, and opens up an ecosystem for developers, customers and partners. Many apps

are published by Freshworks and available free of charge.

■

Reference customers gave Freshworks relatively low scores for “functionality or promises

made regarding software.” Despite the functional richness of Freshdesk, Freshworks needs to

manage expectations about this product’s suitability for complex use cases.

■

Gartner has not seen clients select Freshdesk for support organizations if they have complex

business process needs — specifically, a high volume of interactions and five or more

integration points, with live data from legacy systems.

■

Although it has made considerable progress, Freshworks still needs to improve its sales

capabilities and marketing strategy to attract midsize and large enterprises. It also needs to

improve its professional services to meet the needs of large enterprises.

■

https://www.freshworks.com/
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Microsoft

 Microsoft (http://www.microsoft.com/) is a technology company based in Redmond,

Washington, U.S. It offers CEC capabilities via its Dynamics 365 for Customer Service solution,

which includes customer service, field service and AI applications. The Unified Service Desk

application offers configurable user experiences, engagement orchestration and knowledge

access features. Through technology partnerships, it helps customers connect via voice and

digital engagement channels, too.

Microsoft reports growth of over 50% in revenue for the Dynamics 365 for Customer Service

offering over the past year.

Microsoft is a Leader largely due to its global footprint, the completeness of its customer

engagement vision, and the complementary benefits available when deploying its product in

existing Microsoft environments.

Consider Microsoft Dynamics 365 for Customer Service if you are looking to provide customer

service as part of a broader end-to-end experience across front and back offices, or if your

deployment needs to rely on vendor resources or a partner. Otherwise, consider it if the use of

related apps such as Office 365, Power BI and Azure IoT Hub are key to your customer service

strategy.

Strengths

Cautions

Native AI that reduces the need for data scientists and developers is a key focus of Microsoft

Dynamics 365 for Customer Service. AI is used to intelligently offer knowledge articles, drive

decision making in light of customer sentiment and identify automation opportunities.

■

Customers can source and consume Dynamics 365 for Customer Service via specialists with

core Dynamics 365 expertise anywhere in the world. Microsoft offers both a complete

ecosystem of software applications and a proven, established community of partners.

■

Microsoft Dynamics 365 for Customer Service provides extensive support for the integration

of multiple line-of-business applications. Customer engagements are supported by a unified

agent view and rich robotic process automation (RPA) capabilities.

■

Reference customers indicated that, if product quality issues surface, sometimes due to

upgrades, Microsoft can be slow to help address them. They scored it the lowest of all the

vendors in this Magic Quadrant for responsiveness and competency of vendor-supplied

customer service and technical support. During the past year, Microsoft has been engaged in

migrating all Dynamics customers to a single version that supports automatic updates

including the latest enhancements and fixes.

■

Microsoft relies on a third-party integration with CafeX’s Live Assist to offer chat, video and

co-browsing support. The integration is less than seamless, and CafeX’s product strategy

could lead to disruption for customers, if it becomes misaligned with Microsoft’s ambitions.

■

http://www.microsoft.com/
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Oracle

 Oracle (http://www.oracle.com/) , based in Redwood Shores, California, U.S., has offices in 175

countries. Oracle Service Cloud is a set of customer service applications that are part of Oracle

CX Cloud Suite. Other Oracle CX Cloud Suite applications include marketing, sales, field service

and digital commerce offerings. These complement a diverse Oracle SaaS portfolio of ERP,

HCM and supply chain management applications. For the second consecutive year, our survey

of reference customers identified Oracle as one of the three vendors most commonly

mentioned by those looking for a customer service solution.

Although Oracle does not report its revenue by specific cloud application, there is evidence of

double-digit revenue growth for Oracle CX Cloud. Oracle has a global sales strategy for Oracle

Service Cloud. Sales teams are divided across four major regions: North America, South

America, EMEA and Asia/Pacific. Additionally, the suite has been translated into 34 languages

for truly global customer service deployments.

Oracle is consistently a Leader in this market. Oracle Service Cloud has robust capabilities,

thanks to clever acquisitions like RightNow Technologies, LiveLOOK (for its co-browsing

technology), InQuira for Knowledge Management and TOA Technologies for field service

management. Oracle displays a strong vision with its developing IoT offering and Oracle Policy

Automation (OPA) workflow option.

