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• In recent years, cloud-based technology designed for contact centers (CCs) has become more robust, 
offering access to all of the features that on-premise solutions provide yet with the added benefit of being 
hosted over the Internet, allowing businesses to quickly deploy services across multiple geographies. 

• Cloud is a vital enabler of a mature customer experience (CX) strategy; it offers flexibility in terms of scale, 
reach, and modularity, and allows capabilities to be introduced using a phased approach. 

• Contact centers of all sizes, especially small and medium-sized businesses (SMBs), have been gradually 
migrating to cloud-based technologies. Hybrid cloud models, part on-premise and part cloud, have 
gained popularity for reducing data security and scalability concerns, which has prompted some large 
enterprises to adopt full cloud models in the last two years. 

• Migration to the cloud is also driven by cloud technologies’ higher return on investment (ROI), contact 
center as a service (CCaaS) solutions’ greater speed and flexibility, and organizations’ need for 
platforms that assure uninterrupted business continuity. 

• With the introduction of the General Data Protection Regulation (GDPR) and other national data-
related regulations (e.g., the German BDSG), together with the increased activity of European Courts 
on security and privacy issues, vendors have been compelled to invest further in enhancing their data 
privacy and protection solutions. Security has became a major driver for improved cloud technology. 

• Customers demand cloud-based CC solutions that deliver robust levels of security and privacy, flexible 
deployment, 24/7 availability, intuitive interfaces, and advanced integration capabilities. 

• Artificial intelligence (AI)-based features, workforce optimisation (WFO) platforms, and analytics-
related applications are the technologies being targeted by the majority of competitive vendors. 
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• The European CCaaS market comprises more than 150 vendors of varying size. These vendors offer 
solutions to companies and organization across a broad range of verticals, with financial services, 
healthcare, public sector, utilities, retail, education, hospitality, and tourism among the most 
prominent. 

• The European CCaaS market generated revenue of $657.1 million in 2019, representing 17.9% year-
over-year (YoY) growth compared to 2018. It will generate $1,449.5 million by 2024 (CAGR 17.1%). 

• In revenue terms, cloud-based solutions accounted for 17% of the European contact center solutions 
market in 2019; this is expected to increase to over 33% by 2024.  

• Different growth rates can be expected across European countries. Those that are lagging in terms of 
cloud penetration, such as Germany and Austria, are expected to grow strongly. 

• Vendors offering full-suite cloud contact center solutions will grow at approximately the same pace as 
best-of-breed solution vendors that have less diversity of products to refresh. 

• Since 2015, the number of cloud-based contact center agents in Europe grew from 420,000 to 780,000 
in 2019. This figure is expected to increase to over 1.5 million agents in the next 5 years.  

• The large number of offerings in the CCaaS market combined with intense competition has led to a 
new type of migration: cloud-to-cloud (C2C) migration. At least 30% of new customers have already 
implemented cloud-based CC solutions and have moved from one provider to another. 

• Cloud-based solutions are dominating contact center software sales. Approximately 7 out of 10 new 
contact center bookings are for cloud-based platforms in Europe. 
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• Many larger companies are tied into multi-year contracts for on-premise solutions, limiting their migration 
to full-cloud options. As these contracts expire, a boost in cloud migration is expected. 

• The European CCaaS market is in a growth stage. The market is characterized by extreme 
fragmentation, with very few vendors having significant market share. The most noteworthy providers 
in Europe are Genesys, Vonage, 8x8, Verint, Content Guru, Enghouse Interactive, Puzzel, and NICE 
inContact. 

• While there appears to be limited room for new comprehensive cloud-based contact center platforms, 
niche-oriented vendors are expected to emerge in the next few years, largely focused on a particular 
technology or delivering a complementary module for existing solutions. 

• Language, culture, and protectionist domestic regulations have acted as drivers of the dynamic CCaaS 
market. This partially explains the emergence of a high number of home-grown European vendors that 
have raised levels of market competition. 

• The COVID-19 pandemic is having a two-sided impact on CCaaS vendors. On one hand, vendors are 
benefitting from higher adoption of cloud technologies due to a shift towards home-based work 
models; on the other hand, they are affected by the negative impact that the crisis is having on many 
customers, especially those that are active in the hospitality, tourism, transport, and outsourcing 
sectors. CCaaS vendors that have introduced video chat channels are witnessing a positive impact in terms 
of sales growth. 

 

THE GROWTH ENVIRONMENT (CONTINUED) 

4 

Source: Frost & Sullivan 



MF81-76 5 

FROST RADAR™  

 
 
EUROPEAN CONTACT 
CENTER AS A SERVICE 
MARKET 



MF81-76 6 

THE FROST RADAR™ 
EUROPEAN CONTACT CENTER AS A SERVICE MARKET 

In a field of more than 150 European 
industry participants, Frost & Sullivan 
independently plotted the top 19 
companies in this Frost Radar™ analysis. 
Parameters assessed in the analysis 
included: 
 
• Innovation Scalability 
• Research and Development 
• Product Portfolio 
• Mega Trends Leverage 
• Customer Alignment 
• Growth Pipeline 
• Vision and Strategy 
• Sales and Marketing 
 
Frost & Sullivan studies related to this 
independent analysis: 
• European Contact Center as a Service 

Market, Forecast to 2024. 


