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WHO WE ARE

We're a one-of-a-kind breed of more than 650 operational strategists, technical
engineers, solutions consultants, and creative thinkers with the drive, expertise
and global resources to set your CX apart from the competition.

Our unique combination of transformational services, built upon deep expe-
rience of delivering amazing CX, is the fast-track to ensuring that your brand is
always relevant to consumers. No matter how and at which moment they touch
your organization.

We're present in 15 countries across four continents, combining deep cultural
understanding and comprehensive organizational reach to amaze your custo-
mers wherever they are in the world. Majorel X offers a suite of CX transforma-
tion services spanning consulting services, technology services and creative &
design services.

Majorel X - we give your CX wings!
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from data to experience

Junokai

junokai is a consulting company based in Berlin that supports
clients from different industries in all areas of customer service.
junokai was founded in 2013 by experienced managers with ex-
tensive professional expertise in sales and marketing, and cus-
tomer service.

IST Networks

Founded in 2002, IST Networks is a leading CX technology ser-
vices company, providing technology consulting, application de-
velopment, system integration and managed services to blue-
chip clients in Banking & Financial Services, Technology and
Telecommunications and other verticals.

Findasense

Findasense is a global CX company that offers customer-focu-
sed Marketing, Communication and Digital Transformation ser-
vices. Findasense designs, implements, and executes high-im-
pact solutions for brands based on in-depth knowledge of the
consumer as a lever for the experience economy.
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Executive Summary

Organizations in the Middle East are increasingly
investing in technology to gain an advantage in
an increasingly competitive environment,
adopting structured and results-oriented digital
plans to improve business results. Enhancing
customer experience (CX) through digital
transformation (DX) is the top business priority for
organizations of all sizes across all industries.

Notably, companies are also incorporating cloud
deployments into their digital adoption plans. In
fact, most public and private sector organizations
in the region are overarchingly adopting cloud
platforms. High priority business areas — such as
CX — both benefit from and accelerate cloud
deployments.

IDC believes cloud will transform the way contact
centers operate. According to IDC research,
cloud solutions are supplanting on-premises
contact center solutions as the main types of
deployments in the CX software domain. The
COVID-19 pandemic has not only catalyzed this
adoption and utilization of cloud solutions, but it
has also elevated the use of Big Data analytics,
mobility, artificial intelligence (Al), robotic process
automation (RPA), and social technologies in the
Middle East. Companies are using these

solutions and technologies to innovate and
improve performance. The adoption of
cloud-based customer engagement solutions
further allows organizations to enhance business
continuity and improve customer care
processes.

The increased use of Al in the CX domain is a
notable trend within the region. More than ever
before, organizations today are using Al
applications to boost CX and improve
productivity of call center agents. Organizations
have highlighted that the use of Al has not only
streamlined and improved CX processes (e.g.,
by allowing for more accurate service delivery); it
has also reduced costs and optimized use of
company resources. However, increasing
security concerns, poor quality of service (QoS),
and an inability to integrate internal systems with
third-party applications remain the key
challenges that organizations face with respect
to cloud-based customer engagement solutions.

This white paper highlights some key findings
from the latest IDC research and examines the
current market dynamics of cloud-based
customer engagement centers in the Middle
East.

Al has not only streamlined
and improved CX;
it has also reduced

costs and optimized
use of company resources.

#META46226420 ©2020 - Redefining Customer Experiences with Cloud and Artificial Intelligence-Enabled Contact Centers Py 1



Contents

SHUATION OVEIVIEWL.........oieeee ettt ettt et s et et ettt e s s en s sns 3
Adoption of Cloud-Based Customer Engagement Solutions in the Middle East .................... 3

Cloud Drives Growth of Contact Center Software in MEA ..., 3

Inclination towards Cloud Contact Center SoOIUtioNS ..o 5

Increasing importance of Al in Customer EXPEeri@NCES.........oooiiiioieieeeeeeeeeeeee e 6
Impact of COVID-19 on Contact Center Investment Strategy......cccocovvviicceeeeeeeeee, 7
Current Deployment of Specific Customer Engagement Applications........ccccceueee.... 8

