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The CCaaS Rebalance: CX Software Spend in the Agentic Era

CCaaS Spend Shift: Before and After the CXO Control Plane

How Al is redistributing customer service software spend over the next 2-3 years.

Sizing the Pool

Opus Research estimates that enterprises currently spend approximately $15 billion globally on the customer
service software categories covered in this report, with North America accounting for roughly $5-6 billion, or
about 40% of the total. The Core CCaaS platform layer — the single largest category today at 33% of spend —
represents roughly $4-5 billion of that globally, consistent with publicly reported CCaaS platform revenue from
leading industry analysts. The remaining two-thirds is distributed across the nine surrounding categories that
make up the broader customer service software stack, from analytics and WEM to bots, agent assist, knowledge,
and orchestration. These figures are directional and exclude professional services, telecommunications carrier
fees beyond platform-embedded channel usage, and BPO labor. Over the 2-3 year horizon covered in this report,
the overall pool is expected to continue expanding, but the mix within it shifts meaningfully as Al moves from

overlay to operating layer.
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