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This report synthesizes data from verified enterprise practitioner communities, G2 and Gartner Peer Insights reviews, and independent
analyses from CXToday (March 2026), GigaBPO (May 2026), Platform28 (February 2026), Hustler's Library (April 2026), Nextiva
(March 2026), and Ringly.io. Pricing data reflects vendor pricing pages and independent pricing analyses current as of June 2026.
NICE CXone was named Gartner's sole "Customers' Choice" CCaaS vendor in recent Peer Insights research.

TheVerdict Up Front

NICE CXone is the Gartner Customers' Choice CCaaS platform, recognized for extensive global support and the
strongest workforce optimization (WFO) and quality assurance capabilities in the comparison. Its True to Interval
(TTI) forecasting and workforce management tools are best-in-class for large contact centers where scheduling
accuracy directly impacts cost and service levels. Its documented commercial evolution: pricing has risen versus prior
years, implementations are lengthy, and the Elite tier adds $0.25/Al session on top of per-seat pricing, introducing the
same consumption-based Al billing trap documented across agentic Al platforms in this library. CXone Core at
$110/user/month is the most competitive entry point against Genesys. CXone Ultimate at $135+/user/month is
significantly cheaper than Genesys CX 4 at $240/user/month for comparable feature sets.

Genesys Cloud CX is the largest pure-play CCaaS vendor globally, reaching $2B+ in annual recurring revenue in
2025, a milestone no other CCaaS vendor has achieved. Its open architecture, extensive customization depth, and
continuous innovation cadence are specifically cited by enterprise buyers as differentiators. Its documented liability:
"Genesys provides flexibility and continual innovation, but we needed dedicated onboarding to unlock its full
potential." Implementation takes weeks to months for full deployment. The CX 2 plan at $115/user/month is
competitive with NICE CXone Core at $110. The CX 4 plan at $240/user/month is substantially more expensive than
NICE CXone Ultimate at $135+. For organizations that need Genesys's customization depth, the premium isjustifiable.
For organizations that don't, NICE CXone delivers comparable functionality at meaningfully lower cost.

Five9 is the pure-play cloud contact center company that has focused exclusively on CCaaS since 2001. It went public
in 2014 and built a reputation for strong Al capabilities, particularly around intelligent virtual agents and outbound
sales automation. Its documented liabilities: Fived requires a 50-seat minimum for enterprise customers, annual
contracts, and implementation timelines measured in months. Lower pricing tiers may be voice-only, limiting access to
digital channels for businesses needing multichannel support. Five9 isin atransition period in 2026 and is best suited
for outbound-heavy contact centers and sales teams that use high-performance dialers. The Core plan starts at
approximately $169/user/month, making it more expensive than both NICE CXone Core ($110) and Genesys CX 2
($115) at comparable mid-tiers.

The honest 2026 framing: All three platforms serve large contact centers with complex multichannel requirements.
The rea differences are implementation complexity, Al billing models, WFO depth, and pricing at scale. For
organizations under 50 agents or with simpler requirements, all three platforms may be overbuilt and overpriced
relative to aternatives like Talkdesk, 8x8, or RingCentral.



Recommendations. For large enterprisesin regulated industries (financial services, healthcare, public sector) that need
best-in-class workforce optimization and Gartner Customers Choice validation: NICE CXone. For enterprises that
need maximum customization depth and open architecture for complex, unique contact center environments. Genesys
Cloud CX. For outbound-heavy contact centers and sales teams where intelligent dialing and Al virtual agents are the
primary requirements. Five9.

The CCaaSMarket Context: Why Thisls Now an Architectural Decision

The ContactBabel US report notes: "CCaaS is no longer just a technology choice, but an architectural decision that
impacts how quickly organizations can adapt to change."

The top five CCaaS vendors account for over 60% of enterprise deployments. All three platforms in this comparison
support omnichannel engagement, Al-driven automation, and large-scale operations. The real differences are how each
vendor approaches cloud migration, Al control, compliance, and risk.

The global CCaaS market is growing rapidly as organizations move from on-premise PBX systems to cloud contact
center infrastructure. The migration is not reversible for most organizations, making the initial platform selection more
conseguential than equivalent decisionsin categories where switching costs are lower.

The NICE CXoneAl Session Pricing: The Consumption Trap

NICE CXone's Elite tier introduces $0.25/Al session charges on top of per-seat pricing. This is the same
consumption-based Al billing pattern documented across agentic Al platforms in this library, and it carries the same
risk: Al session consumption in production is amost always higher than projected.

A contact center processing 50,000 customer interactions per month where Al handles 40% of sessions generates
20,000 Al sessions per month at $0.25/session, which equals $5,000/month in Al consumption charges on top of
per-seat licensing. Organizations that model NICE CXone costs based on per-seat pricing alone and add Elite Al
features post-implementation discover this consumption charge on their first post-activation invoice.