Oracle Service Cloud should be considered by B2C organizations that have complex processes

and require strong integration capabilities. It is also used by B2B organizations, most notably in

the high-tech and manufacturing industries.

Strengths

Microsoft does not provide a full suite of Dynamics 365 CEC capabilities. Prospective

customers should source references for the specific application features needed to address

their key requirements.

■

Oracle shows good vision and demonstrates continuous delivery of innovation, with a focus

on predictive service in the CEC market. This is exemplified by its expansion of native digital

channels: messaging (such as with WeChat), virtual assistant, augmented reality and IoT.

Oracle is also innovating by adding AI to a strong product foundation in the form of

knowledge management (Oracle has one of the most scalable and functional knowledge

solutions among service suite vendors) and OPA.

■

Oracle has improved its sales and marketing strategy and gained momentum by

demonstrating its value to data-driven organizations undertaking digital transformations.

With Oracle Service Cloud, it promotes real-time proactive and predictive services with

automation and signals.

■

Oracle is committed to building an ISV ecosystem that enables smoother integration. The

Oracle Cloud Marketplace has more than 575 listings, some specific to Oracle Service Cloud.

■

http://www.oracle.com/
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Cautions

Pegasystems

 Pegasystems (https://www.pega.com/) is a software provider that has been based in

Cambridge, Massachusetts, U.S. for nearly 40 years. It specializes in customer engagement and

case workflow automation capabilities, which are part of its Pega Customer Service solution.

Pegasystems offers PaaS application developer capabilities to complement the benefits of its

CEC solution. It is able to deliver innovation unobtrusively alongside existing infrastructure, thus

helping a broad array of customers to innovate. It has staff based throughout the world.

Pegasystems achieved strong overall revenue growth of 12% in 2018, bringing its annual total to

$950 million. Half this figure came from CRM applications; $44 million came from CEC-related

software licensing (up 34% from 2017).

Pegasystems is a Leader largely because of its ability to address complex customer service

ambitions, its low-code innovation strategy, and its investment in its clients’ success.

Consider Pega Customer Service for environments in which the ability to make frequent

changes to highly innovative customer service processes is a continuing desire. Otherwise,

consider it where a verticalized solution is of particular importance.

Strengths

Cautions

Reference customers indicated that Oracle Service Cloud is weak in terms of support for

virtual assistants, chatbots and messaging.

■

For Oracle’s CEC solution, Gartner sees only a limited number of large deployment or

configuration teams among the largest system integrators and global consultancies (such as

IBM, Accenture, Deloitte and Capgemini).

■

When trying to migrate from Siebel CRM to Oracle Service Cloud, Gartner clients have

reported insufficient clarity of communication about how to do so, both from Oracle and its

partners.

■

Pegasystems’ low-code-supported innovation makes it simpler to extend its solution, and to

combine third-party technologies, customer touchpoints, workflows, AI and RPA, to deliver

differentiated end-to-end customer experience journeys.

■

Pegasystems’ Pega Infinity is proven to scale effortlessly for large deployments of 5,000 or

more users.

■

Pegasystems focuses on automating fulfillment of service requests and improving the agent

experience. An example of this focus is its introduction of a “start my day” RPA feature that

makes it easier for advisors to prepare for the first customer engagement interaction of the

day.

■

https://www.pega.com/
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Salesforce

 Salesforce (http://www.salesforce.com/) has its headquarters in San Francisco, California, U.S.

It also has 51 offices around the world, including 16 in the U.S.; three in Canada, Brazil and

Mexico; 19 across Europe, Israel and Africa; and 13 in Asia and Japan. Over 70% of the

prospective CEC customers with whom Gartner has contact shortlist Salesforce Service Cloud

as their first or second choice (the next-closest competitor in this regard is shortlisted by 39%).

In 2018, the acquisition of MuleSoft added a new integration and API management platform to

Salesforce’s product portfolio and revitalized its Lightning Knowledge solution. It also brought

the promise of Salesforce Customer 360 offering a single view of the customer using a

universal customer ID (announced at the Dreamforce conference in 2018 and scheduled for

general availability in 2019). Salesforce also strengthened its industry position with its Financial

Services Cloud, Health Cloud and Education Cloud, and with partnerships with ISVs.

Furthermore, it announced deeper AI/ML learning integration with its Einstein and Einstein

Analytics products, and has integrated aspects of B2C Commerce Cloud into Service Cloud,

such as “Service to Commerce.”

