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1.1 Why Read This Report 

This section details several vendors active in the 

CPaaS space. As stakeholders increasingly recognise 

the revenue opportunities to be gained from 

deployment, so the number of players in CPaaS 

service provision has risen. This report is not 

intended to provide comprehensive coverage of all 

the vendors operating in this market, but introduces 

the reader to 19 CPaaS vendors that Juniper 

Research considers leaders in the market. 

Juniper Research is a European-based provider of 

business intelligence. We specialise in providing 

high-quality data and fully researched analysis to 

manufacturers, financiers, developers and 

service/content providers across the 

communications sector. Juniper Research is fully 

independent and able to provide unbiased and 

reliable assessments of markets, technologies and 

industry players. Our team is drawn from 

experienced senior managers with proven track 

records in each of their specialist fields. 

 

 

 

The Future of the CPaaS Market 

In saturated markets such as North America and West Europe, larger enterprises are already accustomed 

to or have adopted CPaaS solutions. In previous years, CPaaS providers competed on the level of support 

for various technologies, however, this has become fundamentally homogenous across competing services. 

As a result, CPaaS platforms must switch their attention to attracting SMEs to platforms; this must be done 

by providing services that enable these clients, who often have no developer expertise in-house, to manage 

their CPaaS communication traffic. This is essential, as rich media channels and personalised content 

proliferate in the market. 

Juniper Research has identified Latin America and Africa & Middle East as two key regions that CPaaS 

platforms must consider when planning regional expansion. Indeed, these two regions provide varying 

benefits and challenges, but overall revenue growth is expected to be driven, in part, by these regions. 

Notably, the prevalence of SMS in these regions will provide an immediate platform for growth for all 

CPaaS platforms. 

The key challenge for CPaaS platforms is providing enough support for channels that are popular in that 

region. With all regions having substantial variation in technologies supported, ensuring that CPaaS 

platforms provide value to enterprises can be challenging. 
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Figure 1: Juniper Research Competitor Leaderboard: CPaaS Vendors 

 

 

Source: Juniper Research 
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Infobip: the leading CPaaS player as scored in the Juniper Research 

Leaderboard.  

 

Juniper Research believes Infoip to be one of the market leaders in terms 

of the breadth and sophistication of its CPaaS services. 

 

Juniper Research believes that Infobip’s acquisition of South Eastern 

European business and tech magazine Netokracija in July 2022 is another 

step in the company establishing its presence in the B2D 

(Business--to-Developer) segment. Indeed, this builds upon Infobip’s 

previous acquisition of Shift Conference.  

 

Notably, Infobip is prioritising international expansion, having established 

a presence in Indonesia and Israel during June and July 2022 respectively. 

Moreover, the acquisition of Peerless Network will also enable Infobip to 

access the US market and expand its reach.  

 

Infobip has also established a number of strategic partnerships with key 

telecommunications players, including BT and Vodafone, which will work 

to further strengthen the company’s European presence.  

 

A key strength of Infobip’s product offering is the wide range of  

communications channels it offers, which in turn strengthens its position  

as a CPaaS provider and will appeal to omnichannel marketing  

strategies/customer service offerings. 
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1.1.1 Infobip 

 

Table 2: Juniper Research Competitor Leaderboard Heatmap: CPaaS Vendors 
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Market 
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in the Mobile 
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Provision 

Geographic
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Sophistication 

of CPaaS 

Services 

Segment 

Coverage 

Innovation in 
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Market 

Future CPaaS 
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Infobip            

       High 

Source: Juniper Research 

i. Corporate Profile 

Founded in 2006, Infobip is a telecommunications and IP platform provider that specialises in A2P SMS, RCS, voice, email, push notifications and chat applications (including 

WhatsApp, Viber, LINE, Facebook Messenger, and Telegram). Infobip presently supports the transmission of more than 8 billion messages on a monthly basis; representing 

approximately 5% of the global addressable A2P market. 

Key executives at Infobip include Silvio Kutic (CEO); Izabel Jelenic (CTO); Roberto Kutic (COO); Mario Baburic (CFO); Adrian Benic (CPO). 

In August 2020, Infobip raised over $200 million in its first private equity round from New York-based OEP (One Equity Partners). This funding led to Infobip achieving a unicorn 

valuation; placing the company in a strong position to expand its presence in North America. This expansion was realised in November 2020 with the acquisition of OpenMarket, a 

provider of enterprise mobile messaging solutions, for approximately $300 million.  

In April 2021, Infobip acquired Shift Conference, a leading regional tech conference producer based in Croatia. This acquisition will boost Infobip’s capacity for developer relations 

and allow the company to enter the B2D segment, especially in the US and Canada.  



CPAAS   COMPETITOR LEADERBOARD 2023-2027 5 

 

 

In May 2021, Infobip announced the acquisition of Anam, an SMS Firewall and 

Analytics Specialist based in Ireland. Through this acquisition, Infobip can strengthen 

its enhanced product and service offerings for MNOs.  

