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EXPERIENCE [INTRO]

Pilares

/
ECAIP | Enterprise-Class VoC - Voice of the Customer CCaaS | Contact Center
Ai Platforms as a Service
kore!ay ’ -~ A\ Azure G

Amazon Bedrock

qualtrics™ | surveyMonkey" | Google Forms

3 GENESYS Amazon Connect

Marketing Automation

Hubspdt | salesforce | €& maicnimp

CRM | Customer
Relationship Management

Microsoft

HUbSp%t ‘ SBlESfO rce ‘ D Dynamics 365
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EXPERIENCE

Vendors

[A] Kore Ai

[D] Qualtrics
[C] Genesys

[B] Salesforce
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Kore.ai lidera por su enfoque
en inteligencia conversacional,
automatizacion empresarial y
experiencia del cliente,
integrando |A generativa y
flujos de trabajo inteligentes
en una plataforma unificada.

Ability to execute

Challengers

OneReach.ai @

Yellow.ai @
Sprink Ir @

boost.ai Q . Omi

Leaders

Kore.ai
Cognigy @ o

Amelia @
Avaamo @

ia @ @ Google

Amazon Web Services

@ Laiye

Aisera @

[24]7.ai @

sinch @ Inbenta @

@ <Gain
Niche Players

@ Openstream.ai

Visionaries

A\ 4

Completeness of vision

Source: Gartner, as of January 2023
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[B]
[C]

[D]

13

Soluciones

ATENCION AL CLIENTE AUTOMATIZADA
AUTOMATIZACION DE PROCESOS INTERNOS
EMPLOYEE EXPERIENCE (EX)

SOPORTE IT Y HELPDESK

VENTAS CONVERSACIONALES
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Atencion al Cliente Automatizada

SmartAssist | Kore.ai XO Platform |
Voice Bot Gateway | Insights &
Analytics | Security & Compliance Layer

Soporte IT y Helpdesk

Kore.ai XO Platform | Voice Bot
Gateway | BankAssist / HealthAssist /
etc. | Insights & Analytics | Security &
Compliance Layer

Automatizacion de Procesos Internos

Kore.ai XO Platform | Insights &
Analytics | Security & Compliance Layer

Ventas Conversacionales

SmartAssist | Kore.ai XO Platform |
Voice Bot Gateway | BankAssist /
HealthAssist / etc. | Insights & Analytics
| Security & Compliance Layer

Employee Experience (EX)

Kore.ai XO Platform | Insights &
Analytics | Security & Compliance
Layer
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Un marco unico para aprovechar
responsablemente la |IA

n
c
e CX Pre-built Solutions EX Pre-built Solutions Pre-built Generative Al Solutions
% Banking | Healthcare |Retail EVA | HR | Recruit | IT Specific Business Tasks
)
Automation Al Sea rch AI Model Evaluation = Model Monitoring / Enterprise CRMs
Agent Al Search Al Prompt Engineering
Contact Center Al
= Quality Managment No-code Builder APIs (Rest, Graph, etc).
3]
q‘é 7))
= ¢ Cross Product Use Enabled > 5 Data Platforms
'© . *c:u
O Kore.ai LLM Models X0 GPT Models | BankAssist LLM | ITSM LLM | HR LLM | Conversation Summarization | Product Description Generator | o .
= 9 Logs & Insights Platforms
V4 . . =
O Generative Al Ops Services Model Fine-Tuning | Model Deployment | Model Governance | Model Insights | Guardrails
|'E ERP Systems
Data Services Vector Database | CRM Integration | Data Al Connectors | Pre-Built APLI Integrations | Knowladge Connectors
. Marketing Automation
Platform Services Omni Channel | Multi-Lingual | Scalability | Security | Compliance | LifeCycle Managment | Collaboration Tools —> \ /
o
= : :
3! Commercial and Community Language Models Open Al GPT-4 | Anthropic Claude | Google Gemini // Mistral 7B/11B | LLaMA 2 | FLAN-T5
=
8 kEnterprise Cloud Infrastructure Cloud Deployment | Private VPC Cloud Deployment | On-Prem Infrastructure j
Y
=

>
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Disena experiencias.
Transforma resultados.