Salesforce reported revenue of $3.6 billion in 2018 from customer service subscriptions and

support, an increase of $738 million (26%) over 2017.

For the sixth consecutive year, Salesforce is the best-placed Leader in this market, due to its

growth in terms of numbers of satisfied customers, its dedication to its customers, and its

customer service vision and innovation.

Midsize companies and large enterprises should consider Salesforce for their CEC solution,

including the Lightning platform.

Strengths

Of the vendors in this Magic Quadrant, Pegasystems received the lowest score from

reference customers for cost relative to value delivered. Reference customers for the

company highlighted low adoption of some CEC capabilities and identified cost as a likely

inhibitor of full exploitation of the solution’s benefits.

■

Pegasystems’ portfolio of apps and developer-focused solutions can be difficult to relate

clearly to specific business objectives. In addition, Gartner clients indicate that initial

implementation can be complex and that upgrades may be required.

■

Only a small percentage of Pegasystems’ customers have adopted its virtual customer

assistant (VCA) technology, although the company has offered AI-based solutions for many

years. Prospective customers should seek specific references if VCA-based engagements are

a key ambition.

■

Salesforce’s customers — particularly large ones — see it not just as a CRM software provider,

but also as a strategic advisor on how to innovate and grow their overall business.

■

http://www.salesforce.com/
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Cautions

SAP

SAP (http://www.sap.com/) is headquartered in Walldorf, Germany. It offers SAP Service Cloud,

a multitenant SaaS solution, and supports multiple delivery models. SAP is continuing with its

transformation to deliver the next generation of CEC solutions by means of its Intelligent

Enterprise and Experience Economy strategies.

In 2018, the €24.71 billion software giant reported revenue from the customer experience sector

of €951 million, up 52% from 2017. Gartner estimates that CEC revenue accounted for, at most,

15% of SAP’s customer experience revenue.

SAP recently announced a companywide restructuring program to further simplify its structures

and processes and fuel investment in strategic growth areas.

For the third year in a row, SAP is the only Challenger in this Magic Quadrant. SAP has the

potential to be a Leader, but lacks a clear vision of the market. However, SAP’s announcement in

2018 of the customer experience suite branded SAP C/4HANA, together with recent

acquisitions such as Callidus Software, Contextor, Qualtrics and Recast.AI, shows a renewed

approach centered on the customer and employee experience.

Large organizations with complex processes and integration requirements should consider SAP.

Organizations that already have a relationship with SAP, as well as those planning to use SAP

technologies, should consider shortlisting SAP, but be prepared to fill in certain product gaps in

the short term.

Strengths

With Einstein, Salesforce uses AI to augment existing functionality like case management,

Salesforce Einstein Chatbot and Einstein Analytics across the platform.

■

Provision of an extensible platform, complemented by the AppExchange and programs such

as Ignite and Trailhead, helps Salesforce differentiate its Service Cloud product in terms of

more than features and functions.

■

Reference customers for Salesforce referred to a lack of native integration, and to

functionality overlap, between the different Salesforce Clouds.

■

Although Salesforce has many advanced features, their value remains essentially unproven —

a number of reference customers said they have had mixed results. These features include

mobile chat, virtual customer assistants, mobile messaging, call scripting and email response

management.

■

Reference customers for Salesforce expressed concerns about high prices and vendor lock-in

after integrating multiple Salesforce components or adding third-party components for

industry-specific implementations, interactive voice response and telephony infrastructure.

■

http://www.sap.com/
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Cautions

ServiceNow

 ServiceNow (https://www.servicenow.com/) , based in Santa Clara, California, U.S., is a rapidly

growing provider of cloud/SaaS business applications. The ServiceNow Customer Service

Management application helps companies resolve issues end to end, intelligently fix problems

before customers know they have them, and drive actions to instantly take care of customer

requests. By combining customer engagement capabilities (such as omnichannel, case

management and self-service) with service management and operational capabilities for

monitoring, diagnosing and proactively resolving issues, ServiceNow enables companies to

deliver great customer experiences, while increasing efficiency.

ServiceNow has grown rapidly in the past few years, with its 2018 revenue increasing by 36% to

$2.6 billion. ServiceNow has customers all around the world.