Drivers and Benefits of Cloud-based Customer Engagement Applications................... 9

Key Challenges and OPPOIUNITIES. ..........cocoiiiioiiceeeeeeee ettt 1
Data Governance, Regulations, and Low Q0S Major CONCEINS.........ccccoovvvvvvveieieieeeeeeeeeeeean 12
ESSENTIAl GUILANCE........ooioiiiiee ettt ettt sttt ettt eseseaeas 13
ADOUL GENESYS.......ooooeeeeeeeee ettt ettt ettt ettt e s ettt ettt ettt s e s 14
ADOUL IST INEIWOIKS ...ttt ettt ettt s e 14
MEENOAOIOGY oo 15

List of Figures

Figure 1. MEA" Contact Center Applications Software Revenue by Deployment Type, 2019-2024......... 4
Figure 2: Current and Planned Adoption of Cloud-Based Contact Center SOIUtIONS.........cccceveveciiiicieienans 5
Figure 3: Adoption of Al in Customer Experience PlatfOormS.. ... 6
Figure 4: Al Use Cases iN CONTACT CONTEIS ..ottt 6
Figure 5: Impact of COVID-19 on Investments in Cloud Customer Engagement Solutions..........c.cccooveene. 7
Figure 6: Customer Engagement Application Workloads Deployment.........cccieeieieieieeiceeeeeeeeeeeees 8
Figure 7: Drivers of Cloud-Based DEPIOYMENTS.......c.c et 9
Figure 8: Benefits of Cloud-Based Technologies for Contact Centers.......oooeoeeeeeeeeeeeeeeeeeeeeeeeee e 10
Figure 9: Challenges of Cloud-Based SOIULIONS.........coioeiceeeeeeeee e 1
Figure 10: Security and ComplianCe CONCEINS oot e e 12

Figure 11: SUrVEY DemMOGraPNICS. ..ottt bbb es s 15



ANALYZE
THE
FUTURE

IDC

i

Situation Overview

Digital adoption in the Middle East is gaining
momentum as governments in the region
execute multiple national DX initiatives. Although
the COVID-19 pandemic has caused a global
economic slowdown, it has also accelerated the
adoption and use of digital and 3rd Platform
technologies (cloud, Big Data analytics, mobility,
and social technologies) in the Middle East.
Companies are realizing they can use such
technologies to innovate and improve
performance. This adoption is quite apparentin
the Middle East, given the region’s strong focus
on technology-led transformations and CX.

Improving CX via DX is the top priority of
organizations of all sizes across all industries. In
fact, according to the results of an IDC survey of
CEOs in the Middle East and Africa (MEA), 57% of
organizations in the region aim to improve CX
and strengthen customer engagements via DX
initiatives, while 55% intend to develop
innovative products and services through DX.
Indeed, when their expectations about a product
or service are met or exceeded, customers
become loyal and subsequently allow the
business to prosper. As customer interactions
with organizations are increasingly digital,
companies will have to establish an omnichannel
presence. They will also need to utilize agile
customer intelligence applications and tools
embedded with advanced analytics and Al to
deliver a superior CX.

Within the Middle East region, most organizations
are striving to meet customer expectations and
provide differentiated experiences. The
preventative policies enacted by MEA
governments in the wake of COVID-19 — such as
complete lockdowns, partial curfews, and social
distancing measures — have played a key role in
increasing customer reliance on online platforms.
Consequently, robust, agile, and efficient digital
channels have never been more important. The
rising utilization of these channels implies that
organizations across industries need to
accelerate their DX programs to improve agility,

efficiency, productivity, and speed — all of which
are prerequisites for success in the “new
normal.”