Es la plataforma de VoC #1 integral donde captura, entiende
y actua sobre la voz del cliente, empleado y mercado, en
tiempo real y desde un unico lugar transformando cada
experiencia en una ventaja competitiva medible.
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Gartner Qualtrics:
| ider en Voice of the

Customer (VoC)

/N
| eaders

Challengers
‘ Qualtrics

@ Medalla

@ Sprinkir

@ Press Ganey Forsta

Alchemer @ @ '"Moment
Verint @
Concentrix @
Pisano @
SMG ®
Xebo.ai @

QuestionPro @

Nitch Players Visionaries

A\ 4

Ability to execute

Completeness of vision Source: Gartner, as of March 2025
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[A]

[B]

[C]

[D]

13

Productos

Qualtrics CX Core Surveys
(NPS, CSAT, CES)

Qualtrics Brand Tracking

Qualtrics EX
(Engagement, Clima, EX 360)

Qualtrics CoreXM

Qualtrics PX

[F]

[G]

[1]
[J]

Qualtrics Web & App Feedback
Qualtrics XM Directory

Qualtrics Workflows /
Journey Optimizer

Qualtrics Discover

Qualtrics iQ Suite
(Stats iQ, Predict iQ, Text iQ)
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Qualtrics CX Core Surveys
(NPS, CSAT, CES)

®
Customer Experience (CX)
Encuestas post-interaccion, VoC
omnicanal, mapas de journeys.
Qualtrics CoreXM

®

CoreXM (Base)

Motor base para estudios, investigacion
ad-hoc y personalizacion total.

Qualtrics EX

Qualtrics Brand Tracking (Engagement, Clima, EX 360)

@ @
Brand Experience (BX) Employee Experience (EX)
Medicion de percepcion, Feedback de colaboradores: clima,
posicionamiento y efectividad de cultura, onboarding, ciclos de vida.
campanas.
Qualtrics PX

®

Product Experience (PX)

Opinion de usuarios sobre productos
fisicos o digitales. Mejora de UX.
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Qualtrics Web & App Feedback Qualtrics XM Directory Qualtrics Workflows / Journey Optimizer

@ @ ®
Digital CX XM Directory (Customer 360) Journey Optimizer
Encuestas embebidas, interceptores, Base de datos de experiencia unificada: Trigger de encuestas, flujos post-
pop-ups, formularios en sitios y apps. perfiles, atributos y audiencias. feedback, alertas y tareas para equipos.

Qualtrics iQ Suite

Qualtrics Discover (Stats iQ, Predict iQ, Text iQ)

® ®
XM Discover Advanced Analytics (iQ Suite)
Analitica de texto y voz (llamadas, Analisis estadistico, prediccion de
emails, chats), insights no abandono, analisis semantico de texto.
estructurados.
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#1 Contact Center as
a Service (CCaaS).

La solucion CCaaS moderniza los contact
centers mediante una plataforma en la nube que
unifica canales, escala rapidamente y mejora la
atencion al cliente sin depender de
infraestructura tradicional.
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Gartner Genesys:
Contact Center as a

Service (CCaaS)

Challengers

@ Fiveo

@ Amazon Web Services

Cisco @

Talkdesk
Content Guru @ ¢

8x8 @

Vonage @

Visionaries

Nitch Players

A\ 4

Ability to execute

Completeness of vision Source: Gartner, as of October 2024
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[A]

[C]

[D]

Productos

Genesys Cloud CX Base Platform

Genesys Voice + Digital
(chat, WhatsApp, email)

Genesys Bot + Google/Dialogflow
ACD + Architect + Routing Engine

WEM Suite
(Quality, Forecast, Gamification)

[G]

[H]

[1]
[J]

Speech & Text Analytics
(Speechminer)

Campaign Management +
Predictive Dialer

Predictive Engagement +
Web Messaging

AppFoundry + APl / Webhooks

Journey Analytics + Reporting

>



Genesys Cloud CX Base Platform

Migracion a Contact Center en la Nube

Core del modelo SaaS. Reemplazo de
sistemas on-premise como Avaya o
Cisco.

ACD + Architect + Routing Engine

Ruteo inteligente por skills / prioridad

Diferenciador clave en experiencia e
indicadores operativos (SLA, FCR).