ServiceNow is the only Visionary in this Magic Quadrant, having entered the CEC market from

the IT service management (ITSM) market and made an impact with its strong case

management and workflow management capabilities. The ServiceNow CSM solution benefits

from the combination of the ITSM business’s experience of designing software for operational

SAP’s overall vision recognizes that every part of a business needs to focus on a single view

of the consumer. As such, SAP enables its customers to connect all SAP applications within

an intelligent cloud suite. SAP C/4HANA and SAP HANA Data Management Suite are

products at the center of a transformation intended to make clients more customer-centric.

■

SAP products for contextual, unified communications (such as chat, video chat, co-browsing,

audio chat and email) are based on the SAP Cloud Platform, and extend the core customer

service applications.

■

SAP Cloud Applications Studio enables the creation of complex business processes to deliver

new functionality, business objects and application components.

■

Although reference customers highlighted their partnership with SAP as a strength, they gave

SAP the lowest scores of any of the major CEC vendors for functionality, promises made

about software and responsiveness. Specifically, for example, they gave SAP the lowest score

in the Magic Quadrant survey for privacy-specific functionality like consent management and

data retention policies.

■

Gartner knows of only a limited number of large-scale (at least 500 users), stable and

complex SAP CEC deployments — that is, instances with a high volume of interactions and

five or more integration points, with live data from legacy systems.

■

SAP reference customers indicated that the cost of its professional services, as a percentage

of the total product deployment cost, is among the highest.

■

https://www.servicenow.com/
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excellence and the customer service management practice’s skill in designing for customer

intimacy.

Technological, asset-intensive and case-centric service organizations with a need for flexible

and elaborate workflow options should evaluate ServiceNow as a provider of customer service

solutions.

Strengths

Cautions

SugarCRM

 SugarCRM (https://www.sugarcrm.com/) is a privately held software company based in

Cupertino, California, U.S. Its primary CEC solution is Sugar Enterprise, which demonstrates the

company’s core capabilities in case and knowledge management, guided workflow and self-

service portals. SugarCRM has staff in North America, Europe, Asia/Pacific and Latin America.

Gartner estimates that SugarCRM had revenue of approximately $120 million in 2018, of which

10% may be attributable to the CEC sector.

SugarCRM is a Niche Player on the basis that it has yet to offer a portfolio product dedicated to

customer service and that its clients are largely existing SugarCRM sales and marketing CRM

application customers.

ServiceNow’s workflow and case management functionality received high scores from its

reference customers.

■

ServiceNow’s reference customers appreciate the short time to implementation and the ease

of configuration and modification.

■

As ServiceNow’s product is built on the same code base as its PaaS platform and core

service management solutions, there are very few bugs. Customers already using other

ServiceNow products should investigate its customer service product.

■

Consider suppliers other than ServiceNow first if you want customer-centric process support

(focused on customer nature, customer lifetime value, upselling, cross-selling and real-time

offers). If you are in an industry in which reference customers are still emerging (such as

insurance, hospitality, consumer goods manufacturing or retail), it is especially important to

ask for references and to engage with the companies that give them.

■

Reference customers for ServiceNow remarked that its licensing model is complex and

confusing. They also highlighted the costliness (in their view) of the solution.

■

Reference customers consider the digital engagement channels available from ServiceNow to

be below-average.

■

https://www.sugarcrm.com/
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Consider SugarCRM if you represent a midsize support organization looking for a capable

customer engagement solution, or if you are already using, or planning to deploy, sales

automation.

Strengths

Cautions

Verint Systems

 Verint Systems (https://www.verint.com/) has approximately 60 offices worldwide. Its global

headquarters is in Melville, New York, U.S., its EMEA head office is in Weybridge, U.K., and its

Asia/Pacific head office is in Hong Kong. Verint Engagement Management, the company’s

flagship CEC solution, is an omnichannel platform with centralized knowledge, case, workflow

and customer history features.

During its current fiscal year 2020, Verint expects to generate approximately $895 million in

revenue from customer engagement solutions, including CEC software.

After a good year in 2018, Verint has improved its position as a Niche Player. By using the

different AI functional domains of Next IT (a company it acquired in 2017), Verint has

strengthened its “intelligence” story and shown better vision.

Organizations considering a new CEC solution should evaluate Verint if there is a need for its

combination of intelligent digital self-service and workforce engagement.

