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Abstracts

According to our (Global Info Research) latest study, the global Contact Center AI

Observability Software market size was valued at US$ 815 million in 2025 and is

forecast to a readjusted size of US$ 1687 million by 2032 with a CAGR of 10.9% during

review period.

Contact center AI observability Software is a specialized platform tool designed for

monitoring, diagnosing, and optimizing the operational status of artificial intelligence

systems within contact centers. Its core functionality lies in end-to-end traceability and

visualization of AI model behaviors?including intelligent voice bots, online customer

service chatbots, sentiment analysis engines, and intelligent routing?covering key

metrics such as call/conversation transcription, intent recognition accuracy, response

latency, anomaly detection, and human-agent collaboration handover. By collecting and

analyzing data such as model input/output logs, system resource utilization, and user

feedback, the software helps operations and business teams identify AI performance

bottlenecks in real time, detect model drift or misjudgment behaviors, and locate root

causes of failures, ultimately safeguarding the customer service experience and

operational efficiency of the contact center. Compared to traditional IT monitoring tools,

contact center AI observability software places greater emphasis on the correlation

between AI decision quality and business outcomes, making it a critical enabler for

reliability and continuous optimization in AI-driven customer service scenarios.

The market for contact center AI observability software is currently in a phase of rapid

emergence and accelerating growth, driven primarily by the deepening intelligent

transformation of contact centers, the sharp increase in the scale and complexity of AI

applications, and the relentless pursuit of superior customer service experience and
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operational efficiency by enterprises. As AI capabilities such as intelligent voice

bots, online customer service, and sentiment analysis become fully integrated into

contact centers, traditional monitoring tools are unable to cover new dimensions such

as AI decision quality, model drift, and business outcome correlation, creating a strong

demand for specialized observability solutions. The market is transitioning from proof-of-

concept to practical deployment, with product offerings gradually maturing and

functional scope expanding from pure performance monitoring toward deeper areas

such as root cause analysis, intelligent alerting, and business impact assessment.

Meanwhile, the industry's growing emphasis on AI reliability and compliance is elevating

observability from a ''nice-to-have'' to an essential infrastructure component in AI-driven

customer service scenarios. Overall, the market is in a high-growth stage, with

technology thresholds and service depth continuously rising and application scenarios

broadening, making it one of the most dynamic sub-segments in the AI operations field.

This report is a detailed and comprehensive analysis for global Contact Center AI

Observability Software market. Both quantitative and qualitative analyses are presented

by company, by region & country, by Type and by Application. As the market is

constantly changing, this report explores the competition, supply and demand trends, as

well as key factors that contribute to its changing demands across many markets.

Company profiles and product examples of selected competitors, along with market

share estimates of some of the selected leaders for the year 2025, are provided.

Key Features:

Global Contact Center AI Observability Software market size and forecasts, in

consumption value ($ Million), 2021-2032

Global Contact Center AI Observability Software market size and forecasts by region

and country, in consumption value ($ Million), 2021-2032

Global Contact Center AI Observability Software market size and forecasts, by Type

and by Application, in consumption value ($ Million), 2021-2032

Global Contact Center AI Observability Software market shares of main players, in

revenue ($ Million), 2021-2026

The Primary Objectives in This Report Are:

To determine the size of the total market opportunity of global and key countries
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To assess the growth potential for Contact Center AI Observability Software

To forecast future growth in each product and end-use market

To assess competitive factors affecting the marketplace

This report profiles key players in the global Contact Center AI Observability Software

market based on the following parameters - company overview, revenue, gross margin,

product portfolio, geographical presence, and key developments. Key companies

covered as a part of this study include Cyara, Bespoken, Evalgent, Gridspace, Isara,

Observe.AI, PumpCX, UseSherlock.ai, Tekvision, Wayfound, etc.

This report also provides key insights about market drivers, restraints, opportunities,

new product launches or approvals.

Market segmentation

Contact Center AI Observability Software market is split by Type and by Application. For

the period 2021-2032, the growth among segments provides accurate calculations and

forecasts for Consumption Value by Type and by Application. This analysis can help

you expand your business by targeting qualified niche markets.

Market segment by Type

Cloud-based

On-premise

Market segment by Technical Architecture

AI-Native Observability

Traditional Application Observability

Gateway/Middleware Observability
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Market segment by Use Cases

General-Purpose

Vertical Scenarios

Market segment by Application

Large Enterprises

SMEs

Market segment by players, this report covers

Cyara

Bespoken

Evalgent

Gridspace

Isara

Observe.AI

PumpCX

UseSherlock.ai

Tekvision

Wayfound

TingYun

Parloa
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Operata

Oversai

Market segment by regions, regional analysis covers

North America (United States, Canada and Mexico)

Europe (Germany, France, UK, Russia, Italy and Rest of Europe)

Asia-Pacific (China, Japan, South Korea, India, Southeast Asia and Rest of Asia-

Pacific)

South America (Brazil, Rest of South America)

Middle East & Africa (Turkey, Saudi Arabia, UAE, Rest of Middle East & Africa)

The content of the study subjects, includes a total of 13 chapters:

Chapter 1, to describe Contact Center AI Observability Software product scope, market

overview, market estimation caveats and base year.

Chapter 2, to profile the top players of Contact Center AI Observability Software, with

revenue, gross margin, and global market share of Contact Center AI Observability

Software from 2021 to 2026.

Chapter 3, the Contact Center AI Observability Software competitive situation, revenue,

and global market share of top players are analyzed emphatically by landscape

contrast.

Chapter 4 and 5, to segment the market size by Type and by Application, with

consumption value and growth rate by Type, by Application, from 2021 to 2032.

Chapter 6, 7, 8, 9, and 10, to break the market size data at the country level, with

revenue and market share for key countries in the world, from 2021 to 2026.and

Contact Center AI Observability Software market forecast, by regions, by Type and by

Application, with consumption value, from 2027 to 2032.
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Chapter 11, market dynamics, drivers, restraints, trends, Porters Five Forces analysis.

Chapter 12, the key raw materials and key suppliers, and industry chain of Contact

Center AI Observability Software.

Chapter 13, to describe Contact Center AI Observability Software research findings and

conclusion.
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