Adoption of Cloud-Based Customer
Engagement Solutions in the Middle

East

Cloud is impacting every business across
industry verticals. In the recent past, demand for
and uptake of cloud-based solutions in the
Middle East has risen, as evidenced by the
region’s increasing software as a service,
platform as a service, and infrastructure as a
service deployments. As a result of their
investments in local datacenters, multiple
hyperscalers have had a positive impact on
cloud perception in the region, particularly as
such datacenters address in-country data
residency requirements and other regulations.
Regulated industries such as government,
healthcare, banking, insurance, and finance have
embraced subscription-based solutions in order
to be more agile and scalable. Cloud-based
customer relationship management (CRM) tools,
especially digital platforms, customer service
applications, and contact center applications,
allow businesses to be mobile and agile enough
to be always connected to customers, enabling
them in turn to offer superior user experiences.
Cloud, being a foundational platform, also
enables organizations to embed other disruptive
technologies such as Al, machine learning,
Internet of Things (loT), and Big Data and
analytics. Collectively, these technologies allow
companies to improve time to market,
accelerate responses to customer queries,
monitor changing customer preferences, and
gain visibility and control of their financial
resources.

Cloud Drives Growth of Contact Center
Software in MEA

Many organizations have started investing in
cloud contact centers. These centers provide
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their customer care and after-sales support
agents with quick and easy access to various
customer engagement solutions that allow them
to manage customer communications in an
omnichannel environment. According to IDC's
latest software and public cloud services
forecast, the value of the MEA contact center
market is expected to reach approximately $123
million by 2024. The on-premises software to
public cloud software ratio is forecast to change
from 80:20 in 2019 to 50:50 by 2024. This shift
signals the strong and accelerated growth of
cloud-based contact center applications in the
region in comparison to on-premises
applications. Notably, the cloud-based contact
center applications market is expected to expand
at a compound annual growth rate (CAGR) of
21.06% between 2019 and 2024.

This shift is expected to continue as
organizations migrate from legacy systems to

cloud platforms. With cloud contact centers,
businesses can stay connected to customers
across multiple digital and voice platforms (such
as Facebook, WhatsApp, and email) at all times
and from all locations. The COVID-19 pandemic
has further accelerated the adoption of
cloud-based applications as companies need to
quickly scale up or down, ensure IT
deployments are elastic, maintain business
continuity, and enable employees to work in
remote environments. Organizations that are
following social distancing norms and
completely shutting down their offices have
leveraged cloud contact center solutions to
enable their agents to work from home.
Cloud-based contact centers have also allowed
public and private sector organizations to
maintain operational efficiency and optimize CX
during the ongoing pandemic.

Figure 1: MEA* Contact Center Applications Software Revenue by Deployment Type, 2019-2024
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Inclination towards Cloud Contact Center
Solutions

The recent IDC customer engagement survey
validates the above market trends where some
58% of businesses across Middle East (namely
Saudi Arabia, the UAE and Egypt) are either
already using cloud-based contact center solu-
tions or are engaged in the process of imple-
mentation. Additional 20% of the organizations
highlighted their plans to adopt a cloud-based

solution within their contact centers in the next 12

to 24 months.

Large (with 1000-4999 employees) and very
large (with 5000 employees or more) organiza-
tions in the region are way ahead in terms of
their existing usage of cloud-based customer
engagement solutions. At a country level, Saudi
Arabia ranked better in current adoption of
these cloud-based solutions. Egypt, on the
other hand, shows the lowest current adoption,
however, it has the highest percentage of
organizations planning their adoption in the
upcoming 2 years.

Figure 2: Current & Planned Adoption of Cloud BasedContact Center Solutions

Q: Which of the following statements best describe your plans for using cloud-based contact center solutions?

e

m Already using

m |[n the process of implementing
® Planning to use within 1 year

m Plan to use in next 1-2 years

= Not using and not planning
in the next 2 years

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020

8%
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Increasing importance of Al in Customer Experiences