Strengths

Reference customers’ scores put SugarCRM in the top five vendors for workflow, real-time

guidance and mobile app support.

■

SugarCRM demonstrates a considered focus on the ability to integrate with contact center

platforms and legacy contact center environment technology. Less-mature customer service

centers, in particular, may find its solution easier to deploy.

■

SugarCRM demonstrates steady investment in new features, such as RPA and natural

language processing applications, to improve engagements.

■

Reference customers gave SugarCRM the lowest score in the Magic Quadrant survey for

advanced functional capabilities such as virtual customer assistant.

■

SugarCRM’s application marketplace offers very few technology partner solutions. Sugar

Enterprise will not meet the needs of customers that require a robust, self-service-based CRM

application ecosystem, as provided by some other CEC competitors.

■

Awareness of the SugarCRM brand is low, particularly outside the U.S. and Western Europe.

SugarCRM is mentioned infrequently by Gartner clients as a provider of a dedicated CEC

solution.

■

https://www.verint.com/
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Cautions

Zendesk

 Zendesk (https://www.zendesk.com/) is a technology company based in San Francisco,

California, U.S. It offers its customer service product only as a SaaS solution, one based on a

sophisticated help desk application. Zendesk combines a customer communication hub

strategy with engagement orchestration features to form the basis of its CEC application.

Zendesk has over 2,700 employees across North America, Europe, Asia and Australia, among

other locations.

Zendesk generated $598 million in revenue during 2018, based entirely on its CEC offering.

Zendesk is a Leader, largely due to its having the fastest-growing customer base of any vendor

in this market, its pace of innovation and its success worldwide.

Consider Zendesk if you expect user adoption to be a particular challenge, if a SaaS-based

application is the most suitable, or if an industry-specific solution is not essential.

Strengths

The renewed knowledge management capability within Verint Engagement Management is

highly rated by customers whom Gartner has spoken to.

■

Customer self-service is a strength of Verint Engagement Management. With Next IT, Verint

has improved its vision for how to become a leader in intelligent customer self-service.

■

Verint is a profitable company with a substantial installed base. It has a good development

organization, relative to those of many competitors, which provides a base for future product

and service enhancements.

■

Verint Engagement Management has limited visibility in the market, though it has begun to

reappear in some Gartner clients’ shortlists.

■

Although Verint has a growing list of partners, including SPAR Solutions, TCS and Wipro,

reference customers gave Verint lower-than-average scores for its use of software partners

and implementation partners, relative to other vendors in this Magic Quadrant.

■

Globally, there are a limited number of integration consulting resources knowledgeable about

the complete Verint product suite.

■

Zendesk continues to innovate at a significant pace. It launched several key products and

features in 2018, including a deep integration with workstream collaboration technology to

improve team productivity.

■

Zendesk offers practical AI-based capabilities in a number of ways. Its Answer Bot

intelligently surfaces knowledge articles and supports chat engagements. New content is

■

https://www.zendesk.com/
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Cautions

Vendors Added and Dropped

We review and adjust our inclusion criteria for Magic Quadrants as markets change. As a result

of these adjustments, the mix of vendors in any Magic Quadrant may change over time. A

vendor’s appearance in a Magic Quadrant one year and not the next does not necessarily

indicate that we have changed our opinion of that vendor. It may be a reflection of a change in

the market and, therefore, changed evaluation criteria, or of a change of focus by that vendor.

Added

Dropped

Inclusion and Exclusion Criteria
The inclusion criteria reflect the specific attributes that were necessary for a vendor to be

included in this Magic Quadrant.

To qualify for inclusion, each vendor needed to:

intelligently proposed and made easier to create. Customer sentiment is leveraged during an

engagement to change outcomes.

Zendesk offers a public cloud solution, Zendesk Sunshine, with an extensive application

ecosystem. Its app marketplace offers over 750 easily added apps. It is also the only vendor

in this Magic Quadrant to provide native voice support.

■

Zendesk falls short in terms of providing industry-specific solutions, compared with other

vendors in this Magic Quadrant. Its product remains relatively untested as an agent customer

service desktop for core industry processes in complex scenarios (such as retail banking,

telecommunications and healthcare claims support).

■

Zendesk’s focus on simplicity has resulted in large customer service centers finding its

interface less intuitive when trying to manage significant numbers of advisors. Only a small

percentage of Zendesk’s customers have 500 or more seats.

