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With CXP, the vendor is moving beyond conversational 
AI tools to offer a central control plane, positioning 
itself to orchestrate — rather than replace — 
incumbent CCaaS and CRM systems. The platform 
unifies orchestration, governance and execution 
into a single system that enables enterprises to 
scale agentic automation safely in production.
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Introduction
ASAPP specializes in applying generative AI to enterprise customer service functions. It is known for its 
GenerativeAgent platform, which leverages artificial intelligence to automate and enhance customer 
interactions across various channels. In November, the company launched the Customer Experience Platform. 
Powered by its GenerativeAgent technology, CXP unifies orchestration, governance and execution into a single 
system that enables enterprises to scale agentic automation safely in production.

THE TAKE
The vendor’s launch of the Customer Experience Platform marks a strategic shift from conversational 
AI tooling toward a comprehensive system designed to manage the full life cycle of automated 
customer interactions, from initial deployment to ongoing optimization. By expanding its 
GenerativeAgent Platform into CXP, ASAPP is aiming to help enterprises deploy, manage and evolve 
AI agents as production systems rather than experimental tools. The move should boost its ability to 
automate and streamline customer interactions, positioning ASAPP as a control layer above contact-
center-as-a-service (CCaaS), CRM and back-end systems rather than as a replacement.

Context
Founded in 2014, ASAPP is led by CEO Priya Vijayarajendran. It is headquartered in New York City, with additional 
offices in California, Argentina and India. The vendor’s client base spans enterprises in sectors such as financial 
services, healthcare, insurance, retail, telecom and travel. Reference customers include American Airlines 
Group Inc., DISH, Ernst & Young and JetBlue Airways Corp. According to S&P Capital IQ Pro, ASAPP has raised 
roughly $325 million in funding. Its most recent round was a $120 million series C in April 2021 led by Fidelity 
Investments and Dragoneer Investment Group.

Our research indicates that businesses are increasingly investing in generative AI for their customer service 
agents and contact-center operations. According to 451 Research’s Voice of the Enterprise: Customer 
Experience & Commerce, Digital Maturity 2025 survey, nearly 73% of organizations are deploying GenAI 
technology for their customer service agents and contact centers. Approximately 44% of respondents have 
deployments in production, with an additional 29% in proof-of-concept or discovery stages.

Figure 1: Businesses are investing in GenAI for customer service agents and contact centers

Source: 451 Research’s Voice of the Enterprise: Customer Experience & Commerce, Digital Maturity 2025.
Q. What is your organization’s deployment status for generative AI-enabled agent assist/agent copilot solutions for its customer service 
agents and contact center?
Base: CXC respondents (n=485).
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Products
ASAPP pitches the Customer Experience Platform as delivering a personalized “VIP concierge” that recognizes 
customer context and acts instantly on behalf of the user. Designed to unify interactions, systems and 
intelligence, CXP is intended to shift enterprises from traditional systems of record to systems of action by 
lowering cost to serve, improving containment rates, and enhancing the overall role of human agents. The 
platform integrates with existing enterprise systems, learns from each conversation, and delivers measurable 
efficiencies across the customer experience.

For operational teams, CXP features diagnostic tools that automatically monitor conversations flagged for 
review; detailed insights into the AI agent’s underlying decision-making process; automated updates for 
knowledge articles or task instructions; simulation tools for safe, no-code scenario testing; and real-time 
dashboards and reporting. Moreover, technical builders benefit from streamlined configuration of knowledge 
bases, tasks and rules; an API integration hub with function calls that simplify cross-system workflow 
orchestration; prebuilt connectors for CRM, CCaaS, telephony, chat and knowledge systems; and support for 
multi-agent voice configurations when utilizing GenerativeAgent for voice interactions.

Competition
ASAPP vies with other AI-native vendors dedicated to conversational AI for customer service, including Sierra 
and Decagon AI. Additionally, established CCaaS players with entrenched market positions such as Five9 Inc., 
Genesys, NICE Ltd. (which recently shelled out $955 million for conversational and agentic AI specialist Cognigy) 
and Verint Systems Inc. (which was recently purchased by Thoma Bravo and slated to be merged with Calabrio) 
are accelerating their AI initiatives.

The competitive landscape also encompasses CRM and cloud platform giants such as Salesforce Inc. with 
its Einstein AI platform and Microsoft Corp. with Dynamics 365 Customer Service, which are integrating AI 
capabilities directly into their ecosystems. While not currently in direct competition, a long-term threat is 
emerging from infrastructure players that risk commoditizing the underlying technology. This category includes 
developer-focused orchestration specialists such as RapidaAi, VAPI, Rumi.ai and Vocode.



Market Insight Report Reprint

3©Copyright 2026 S&P Global. All Rights Reserved.

SWOT Analysis

STRENGTHS
ASAPP benefits from its deep expertise in applying 
AI to customer experience, bolstered by substantial 
funding and a strong market presence. Its 
proprietary GenerativeAgent Platform and launch 
of CXP support rapid deployment and flexible 
management of AI agents, offering a competitive 
edge over less-specialized services.

WEAKNESSES
The platform’s value proposition is closely tied 
to proving return on investment via operational 
efficiency — a metric that can be more complex 
and challenging to demonstrate in traditional  
sales cycles compared with straightforward  
feature comparisons.

OPPORTUNITIES
Rising demand for AI-driven operational efficiency 
in the contact-center space presents significant 
market potential. ASAPP’s enhanced platform 
could facilitate penetration into new verticals 
and geographies as businesses increasingly seek 
to integrate human and AI capabilities within a 
cohesive operational framework.

THREATS
Intensified competition from both innovative 
startups and established incumbents presents 
risks in pricing and feature differentiation. Major 
players with expansive CRM ecosystems, such 
as Salesforce and Microsoft, could introduce 
similar AI-enhanced customer services. Regulatory 
challenges, particularly related to data privacy and 
AI ethics, could impact adoption rates.
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