In order to improving customer experience and Figure 3: Adoption of Al in Customer Experience Platforms
operational efficiencies, contact centers are Q: Do you currently use or plan to use Artificial Intelligence (Al)
increasingly blending Al with cloud where both In your customer experience platform?
machines and human are working together for a
better result and greater user experience. Survey
results show that majority of companies are in
some stage of Al adoption in their contact
centers, with around half of companies (49%)
having already adopted Al or engaged in the
process whereas the other 36% of organizations
are planning to leverage Al in the next 1-2 years'
timeframe; indicating that Al and process auto-
mation will become of complementary nature to
any customer experience platform within the

m |n the process of implementing Al = Not using Al and not planning

upcoming 2 years. A
g S B Planning to use Al within 1year in the next 2 years

® Already using Al = Plan to use Al in next 1-2 years

The organizations are using Al, machine learning and cognitive solutions to automate self-service
interactions, bring process automation—especially using robotic process automation (RPA), and
enhance workforce management within their contact centers. These applications support in rationaliz-
ing the need of additional agents while optimizing the use of current resources by boosting agents’
efficiency. Using these Al enabled solutions not only offers offer cost reduction, but also translate into
enabling a faster service and delivery, more personalized conversation, reduced call volumes and
improved resolution cycle; ultimately help achieve better customer experience.

Figure 4: Al Use Cases in Contact Centers
Q: For which of these uses / areas are you currently using Al / are you planning to use Al, in your contact center?
Automated self-service
Process Automation (IPA/RPAY)
Knowledge based recommendation to assist agents
Conversational Al/IVR

Advanced and Predictive Analytics

Omni-channel automated routing e
o,

Next-gen advanced security solution 4G
o,

Currently indetifying, have not specified the scenarios yet

Source: Contact Centers Survey Middle East, IDC, June 2020
Base (All, excluding companies not using or planning to use Al in the next 2 years): 141
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Impact of COVID-19 on Contact Center Investment Strategy

During the current pandemic, businesses have
increasingly inclined towards the cloud-based
customer engagement applications to enable the
remote work environment. KSA, UAE, and Egypt
have all followed a social distancing approach to
thwart the spread of COVID-19, implementing
curfews and lock downs across the country and
on multiple businesses. These restrictions have
forced around 60% of organizations to have over
50% of their contact center employees work from
home. However, cloud-based contact centers
have allowed companies not only improve
organizational flexibility by enabling agents to
work from home or elsewhere, without affecting
the quality of services but also helped the busi-
nesses to continue offering their customer
services to attain a better customer experience.

COVID-19, in many ways, has not only changed
the way contact center leaders used to look at
the remote working environment but has also

influenced their technology preferences. Some
63% of the organizations surveyed completely
agreed or somewhat agreed that COVID-19 is
the key reason why they have adopted or are
planning to adopt cloud-based customer
engagement solutions. At the same time 57% of
the organizations stated that they have either
temporarily migrated or are planning to migrate
from on-premise to cloud based solutions due to
COVID-19 and would remain on cloud post
pandemic.

The most important finding from the research
shows that almost 72% of organizations said that
their customers are increasingly turning to
WhatsApp, chat, and online help centers during
COVID-19 crisis and this was the primary reason
they migrated some of their CX applications on
the cloud, however said that the large operation
will remain on premise.

Figure 5: Impact of COVID-19 on Investment Strategy of Cloud Customer Engagement Solutions

Q: To what extent do you agree or disagree with each of the following statements regarding the impact COVID-19 has on your

strategy towards cloud customer engagement solutions?

W (5) Extremely high benefit H(4) M(3) (2) (1) Not Benefit at all
COVID-19 is the major reason why we have adopted or planning to adopt a 30% 33% 19% 10%
cloud-based customer engagement solution

We have temporarily migrated/planned to migrate from On Prem to 19% 24% 27%
Cloud based Contact Center due to COVID-19 and will roll-back to On Prem ° ° °

We have temporarily migrated/planned to migrate from On Prem to Cloud
based Contact Center due to COVID-19 and will continue to leverage the 28% 29% 25%
cloud set-up

#

s
B3

Customers increasingly turn to WhatsApp, chat, and online help centers
during COVID-19 crisis - hence, we migrated some of CX applications 39% 33% 17% 6%
on the clout but large operation will remain On Prem

B
R

There is no major impact in our cloud strategy due to current COVID-19 crisis 21% 26% 22%

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020
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Current Deployment of Specific Customer Engagement Applications

According to the survey, email engagement, call distributor (ACD), interactive voice response
social media channels, mobile apps and quality (IVR), chatbots, CRM suites, and collaboration
management are the top customer engagement applications are the critical workloads which
workloads which organizations are currently organizations in the region are planning to
using in the cloud. On the other hand, automatic deploy on cloud within the next 2 years.