■

There has been a notable increase in the number of Gartner enterprise clients in the past year

asking about Zendesk’s pricing and contracts, especially their complexity, and alternative

models. Prospective Zendesk customers should ensure there will be a demonstrable ROI,

based on their specific CRM customer service application requirements.

■

Appian■

None■
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Evaluation Criteria

Ability to Execute

We evaluate vendors on the quality and efficacy of the processes, systems, methods and

procedures they use to be competitive, efficient and effective, and to improve their revenue,

retention and reputation (in relation to Gartner’s view of the market).

Table 1: Ability to Execute Evaluation Criteria

Have a minimum of 15 customers using the latest version of its software for their customer

service and support function.

■

Have at least five new referenceable customers (that is, ones willing to complete an online

survey) for customer service and support who had deployed the software for the first time

during the four quarters starting on 16 May 2018. Reference customers had to come from at

least two different major regions of the world.

■

Demonstrate at least $7 million in new revenue from software for core customer service and

support in CECs from new clients during the four quarters starting on 16 May 2018.

■

Demonstrate that it will equal or exceed its previous four quarters of business results in the

upcoming four quarters.

■

Appear regularly on client shortlists.■

Have an ecosystem with sufficient third-party consulting and integration firms to grow its

revenue at a double-digit pace for five years.

■

Have sufficient professional services to fulfill current customer demands and customer

demands during the next six months, and at least enough cash to fund a year of operations at

the current burn rate.

■

Have the technology to support an extension to cross-channel customer service without a

need to code a new development environment, including for mobile and social media.

■

Be a trendsetter or “market mover,” based on its software and strategy.■

Product or Service High

Overall Viability Medium

Sales Execution/Pricing High

Market Responsiveness/Record High

Evaluation Criteria Weighting
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Source: Gartner (June 2019)

Completeness of Vision

We evaluate vendors on their ability to articulate logical statements convincingly. This includes

statements about the market’s current and future direction, innovation, customer needs and

competitive forces, and how closely they match Gartner’s view of the market.

Table 2: Completeness of Vision Evaluation Criteria

Source: Gartner (June 2019)

Quadrant Descriptions

Leaders

Leaders demonstrate market-defining Completeness of Vision and Ability to Execute, as

manifest in products, services, sales figures and solid new references for multiple regions and

industries. Clients report that Leaders deliver high levels of value and ROI. These vendors’

development teams have a clear vision for the emerging area of customer engagement, the

growing influence of AI and the “mobile first” future. They engineer flexible products that have

Marketing Execution High

Customer Experience Medium

Operations Medium

Evaluation Criteria Weighting

Market Understanding Medium

Marketing Strategy High

Sales Strategy High

Offering (Product) Strategy High

Business Model Medium

Vertical/Industry Strategy Medium

Innovation Medium

Geographic Strategy Medium

Evaluation Criteria Weighting
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easily changeable business rules. They factor in the impact on customer service requirements

of AI, advanced analytics, social media engagement and the use of the IoT.

Clients look to Leaders for clues about how to innovate in customer service, in areas such as

continuous intelligence, designing around a system of continuous engagement, sensors

embedded in other equipment, mobile support and extension to social communities. Leader do

not necessarily “lock in” customers, but may rather provide open access to an ecosystem.

Clients indicate that Leaders’ products have improved their organization’s competitive position

and helped lower costs.

The Leaders in this Magic Quadrant each demonstrated at least $50 million in sales to new

customers during 2018.

Challengers

Challengers demonstrate a high volume of sales in their chosen markets — that is, more than

30% of their new business comes from more than one industry, and more than 50% comes from

sales to the broader installed base. Challengers understand their clients’ evolving needs, but

might not lead them into new functional areas with a strong vision and technology leadership.

Challengers often have a strong presence in other application areas, but they have not

demonstrated a clear understanding of how to win business in the CRM CEC market beyond

their installed base. They may, therefore, not be well positioned to capitalize on emerging

trends. Without a SaaS-architected cloud model, for example, a vendor cannot be a Leader

(however well it performs in terms of other criteria), but it can be a Challenger.

Challengers frequently lack a strong worldwide presence and deployment partners. Often, their

product development resources are split across multiple offerings.

The Challenger in this Magic Quadrant demonstrated at least $50 million in sales to new

customers during 2017.

