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KEY QUESTIONS ANSWERED IN THIS REPORT WHO SHOULD READ THIS REPORT

This report provides forecasts for communications service 

provider (CSP) spending on customer engagement and related 

services for 2020–2025. It provides details on spending by 

delivery model, service type, sub-segment and region and major 

drivers, including 5G. The report also provides recommendations 

for vendors and CSPs.

The report is based on several sources, including:

▪ Analysys Mason’s research from the past year

▪ interviews with CSPs and vendors worldwide.
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About this report

▪ What are the key trends and factors that will affect the customer 

engagement market during 2020–2025?

▪ What are the growth rates in each of the sub-segments?

▪ What are the regional factors that will drive growth?

▪ What should vendors do to exploit new business opportunities?

▪ How will professional services for customer engagement perform during 

the forecast period?

▪ What are the major drivers and inhibitors that will influence CSP 

spending on customer engagement?

▪ Vendor strategy teams that need to understand how spending is shifting 

from systems-driven use cases to engagement-driven use cases.

▪ Product management teams responsible for feature functionality and 

geographical focus, and product marketing teams responsible for growth.

▪ CSPs that are planning digital experience development, customer 

journey management and digital transformation journeys, and want to 

ensure that they remain up to date.

▪ Professional services vendors that want to understand the growth 

opportunities over the next 5 years.

GEOGRAPHICAL COVERAGE SUB-SEGMENT COVERAGE

▪ Worldwide

▪ Central and Eastern Europe

▪ Developed Asia–Pacific

▪ Emerging Asia–Pacific

▪ Latin America

▪ Middle East and North Africa

▪ North America

▪ Sub-Saharan Africa

▪ Western Europe

▪ Engagement platforms

▪ Sales

▪ Marketing

▪ Customer service
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CSPs’ approach to customer experience has evolved considerably 

over the past two decades (Figure 1). Customer experience has 

gone from being of limited importance for CSPs to being a 

strategic priority. The rapid increase in the number of mobile 

users in the 2000s and the growth in the popularity of 

smartphones in the 2010s were the biggest drivers of the shift in 

how CSPs approached customer experience. They went from 

focusing on outsourced human-assisted channels to emphasising 

CSP-controlled, unassisted digital channels. The capabilities of 

digital channels will grow exponentially in the next decade and 

CSPs will make key investments to make customer touchpoints 

intelligent, automated and personalised. 

The long-tail effect of the COVID-19 pandemic and the likely 

impact that it will have on the future of workplaces will encourage 

CSPs to accelerate their plans to transform digital engagement 

over the next few years. 

CSPs worldwide are perceived to lag considerably far behind 

leading digital-native companies in terms of providing advanced 

self-service capabilities and adopting leading-edge customer 

engagement technologies. This is becoming an increasingly 

important issue because customers’ preferences and 

expectations are rapidly changing based on their digital 

engagement experiences with digital-native companies, and CSPs 

are under pressure to provide a comparable digital experience.

Figure 1: Evolution of CSPs’ approach to customer experience 
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Customer engagement systems in the next decade will be intelligent, automated 

and hyper-personalised

2020s

Pre 

2000s

2000s

2010s

Customer-controlled, digital-

only, intelligent, automated 

and hyper-personalised 

experiences

Focus on network 

and service 

monetisation; 

limited 

awareness of CX

Smartphone wave; 

explosion of app economy; 

changes in customer 

habits; emergence of 

mobile-first

High mobile penetration; 

growing awareness of CX; 

outsourcing of customer 

support

Source: Analysys Mason
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John Abraham (Principal Analyst) leads our digital transformation research, including three research programmes: Customer Engagement, 

Monetisation Platforms and Digital Experience. His areas of focus include customer journeys and experience, the impact of 5G on BSS systems, 
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Analysys Mason’s consulting services and research portfolio

Analysys Mason’s consulting and research are uniquely positioned

Consulting

We deliver tangible benefits to clients across the telecoms 

industry: 

▪ communications and digital service providers, vendors, 

financial and strategic investors, private equity and 

infrastructure funds, governments, regulators, broadcasters 

and service and content providers

Our sector specialists understand the distinct local challenges 

facing clients, in addition to the wider effects of global forces.

We are future-focused and help clients understand the challenges 

and opportunities new technology brings.

Research

Our dedicated team of analysts track and forecast the different 

services accessed by consumers and enterprises.

We offer detailed insight into the software, infrastructure and 

technology delivering those services.

Clients benefit from regular and timely intelligence, and direct 

access to analysts.
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Research from Analysys Mason
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Our consulting expertise covers the breadth of TMT issues and challenges
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