The practical guidance: model Al session volume at 2-3x projected usage before committing to NICE CXone Elite tier
Al features. No platform makes pre-deployment Al consumption modeling easy, and CXone is no exception.

Five9'sVoice-Only Lower Tier Problem

Five9's lower pricing tiers may be voice-only, limiting access to digital channels for businesses needing multichannel
support.

This is the most consequential feature gate in the Five9 pricing structure. Organizations evaluating Five9 for
multichannel customer service, covering voice, chat, email, and social media, must verify their specific tier includes
digital channels before signing. Entry-level Five9 plans may provide only voice routing, with digital channels requiring
upgrade to higher tiers.

Additionally, Five9 is primarily a CCaaS provider, not a primary UCaaS (business phone) provider. To get full office
telephony features, many businesses have to integrate it with a third-party system like Nextiva or Microsoft Teams,



which can add layers of management and billing complexity.

The 50-seat minimum for enterprise customers creates a qualification threshold that smaller contact centers cannot
meet. Organizations with 20-49 agents face either a commitment to seats they don't need or selection of an alternative
platform.

Platform Ratings and Market Position

Platform Gartner Position G2 Primary Strength

NICE CXone Customers' Choice =~ Strong = WFO, compliance, regulated industries
Genesys Cloud CX | Leader Strong = Customization depth, $2B+ ARR

Five9 Leader Strong  Outbound, Al virtual agents, dialers

NICE was named Gartner's sole "Customers' Choice" CCaaS vendor in recent Peer Insights research, recognized for
extensive global support and Al muscle.

Genesys isthe largest pure-play CCaaS vendor globally, reaching $2B+ in annual recurring revenue in 2025, afirst for
theindustry.

What Practitioners Actually Report

NICE CXone: What Works

Workforce optimization depth is NICE CXone's most consistently validated enterprise advantage. Its workforce
management and quality assurance features, including True to Interval (TTI) forecasting, are among the most
feature-rich in the industry.

A verified G2 reviewer notes. "We've found the CXone platform to be a good choice for our business. The cloud-based
infrastructure is reliable, and it has a plethora of powerful features that help us enhance customer, agent, and manager
experiences.”

For regulated industries, NICE's compliance depth is specifically cited as a differentiator. NICE often emerges as the

safest choice in regulated sectors such as financial services, healthcare, and the public sector.

NICE CXone: What Doesn't Work

Pricing has risen versus prior years; implementations are lengthy; interface updates are ongoing.

A verified G2 reviewer notes. "Custom reports are difficult to configure, and the learning curve for IVR Studio
scripting is steeper than anticipated.”

The $0.25/Al session consumption charge on Elite tier requires explicit modeling before deployment, as documented
above.

Genesys Cloud CX: What Works

Open architecture and customization depth are Genesyss most consistently cited enterprise advantages. For
organizations with unique contact center workflows that standard platforms cannot accommodate without significant



workarounds, Genesys's flexibility is operationally valuable.

A G2 reviewer notes. "Genesys provides flexibility and continual innovation, but we needed dedicated onboarding to
unlock itsfull potential."

The $2B+ ARR milestone and position as the largest pure-play CCaaS vendor provide commercial stability signals that
matter for organizations making multi-year infrastructure commitments.

Genesys Cloud CX: What Doesn't Work

Implementation complexity is Genesyss most documented operational challenge. Weeks to months for full
deployment, with dedicated onboarding required to realize the platform's full potential, creates a time-to-value gap that
simpler platforms do not.

The CX 4 plan at $240/user/month is substantially more expensive than NICE CXone Ultimate at $135+/user/month
for comparable feature sets. Organizations that need Genesys's customization depth justify the premium. Organizations
that don't may be paying for flexibility they will not use.

Five9d: What Works

Outbound call center capabilities are Fived's most consistently cited strength. Sales teams, telemarketers, and debt
collection agencies benefit from Five9d'sintelligent dialers, which extend the time their agents spend with real people.

Five9 is a pure-play cloud contact center company. CCaaS has been their only business since 2001. They went public
in 2014 and have built a reputation for strong Al capabilities, particularly around intelligent virtual agents and
outbound sales automation.

Fived: What Doesn't Work
Theinterface can fedl abit outdated and clunky at times.

The 50-seat minimum, voice-only lower tiers, and UCaaS integration requirements for full telephony features are the
primary commercial and operational constraints. Pricing starts at $159 per user per month, you need at least 50 seats to
get started, and implementation timelines stretch across months, not weeks.

Five9 isin atransition period in 2026.