Visionaries

Visionaries are ahead of many competitors in terms of delivering innovative products and

delivery models. They point the way ahead. They anticipate emerging and changing needs for

customer service, and move into the new sectors associated with them. They have strong

potential to influence the direction of the CRM CEC market, but they are limited in terms of

execution or track record. Typically, their products and market presence are not yet complete or

established enough to challenge the Leaders.

Startups and new entrants from adjacent markets are typically found in the Visionaries

quadrant.

Niche Players

Niche Players have important products with unique CRM CEC functions, or offerings for

particular industries or geographic areas. They may offer complete portfolios but exhibit
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weaknesses in one or more important areas — they may, for example, be regional experts with

limited ability to meet global needs. They may focus on supporting a small number of large

enterprises or a large number of small and midsize businesses.

The Niche Players in this Magic Quadrant each demonstrated at least $7 million in new software

license sales to new customers across two regions, for at least two industries and business

models in 2018.

Context
Customer service and support is both a department goal and an enterprise goal associated with

a strategic initiative:

To support customers, some interactions will remain human-assisted, although far more will be

automated. Some will require customer self-service through search tools or messaging

channels. In the past three years, there has been an explosion of interest in social media tools,

chatbots, virtual customer assistants and messaging platforms such as Apple Business Chat,

LINE, WeChat, WhatsApp and Facebook Messenger. The established business applications for

the CEC function are largely obsolete because of a lack of intuitive user experiences across

devices and channels. Their support for mobile customers, or customers wanting assistance via

social media and messaging channels, is often mediocre. The emerging trend for putting

applications in the hands of customers in order to drive engagements poses a challenge to all

CEC vendors.

In the coming five years, with technology shifting power to customers, it will not be enough

simply to provide answers and resolve issues, if organizations want to provide world-class

customer service. Additionally, support for digital engagement and an increasing number of

channels will become mainstream — it will not be enough for differentiation. It will be native AI

within applications and an evolved orchestration ecosystem that form the basis of

differentiating customer service and support technologies. Superior customer service will not

only provide trusted, effortless and personalized customer experiences; it will also be in

alignment with organizations’ vision, strategy and corporate goals.

Many CEC vendors have simplistic and restrictive case management and trouble ticketing

offerings, with inflexible configuration rules and procedures governing the input, retrieval, and

flow of information. Many do not offer truly cloud-architected products, and even those that do

often lack global data centers in which to store sensitive customer information. This is

Department goal: Provide the appropriate communication channels and agent desktop for

consistent and satisfactory management of customer issues.

■

Enterprise goal associated with strategic initiative: Keep the promise to customers that they

will be treated with respect and consistency during all types of engagement and across all

device types, and that they will have their problems and issues addressed.

■
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especially disconcerting for businesses with multiple support organization structures. Most

CEC vendors support collaborative interactions poorly.

Despite the high value of their systems, CEC vendors have failed to incorporate new ideas and

developments — real-time analytics, machine intelligence and social experience design

concepts — into customer interaction applications for customer service. Without collaboration

capabilities being “baked into” the software or data analytics that enable visualization of

customers and their needs, interaction between employees and with customers is limited. Best

practices are therefore hard to capture.

As more automated CEC suites, along with analytics capabilities and better mobile-centric

designs, reach the market, the business case for migrating to these new suites will be easier to

demonstrate. Industry- and geography-specific considerations will cause businesses to

accelerate investment in innovative social-centric interfaces. Although the U.S. and Asia still

lead Europe and other regions in their use of mobile messaging, virtual assistants and social

media for business processes, they do not lead in their use of mobile channels. In this regard,

the worldwide mining, chemical, industrial machinery, and oil and gas industries are under no

great pressure to progress. However, the high-tech, media and entertainment, retail and

consumer goods, government, education, banking, and telecom sectors do feel pressure to

improve their use of mobile channels in 2019.

Market Overview
Prospective buyers of CRM CEC technology regularly encounter two issues that reflect the

complexity of this market.

The first is the complexity of the information required to support customers and of the business

rules and processes that frame the steps within each interaction. It may help prospective buyers

to know that:

Note: The companies listed above are in alphabetical order.

For simpler customer service process models, the vendors that dominate Gartner’s

conversations with clients are Microsoft, Salesforce, SugarCRM and Zendesk. However, we

also regularly discuss Astute, Freshworks and Zoho.