Figure 6: Customer Engagement Application Workloads Deployment

Q. Which of the following customer engagement applications (on-premise/cloud-based) are you using currently?
Q. Are you planning to use any of these cloud-based applications within the next 2 years, in your organizations?

Email engagement 49% 10%

Social media channels 46% 14%

46% 15%

Mobile Apps
Quality Management 45% 15%
Outbound Calling Campaigns 44% 15%

Workforce Management 40% 15%

Reporting and Analytics 39% 13%

IVR (Interactive Voice Response) 38% 19%

Chatbots/Voicebots (Web Chat / Virtual Agents) 38% 19%

ACD (Automatic Call Distributor) 37% 20%

CRM Suite 34% 17%

Collaboration Applications 34% 16%

Voice Recognition 34% 16%

B Currently using B Currently using M Planning to use on B Neither usin nor planning
on Cloud on-Premise cloud in next 2 years to use in next 2 years

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020
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Drivers and Benefits of Cloud-based Customer Engagement Applications

Various customer engagement centers within the
region have increased their adoption of
cloud-based solutions which enables them to
move from a Capex to Opex business
environment. Cloud based customer
engagement centers makes it easier to scale up
or scale down depending on the seasonality of
the demand, makes it highly customizable if they
need to add or remove features or
functionalities, and enables the workforce to

Figure 7: Drivers for Cloud-Based Deployment

work from home or any remote area, i.e.
supporting the remote work environment and
help organizations improve customer
satisfaction. During the current crisis, increasing
number of organizations strengthened their
digital platform for a better customer interaction,
enabling a means to better assist their
customers through personalized responses and
prompt resolutions to their queries, complaints,
and feedback.

Q: What would you say are the top three drivers for cloud-based deployments in your Contact Center?

Improve customer experience

°
O

Enhance agent efficiency and productivity

Avoid huge investment (Shift from CAPEX to OPEX)

N

Q

I

Reliability and disaster recovery

Easy integration with other applications

Access to innovation

Q

Scalabilty (abilty to scale-up/scale-down)

Improved operational uptime/reliability

Access to single and more integrated platform

s B
[ ]
N0

I

Agility and flexibility in scaling up and down
Flexible payment plan (pay only for what you use)

Additional features without much investment

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020

N
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#META46226420 ©2020 - Redefining Customer Experiences with Cloud and Artificial Intelligence-Enabled Contact Centers



ANALYZE
THE
FUTURE

IDC

i

According to the survey, improving customer
experience (56%) and enhancing agent's
efficiency and effectiveness (43%) are the two
leading drivers for organizations to migrate to
cloud-based customer engagement solutions in
Middle East contact centers. One of the key
drivers of using a cloud-based solution is the shift
form CAPEX to OPEX business model (27%),
where organizations can save initial huge
on-premise infrastructure investment and pay for
their needs only. This benefit of amortizing their
investments and paying as they use, helps de-risk
their investment and aligns them better with the
business uncertainties these days.

Figure 8: Benefits of Cloud Based Technologies for Contact Centers

Organizations adopting cloud-based customer
engagement solutions have highlighted that it
has benefitted them significantly to improve the
overall customer experience and also allowed
them to integrate more innovative features and
functionalities. These cloud-based solutions
allow organizations to easily integrate with other
existing and/or new applications which provides
the agents with a holistic view of other business
applications digital platforms. This in turn
improves their Turn Around Time (TAT) and helps
them complete additional calls.

Q. On a 5-point scale where 1 means no benefit at all and 5 means extremely high benefit, please rate to what extent do you think

the use of cloud technologies would impact your Contact Center?

