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Analysis Summary

Zoom was rated Exemplary, with strong Product Experience driven by robust features, and
solid Customer Experience supported by clear TCO/ROI performance. Zoom was designated a
Leader in Capability. Zoom's Exemplary rating is associated with its overall grade of A- with an
81.4% performance. Zoom's best grouped results came in Product Experience with an 82.8%
performance and an A- grade, due in part to its A- in Capability. In Customer Experience, Zoom
received a B++ grade with a 76.7% performance due to its 78.9% performance in TCO/ROI.

Strengths .
8t . . Conversational Al for CX

Zoom performed best in Product Experience, Zoom
driven by strong, Al-powered enablement of its
platform. The provider notably achieved an A- in | category | Performance | Grade |
Capability due to its communications and Overall A-
intelligence through Al with its platform. Zoom Product A
received a B++ grade in Customer Experience, Adaptability A
supported by a B++ in TCO/ROI due to the breadth Capability N
of information available for building a business Manageability Bes
case. —

Reliability B++

Usability A-
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Zoom earned an Exemplary rating and was

Validation B+

recognized as a Leader in Capability for its
advancement in supporting Conversational Al for
CX and its approach for customer engagement.”

* Source: ISG Research
ISG Conversational Al for CX Buyers Guide
© 2025 Information Services Group, Inc.

enterprises, software and service providers, and investment firms. The ISG Buyers Guides provide insight on software

ISG Software Research and Advisory provides market research and coverage of the technology industry, informing
categories and providers that can be used in the RFI/RFP process to assess, evaluate and select software providers.
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