■

For more complex business rules and processes, we tend to discuss Appian, CRMNEXT,

Pegasystems, Salesforce and SAP, but sometimes also Oracle.

■

For more specialist functions for consolidated agent desktops, mobile engagement, social

customer engagement and self-service, we often discuss the following vendors for use by

customer service agents: Conversocial, eGain, Helpshift, IPsoft, Khoros, Sparkcentral and

SpiceCSM.

■
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The second issue concerns the availability and applicability of cloud-based solutions. As a

delivery model for CRM CECs, SaaS is being accepted and preferred by many organizations.

However, in many parts of the world, as well as in some industries and environments, cloud-

based customer service business applications are not yet preferred, due to issues of data

residency and latency. These areas, industries and environments include:

In our evaluations in this Magic Quadrant, we indicate when we see potential challenges for a

product in view of these factors.

Evaluation Criteria Definitions

Ability to Execute

Product/Service: Core goods and services offered by the vendor for the defined market. This

includes current product/service capabilities, quality, feature sets, skills and so on, whether

offered natively or through OEM agreements/partnerships as defined in the market definition

and detailed in the subcriteria.

Overall Viability: Viability includes an assessment of the overall organization's financial health,

the financial and practical success of the business unit, and the likelihood that the individual

business unit will continue investing in the product, will continue offering the product and will

advance the state of the art within the organization's portfolio of products.

Sales Execution/Pricing: The vendor's capabilities in all presales activities and the structure

that supports them. This includes deal management, pricing and negotiation, presales support,

and the overall effectiveness of the sales channel.

Market Responsiveness/Record: Ability to respond, change direction, be flexible and achieve

competitive success as opportunities develop, competitors act, customer needs evolve and

market dynamics change. This criterion also considers the vendor's history of responsiveness.

Marketing Execution: The clarity, quality, creativity and efficacy of programs designed to deliver

the organization's message to influence the market, promote the brand and business, increase

awareness of the products, and establish a positive identification with the product/brand and

organization in the minds of buyers. This "mind share" can be driven by a combination of

publicity, promotional initiatives, thought leadership, word of mouth and sales activities.

Regions where there are concerns about data privacy, latency and application availability.

Notable examples are Central and Eastern Europe, many parts of Asia (including India and

China) and South America.

■

National and federal government organizations and healthcare organizations subject to strict

regulations.

■

Complex environments with high call volumes, high transaction volumes and real-time

integration with legacy systems, which can slow performance.

■
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Customer Experience: Relationships, products and services/programs that enable clients to be

successful with the products evaluated. Specifically, this includes the ways customers receive

technical support or account support. This can also include ancillary tools, customer support

programs (and the quality thereof), availability of user groups, service-level agreements and so

on.

Operations: The ability of the organization to meet its goals and commitments. Factors include

the quality of the organizational structure, including skills, experiences, programs, systems and

other vehicles that enable the organization to operate effectively and efficiently on an ongoing

basis.

Completeness of Vision

Market Understanding: Ability of the vendor to understand buyers' wants and needs and to

translate those into products and services. Vendors that show the highest degree of vision

listen to and understand buyers' wants and needs, and can shape or enhance those with their

added vision.

Marketing Strategy: A clear, differentiated set of messages consistently communicated

throughout the organization and externalized through the website, advertising, customer

programs and positioning statements.

Sales Strategy: The strategy for selling products that uses the appropriate network of direct and

indirect sales, marketing, service, and communication affiliates that extend the scope and depth

of market reach, skills, expertise, technologies, services and the customer base.

Offering (Product) Strategy: The vendor's approach to product development and delivery that

emphasizes differentiation, functionality, methodology and feature sets as they map to current

and future requirements.

Business Model: The soundness and logic of the vendor's underlying business proposition.

Vertical/Industry Strategy: The vendor's strategy to direct resources, skills and offerings to

meet the specific needs of individual market segments, including vertical markets.

Innovation: Direct, related, complementary and synergistic layouts of resources, expertise or

capital for investment, consolidation, defensive or pre-emptive purposes.

Geographic Strategy: The vendor's strategy to direct resources, skills and offerings to meet the

specific needs of geographies outside the "home" or native geography, either directly or through

partners, channels and subsidiaries as appropriate for that geography and market.
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