M (5) Extremely high benefit

Improve Customer Experience

Access to innovation

Capabilities for Omni-channels 42%
Enhance agent efficiency and productivity 44%
Reliability and disaster recovery 43%

Easy intefration with other applications 43%

Improved operational uptime/reliability 39%

Access to single and more integrated platform 42%

Agility and flexibility in scaling up and down

Flexible payment plan (pay only for what you use)

Additional features without much investment 41%

Scalibility (ability to scale-up/scale-down) 33%

Avoid huge investment (shift from CAPEX to OPEX) 37%

More focus on business, less focus on technology 35%

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020

pg 10

40%

40%

Hi4) HE((3 (2) (1) Not Benefit at all
54% 30% 10% 53%
49% 27% 17% 2%
35% 18% 2%

13% > 4%

19%

N
&2

15%

17%

19%

N
2

19%

S|
B

18%

S
32

18%

I
®

22%

N
2

25% 24%

al
2

26% 25%

al
2
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Key Challenges and Opportunities

With the growing cybercrimes and frauds, most
of the organizations give a high importance to
the regulations and compliances to safeguard
their businesses. Increasing security concerns,
lack of adequate quality of services (QoS) and
organizations' inability to integrate systems with
third-party applications are the top three key
challenges that organizations are facing today
which are considering deploying a cloud-based
customer engagement solution.

Figure 9: Challenges of Cloud-Based Solutions

With the continuous enhancement and
integration of innovative features and
technologies such as analytics, Al, virtual agent,
getting their agents up to speed with the
required skill and training them is also a major
challenge which organizations face in the
region.

Q: What would you say are the three biggest challenges when considering any cloud-based customer engagement solution?

Security Concerns

Quality of Service (QoS)

o)A

[J
I

Integration with third-party applications

Developing agent skillset

Poor network bandwidth

Regulations and compliance

Difficult cloud migration

In-house applications hard to integrate

Data residency

Reliability and disaster recovery

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020
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Data Governance, Regulations, and Low QoS Major Concerns

Most companies noted that data residency and technology providers would be better placed to
governance, along with industry specific fulfill the data residency and compliance issues
regulations were their major discouragement for the businesses. Moreover, as a key purpose
while considering a cloud-based solution. of utilizing cloud-based solutions is enhancing

CX, companies are conscious of the QoS level
With the growing number of local data centers provided and voice quality, which is important to
investments and national cloud-first policies in assure a client on in order for the solution to
place, the region is gradually going to overcome meet its key objectives.

these challenges sooner or later where

Figure 10: Security and Compliance Concerns
Q: Thinking specifically of security and compliance in a cloud contact center environment, what would you classify as your major concerns?

Data Residency and Governance

Industry specific regulatory constraints (e.g. regulations
by Central Bank, healthcare ministry etc.)

Low QoS and voice quality

Telecom Regulatory Authority specific regulations in the
Middle East region a major discouragement

Voice Recording Storage

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020

"With the growing number of local data centers
investments and national cloud-first policies in place,
the region is gradually going to overcome these

challenges sooner or later where technology providers
would be better placed to
fulfill the data residency and compliance issues
for the businesses."”
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Essential Guidance

IDC makes the following recommendations to organizations that are considering deploying any

cloud-based customer engagement solutions:

Think Al While Thinking about CX: Bringing
process automation using Al and cognitive
solutions should be central to a contact center
strategy. Organizations need to leverage Al in
specific use cases such as in optimizing search
and knowledge discovery, analyzing customer
insights to provide end-to-end customer journey,
and providing recommendation to the agent, or
implement conversational Al or virtual
agents/chatbots. Organizations can also use Al
to engage with customers consistently and
concurrently across all digital channels and
adopt a self-service automation.

Select a Technology Partner which Checks All
Boxes for Security and Compliances
Requirements: Contact center is a very critical
business function for any customer facing
organizations which processes, stores and
analyses critical and important customer data.
Organizations should carefully evaluate the
security features offered by technology providers
to ensure whether they adhere to the regulations
and have string functionalities and features to
support any government or industry specific
regulations.

