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After reaching $800 million in 2005, enterprise spending on hardware, 
software and services to support automated handling of telephone based 
transactions, queries and interactions (primarily voice-based) will exceed 
$2.5 billion by 2009. CAT infrastructure is increasingly comprised of off-
the-shelf elements which comprise “Take and Bake” solutions that are the 
products of 3rd party integrators. Over time the advancement of IP-
Telephony and standards skew spending toward managed services and 
software that leverages Web-based logic and rendering. 
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Key Findings 

Simplicity and affordability will be key to the proliferation of 
Conversational Access Technologies (CAT) over the next five years. 
Moving from the bottom of the value chain toward the top, CAT’s 
transformation will take into account the following factors: 
 
• CAT builds on COTS (Configurable off-the-shelf) – In the context 

of expanding the pie for conversational access technologies, 
‘commoditization’ is not a dirty word, as the likes of Cisco, Intel, HP 
and IBM have learned for their basic line of servers and blades.  
 

• IMS builds in importance as a blueprint for adding broadcast 
capabilities to traditionally conversational networks for both 
enterprises and service providers – Although it is rightfully 
criticized as a vague buzzword, the IP Multimedia Subsystem 
specification has become shorthand for a layered architecture 
promoting well-behaved media gateways and media servers under the 
control of business rules residing in applications servers. Make no 
mistake, IMS is also closely linked to the storage and distribution of 
video (called “IPTV”). 
 

• Linking CAT to SOA deployments calls for toolsets and 
‘dashboards’ to accommodate changing organizational 
structures and application management requirements – CAT 
implementations must better conform to established and emerging 
business processes. Responses to demands for flexibility are manifold 
and range from IBM’s broad-based tutorials on SOA governance and 
management seminars to Convergys’ Open Hosting Environment for 
SpeechPort. 
 

• The fight is on for professional services – More than half of all 
enterprises that deploy CAT turn to 3rd party resources for application 
development, deployment and tuning. This will give rise to a $110 
million opportunity which grows to $200 million during our forecast 
period for system integrators, including vendor-supplied professional 
services. 
 

• Professional services also under assault from insiders – It is the 
stated goal of most large enterprises to build internal resources to take 
care of and refine CAT resources. To an increasing degree, this 
involves a re-assignment of contact center personnel to the ‘data 
center’ where self-service applications reside. 
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• Prepackaged will give way to “Take ‘n’ Bake” approach for 
applications development – The mandate for fast payback periods 
and rapid deployment of new applications has cultivated the need for 
‘pre-packaged’ solutions, but experience has taught enterprise IT 
executives that very few CAT solutions have the ‘plug and play’ 
reliability of a suite of productivity software. Instead they have 
attributes akin to ‘take ‘n’ bake’ pizza, where in-house resources or 3rd 
party development is required to make solutions fully-functional.  

 
• Zero CapEx options for SMBs and XXLs – The ranks of hosted 

service providers that combine telephony management with contact 
center applications is growing and incumbent telcos are taking 
solutions to market for both their small to medium-sized customers 
and their largest clients. 
 

• Search and collaboration clients to define phone-based self-
service – During the forecast period, Opus Research expects the 
interactive world to take a closer look at the Directory Assistance 
model as a template for paid search. Likewise, the engines that back 
up traditional directory assistance are being augmented by search 
services that more strongly resemble familiar Web-based portals. 
 

• More disruption on the horizon – With Microsoft and BBN ready to 
commoditize speech licenses and the likes of Asterisk and Pingtel 
introducing open source IP-PBXs, disruptive forces are about to 
dominate the marketplace. Whether they bring the often promised 
fruits from thousands of creative developers or cause prospective 
buyers to freeze in the glow of their headlights is the billion dollar 
question that will shape CAT’s adoption curve. 
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