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Abstracts

The Asia Pacific help desk and ticketing software market is projected to grow

significantly, reaching approximately US$ 1,885.49 million by 2031, up from US$ 831.59

million in 2023, reflecting a compound annual growth rate (CAGR) of 10.8% during this

period.

Executive Summary and Market Analysis

This market encompasses various countries, including Australia, India, China, Japan,

South Korea, and other regions within Asia Pacific. The growth of the help desk and

ticketing software market in this area is driven by several factors, such as the increasing

number of retailers, the rapid adoption of digital transformation, and the growing

emphasis on enhancing customer experience. A notable example is the strategic

partnership between LVMH Group, a prominent luxury goods company, and Alibaba

Group, aimed at improving LVMH's omnichannel presence in China. This collaboration

focuses on leveraging Alibaba's cloud technologies and AI solutions to enhance retail

and online experiences, showcasing a commitment to innovation in luxury retail.

The rise of omnichannel businesses and the implementation of digital strategies are

creating new opportunities for the help desk and ticketing software market across Asia

Pacific. Key players in this sector include Zoho Corporation Pvt. Ltd, Ameyo, Atlassian,

and Vision Helpdesk, which are actively launching new software solutions. For instance,

Vision Helpdesk introduced its V5.6.8 Stable Version in December 2022, featuring

various enhancements and bug fixes.
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Market Segmentation Analysis

The Asia Pacific help desk and ticketing software market can be segmented based on

components, industry verticals, deployment methods, and organization sizes:

Component: The market is divided into software and services, with software

holding a larger market share in 2023.

Industry Vertical: Segmentation includes retail, government, manufacturing,

healthcare, hospitality, IT and telecom, among others. The IT and telecom

sector accounted for the largest share in 2023.

Deployment: The market is categorized into cloud-based and on-premises

solutions, with cloud-based options dominating in 2023.

Organization Size: This segment includes small and medium enterprises (SMEs)

and large enterprises, with large enterprises holding a significant market share

in 2023.

Market Outlook

As businesses increasingly adopt consumer-centric practices in the B2C sector, IT

teams are expected to deliver high-quality services. Technologies such as gamification

and AI are being utilized to create personalized self-service experiences across various

channels. Self-service portals are becoming a significant trend, allowing customers to

access information, perform tasks, and resolve issues independently, thereby

enhancing customer satisfaction and reducing the workload on helpdesk teams. These

portals not only provide immediate solutions but also offer insights into common

customer problems, facilitating product and service improvements. They enable users to

select services, submit tickets, and track their progress, keeping them informed through

automated notifications and facilitating communication with IT staff. This trend towards

self-service capabilities is shaping the future of help desk and ticketing software.

Country Insights
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The Asia Pacific help desk and ticketing software market includes key countries such as

China, Japan, South Korea, India, Australia, and others, with China leading the market

share in 2023. China's digital economy reached approximately US$ 6.9 trillion in 2022,

a significant increase from US$ 1.53 trillion in 2012. The country has also seen a rise in

internet users, with penetration reaching 76.4% by June 2023, up from 42.1% in 2012.

The growth of internet enterprises in China, such as ByteDance and Pinduoduo, has

further fueled the demand for software solutions that automate help desk management

and customer ticketing systems, allowing for multi-channel access and mobile support

for service agents.

Company Profiles

Key players in the Asia Pacific help desk and ticketing software market include Zendesk

Inc, Genesys, Zoho Corp Pvt Ltd, Freshworks Inc, SolarWinds Worldwide LLC,

Atlassian Corp, Salesforce Inc, and ServiceNow Inc, among others. These companies

are pursuing various strategies, including expansion, product innovation, and mergers

and acquisitions, to enhance their offerings and increase market share.
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Figure 14. Hospitality: Asia Pacific Help Desk and Ticketing Software Market - Revenue

and Forecast, 2021-2031 (US$ Million)

Figure 15. IT and Telecom: Asia Pacific Help Desk and Ticketing Software Market -

Revenue and Forecast, 2021-2031 (US$ Million)

Figure 16. Others: Asia Pacific Help Desk and Ticketing Software Market - Revenue

and Forecast, 2021-2031 (US$ Million)

Figure 17. Asia Pacific Help Desk and Ticketing Software Market Share (%) - by

Deployment (2023 and 2031)

Figure 18. Cloud-Based: Asia Pacific Help Desk and Ticketing Software Market -

Revenue and Forecast, 2021-2031 (US$ Million)

Figure 19. On-Premise: Asia Pacific Help Desk and Ticketing Software Market -

Revenue and Forecast, 2021-2031 (US$ Million)

Figure 20. Asia Pacific Help Desk and Ticketing Software Market Share (%) - by
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Organization Size (2023 and 2031)

Figure 21. Small and Medium Enterprises: Asia Pacific Help Desk and Ticketing

Software Market - Revenue and Forecast, 2021-2031 (US$ Million)

Figure 22. Large Enterprises: Asia Pacific Help Desk and Ticketing Software Market -

Revenue and Forecast, 2021-2031 (US$ Million)

Figure 23. Asia Pacific Help Desk and Ticketing Software Market Breakdown, by Key

Countries, 2023 and 2031 (%)

Figure 24. China: Asia Pacific Help Desk and Ticketing Software Market - Revenue and

Forecast, 2021- 2031 (US$ Million)

Figure 25. Japan: Asia Pacific Help Desk and Ticketing Software Market - Revenue and

Forecast, 2021- 2031 (US$ Million)

Figure 26. South Korea: Asia Pacific Help Desk and Ticketing Software Market -

Revenue and Forecast, 2021- 2031 (US$ Million)

Figure 27. India: Asia Pacific Help Desk and Ticketing Software Market - Revenue and

Forecast, 2021- 2031 (US$ Million)

Figure 28. Australia: Asia Pacific Help Desk and Ticketing Software Market - Revenue

and Forecast, 2021- 2031 (US$ Million)

Figure 29. Rest of APAC: Asia Pacific Help Desk and Ticketing Software Market -

Revenue and Forecast, 2021- 2031 (US$ Million)

Figure 30. Heat Map Analysis by Key Players

Figure 31. Company Positioning and Concentration
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