A unified solution which integrates with all
digital channels and offers customization:
Organizations striving to deploy any cloud
contact center solutions or modernize their
existing ones must look for a solution which can
easily integrate other digital platforms (or even to
legacy systems) to give a unified view of all
customer interaction and various customer
touchpoints. At the same time, organizations from

multiple industry and of varying size would
require different types of customer engagement
solutions and they might require different level
of customization. Evaluate your need and look
for vendors which offer a customizable solution.

Embrace Cloud Customer Engagement to Stay
Ahead in Your Business: The Middle East is
making strong steps towards cloud adoption.
Organizations today must keep cloud migration
as an integral part of their strategic priority.
Cloud is already becoming an integral part of an
organization's contact center modernization
strategy. The technologies such as Al and
analytics works best in the cloud which enable
organizations determine the best way to
engage throughout their customer journeys and
predict customer's future needs to be able to
serve them better.

Ensure Business Continuity during Uncertain
Times: Economic uncertainty due to various
geo-political factors as well as macro-economic
reasons is impacting consumption, which
influences customers arrival patterns, queues
and overall demand forecast. Organizations
which plan their contact center modernization
by transitioning from traditional set-up (i.e. on
premise and hardware centric contact centers)
to a more digital and agile are likely to be least
impacted during uncertainties such as
COVID-19. Organizations should be able to
quickly scale their operations up or down based
on the demand at hand. Staying ahead of the
competition would need better management of
customer experience, cost, and time.

pg13 |
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About Genesys

Every year, Genesys® delivers more than 70
billion remarkable customer experiences for
organizations in over 100 countries. Through the
power of the cloud and Al, our technology
connects every customer movement across
marketing, sales and service on any channel,
while also improving employee experiences.
Genesys pioneered Experience as a Service™ so

About IST Networks

Established in 2002, IST has led the way in
delivering exceptional customer experience (CX)
solutions to a multitude of verticals and
organizations worldwide. IST cherry picks the
best CX technologies in the marketplace to
provide their customers with the most
comprehensive, innovative, and effective CX
solution.

Today, IST operates globally with a highly skilled
workforce specializing in contact center (cloud,
hybrid, and on premises), customer engagement
systems (cloud or on premise), contact center

| pg 14

organizations of any size can provide true
personalization at scale, interact with empathy,
and foster customer trust and loyalty. This is
enabled by Genesys Cloud™, an all-in-one
solution and the world’s leading public contact
center platform, designed for rapid innovation,
scalability and flexibility.

agent desktops, speech and language (Arabic
and English), mobile transactional security, digital
signage, workforce management, workload
distribution, customer journey analytics, robotic
process automation, enterprise mobile apps,
customer feedback management, and more.

IST focuses on project delivery and prides itself
on guality and innovation. Over the years, IST
has completed many projects that many experts
said was not possible. IST is now regarded as a
CX technology expert and has become the
authority on systems integration between legacy
and current CX and back-end systems.
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Methodology

This document relies on IDC’s research on knowledge, primary and secondary market
cloud-based customer engagement applications, research insights to understand the key trends,
use of other emerging technology like Al/chat- drivers, inhibitors, technologies, and challenges
bots and its impact on customer experience in that are impacting the use of the cloud-based
Saudi Arabia, the UAE and Egypt. A total of 166 customer engagement applications in contact
organizations across various industry verticals centers across the Middle East region for a
were surveyed with customer care professionals better customer experience.

and IT decision makers. IDC builds on its expert

Figure 11: Survey Demographics

Country Number of Employees Industry

W Travel & Hospitality B

M Oil & Gas and Utilities
Telecommunications
Manufacturing

M Transportation & Logistics

M Healthcare

M Professional/Personal Services

HBFSI*

M Retail

W Government & Public

B UAE M Saudi Arabia B Egypt W 1,000-4,999 5,000 or more
M 500-999 W 250-499
Ownership/Usage of Contact Centers Contact Center Capacities

Base (All): 166

M 200-299 seats

M 100-199 seats

W 50-99 seats

W 20-49 seats
H Own contact center

B Utilize third-party contact center services M Less than 20 seats

M Both
Total Own Contact Center Third-party
providers
Base: 189 Base: 132 Base: 57

Source: Contact Centers Survey Middle East (n=166), IDC, June 2020
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