Genesys Voice + Digital
(chat, WhatsApp, email)

Genesys Bot + Google/Dialogflow

Atencion Omnicanal (voz + digital)

Alta demanda desde CX y marketing.

Base de cualquier modernizacion.

WEM Suite
(Quality, Forecast, Gamification)

Gestion de agentes y desempeno (WEM)

Necesario en operaciones medianas y

grandes. Mejora productividad.

Autoservicio con Bots y Automatizacion

Mejora tiempos de respuesta y reduce
costos operativos.
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Speech & Text Analytics (Speechminer)
®

Calidad y cumplimiento
(grabacién, monitoreo)

Util en industrias reguladas (banca,
seguros, salud).

AppFoundry + APl / Webhooks

Integracion con ecosistema del cliente

Necesario en escenarios complejos.
Valor percibido en cuentas enterprise.

Campaign Management + Predictive Engagement +

Predictive Dialer Web Messaging
® ®
Campanas outbound Engagement proactivo en canales
(ventas / cobranzas) digitales
Relevante en verticales outbound- Permite acciones basadas en
intensivos. Upsell tipico. comportamiento online. Mejora
conversion.

Journey Analytics + Reporting

Visibilidad del Customer Journey /
CX Analytics

Foco estratégico, aungque no siempre
prioritario en primeras fases.

h°g
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Challengers Leaders

' Salesforce

@ Microsoft
@ Oracle

@ ServiceNow
@ Pegasystems

Salesforce lidera por su
vision integral, capacidad de e @ @ sencest
ejecucion y constante .
innovacion en soluciones
CRM basadas en la nube, : AL e ®
consolidandose como 5 , .
referente del mercado global. & Niche Players Visionaries
. 2 >
Completeness of vision Source: Gartner, as of October 2024
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Productos Sales

[A]
[B]
[C]
[D]
13
[F]

SALES CLOUD

CPQ (CONFIGURE, PRICE, QUOTE)
SALES ENGAGEMENT

REVENUE INTELLIGENCE
EINSTEIN FOR SALES

PARTNER RELATIONSHIP MANAGEMENT (PRM)
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Sales Cloud

Gestion de leads, cuentas,
oportunidades y forecast.

Revenue Intelligence

Analisis de meétricas de ingresos y
prevision avanzada.

CPQ (Configure, Price, Quote)

Sales Engagement

Configurar precios y generar
cotizaciones.

Einstein for Sales

Automatizacion de cadencias y
actividades de SDRs.

|A para scoring, recomendaciones
y previsiones.

Partner Relationship Management (PRM)
®

Gestion de relaciones y ventas
con partners y canales.
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Productos
Marketing

[A]
[B]
[C]
[D]
13
[F]

ACCOUNT ENGAGEMENT (ANTES PARDOT)
MARKETING CLOUD ENGAGEMENT

DATA CLOUD FOR MARKETING
INTELLIGENCE (DATORAMA)

MARKETING CLOUD PERSONALIZATION

ADVERTISING STUDIO
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Account Engagement (antes Pardot)

Automatizacion B2B y nutricion
de leads.

Intelligence (Datorama)

Analisis de performance y atribucion
de marketing.

Marketing Cloud Engagement

Automatizacion de campanas
por email, mobile y web.

Marketing Cloud Personalization

Personalizacion en tiempo real
de experiencias.

Data Cloud for Marketing

®
Unificacion y segmentacion
avanzada de datos de cliente.
Advertising Studio

®

Activacion de audiencias en redes
y publicidad digital.
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Productos
Service

[A]
[B]
[C]
[D]
13
[F]

SERVICE CLOUD

FIELD SERVICE

DIGITAL ENGAGEMENT

EINSTEIN FOR SERVICE

KNOWLEDGE

SERVICE PROCESS AUTOMATION
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Service Cloud

Field Service

Digital Engagement

Gestion omnicanal de casos, SLAy
servicio al cliente.

Einstein for Service

Gestion de técnicos de campo,
agendas y 6rdenes de trabajo.

Knowledge

®
Atencion por canales digitales (chat,
WhatsApp, redes).
Service Process Automation

®

|A para prediccion de tiempos de
resolucion y articulos sugeridos.

Gestidn y autoservicio de base de
conocimientos.

Automatizacion de flujos de atencidn
y resolucion.
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salesforce 3 GENESYS
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