Pricing Reality (June 2026)

NICE CXone
Plan Price Notes
Core $110/user/month Voice, digital channels, basic analytics

Omnichannel Suite = $110-$135/user/month = Full omnichannel, WFO basics
Ultimate Suite $135+/user/month Advanced WFO, analytics

Elite $249/user/month Advanced Al, $0.25/Al session additional

Genesys Cloud CX



Plan = Price Notes

CX1  $75/user/month Voice only
CX 2  $1i15/user/month | Digital + voice
CX 3  $155/user/month = WFO included

CX 4  $240/user/month = Advanced Al, full suite

Five9
Plan Price Notes
Digital $119/user/month Digital channels only
Core $149-$169/user/month | Voice + digital
Premium = $199/user/month Analytics, WFO basics
Optimum | $229/user/month Advanced WFO
Ultimate $229/user/month Full Al suite

50-seat minimum on enter prise plans. Annual contractsrequired.

Pricing Comparison at Mid-Tier

Platform Mid-Tier Plan Price Digital Included
NICE CXone Omnichannel Suite = $110-$135 Yes

Genesys Cloud CX = CX 2 $115 Yes

Five9 Core $149-$169 = Verify by tier

NICE CXone is the most cost-competitive at mid-tier. Genesys CX 2 is close. Five9 Core is 25%-40% more expensive
at comparable feature sets.

The Decision Framewor k

Choose NICE CXoneiif:
» Workforce optimization depth, including True to Interval forecasting, quality assurance, and scheduling accuracy, is
aprimary operational requirement
* Your organization isin aregulated industry (financial services, heathcare, public sector) where Gartner Customers
Choice validation and compliance depth are procurement factors

¢ You have modeled Al session consumption at 2-3x projected volume before committing to Elite tier to avoid the
$0.25/Al session consumption surprise

» Mid-tier cost competitiveness versus Genesys is a budget factor
* Implementation timeline of weeks to months is manageable given your go-live requirements

Choose Genesys Cloud CX if:



* Your contact center has unique workflow requirements that standard platforms cannot accommodate without
significant workarounds

* Open architecture and customization depth justify the CX 4 premium over NICE CXone Ultimate

» Commercial stability from the largest pure-play CCaaS vendor at $2B+ ARR is a procurement factor for long-term
infrastructure commitment

* Y ou have dedicated implementation resources or a certified Genesys partner for the weeks-to-months deployment
timeline

Choose Five9 if:

 Outbound-heavy contact center operations, including predictive dialing, sales automation, and intelligent virtual
agents for outbound campaigns, are the primary use case

* Your agent count meets the 50-seat minimum
* You have verified that your required tier includes digital channels, not just voice
* You have modeled the UCaaS integration cost for full telephony features alongside Fived CCaaS licensing

The pre-signing checklist for all three platforms:

1. Verify which channels (voice, chat, email, social) are included at your specific tier, not just at the platform level
2. ldentify all Al features required and confirm which are included in base pricing versus consumption-billed add-ons
3. Model implementation timeline against your go-live date, all three platforms require weeks to months

4. Obtain competitive quotes from all three before signing, the pricing spread between NICE CXone and Genesys CX 4
is substantial for equivalent feature coverage

5. Confirm agent count against Five9's 50-seat minimum before beginning evaluation if under that threshold

The Bottom Line

NICE CXone, Genesys Cloud CX, and Five9d are al enterprise-grade CCaaS platforms with documented production
deployments at scale. The platform selection decision is architectural, not just commercial, and the differences that
matter most are implementation approach, Al billing model, WFO depth, and long-term pricing at scale.

NICE CXone is the most appropriate choice for regulated industries where Gartner Customers Choice validation,
compliance depth, and best-in-class workforce optimization justify the investment. Its Al session consumption pricing
on Elite tier requires explicit pre-deployment modeling.

Genesys Cloud CX is the most appropriate choice for enterprises with unique contact center architectures where
customization depth and open architecture are genuine requirements. Its CX 4 pricing at $240/user/month is the highest
in this comparison and requires explicit justification against NICE CXone Ultimate at $135+/user/month.

Five9 is the most appropriate choice for outbound-heavy contact centers and sales teams where intelligent dialing and
Al virtual agents for outbound campaigns are primary requirements. The 50-seat minimum, voice-only lower tier risk,
and UCaaS integration requirement are the three commercial factors that eliminate Five9 from eval uations where these
constraints apply.



The finding that belongs in every NICE CXone Elite evaluation: the $0.25/Al session charge applies on top of per-seat
pricing. A contact center processing 50,000 monthly interactions with 40% Al handling generates $5,000/month in Al
session charges before any per-seat cost. Budget for 2-3x projected Al session volume before committing to Elite tier.
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