In July 2022, Infobip announced the acquisition of South Eastern European business 

and tech magazine Netokracija. It is another step in establishing Infobip as a 

presence in the developer ecosystem, alongside their earlier acquisition of Shift 

Conference. 

On 27th July 2022, Infobip completed the purchase of global VoIP provider Peerless 

Network. The value of the deal is around $200 million, and as result of it, Infobip’s 

clients are now able to access the US market through Peerless Network, which covers 

98% of Americans across 49 states. 

ii. Geographical Spread 

Infobip has two headquarters which are located in the UK and Croatia. In Africa, the 

company has offices in Côte d’Ivoire, Ghana, Kenya, Morocco, Nigeria, South Africa, 

Tanzania, and Zambia.  

In the APAC region, Infobip has offices in Australia, China, India, Indonesia, Japan, 

Malaysia, Myanmar, the Philippines, Singapore, South Korea, Taiwan, Thailand, and 

Vietnam. 

Aside from its two headquarter locations, Infobip has other European offices in 

Belarus, Bosnia and Herzegovina, Croatia, France, Germany, Greece, Italy, Poland, 

Russia, Serbia, Spain, Sweden, Turkey, and Ukraine.  

In Latin America, Infobip has offices in Argentina, Brazil, Chile, Colombia, Mexico, 

Paraguay, and Peru.  

Meanwhile, in North America, Infobip has offices in San Francisco (US), Jersey City 

(US) and Vancouver (Canada).  

Infobip also has offices in Bangladesh, Egypt, Kazakhstan, Pakistan, and the UAE.  

On 22nd November 2021, Infobip announced its arrival into the Australian market. 

This was following the acquisition of OpenMarket, when Infobip gained many local 

employees and established a new office in Sydney. This expansion into Australia will 

result in new partnerships and there are plans for an additional office in Melbourne.  

Infobip announced an expansion into Estonia on 31st May 2022 in order to continue 

growth in the Nordics and Baltics region. Infobip already has a partnership with 

Estonia-based ride-hailing company Bolt, and there will likely be more partnerships 

to come. 

On the 21st June 2022, Infobip launched a new data centre, ID1, in Indonesia to help 

support the accelerating growth of digital transformation in the Asia Pacific region. 

In July 2022 Infobip expanded into Israel. The country has many fast-growing SaaS 

firms with the need to reach global customers, which Infobip can offer these 

businesses access to, via its CPaaS platform.   

iii. Key Clients & Strategic Partnerships 

Infobip is a member of the GSMA, as well as groups such as the MEF (Mobile 

Ecosystem Forum), Mobile Marketing Association and Mobey Forum. The company’s 

main clients are Internet-based companies, mobile and digital businesses, OTTs, 

banks, large enterprises and retailers, transport providers, aggregators, and MNOs. 

Infobip’s customer base includes Alfa-Bank Kazakhstan, Allied Bank, Asia Insurance 

1950, BlaBlaCar, Bukalapak, CarDekho, Citrus, Dahmakan, Daraz, DinarPAY, 

EaseMyTrip.com, Gamigo, GTBank, Healthcare at Home, HF Group, Indosat Ooerdoo, 

Jazz, Kakao, Leanpay, Marham, medGo, MobiFone Vietnam, Mukuru, Nickel, NLB 

Banka, OpenSooq, Papa John’s Pizza, Raiffeisen Bank, Rapido, Sberbank, Senati, 

ShoeBeDo, TTN, Unilever, Volpy, VTB Bank, WeFarm, Welthungerhilfe, Wurth and 

Yousign. 

In September 2020, Infobip announced it became an official partner of Google Brazil 

to help provision rich business messaging for operators in the market.  

In March 2021, Infobip announced an agreement with BT, which enables it to offer 

access to RCS Business Messaging on the EE network.  

In April 2021, Infobip announced a partnership with Bharti Airtel and Vodafone Idea 

to provide Mobile Identity services to enterprises and technology companies in India. 
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Infobip and the GSMA jointly approached the operators as part of the GSMA Identity 

Revenue Acceleration Initiative. Infobip was awarded Trusted Partner status in this 

initiative in August 2020, with the company able to help create opportunities and 

revenue growth for network operators using digital identity technology.  

In September 2021, Infobip announced a collaboration with Telekom Deutschland to 

offer Telekom Deutschland’s business customers Infobip’s mobile authentication 

solution, Mobile Identity. By doing this, customers will receive seamless security; not 

needing to switch channels in order to activate 2FA. 

Infobip announced a partnership with software solutions company Dataphiles in 

February 2022. As result, this launches a new patient portal via Dataphiles subsidiary 

company, PatientComms. Using Infobip’s chatbot-building solution, Answers, dental 

practices using PatientComms will be able to communicate with customers through 

sophisticated automation. 

In February 2022, Infobip announced a partnership with Jazz, the largest mobile 

operator in Pakistan. With this partnership, Infobip will support Jazz in becoming the 

first in Pakistan to launch a complete services environment. 

In March 2022, Infobip signed a strategic partnership with Zain Jordan, the leading 

Middle East and Africa telecoms operator. Zain Jordan’s customers will benefit from 

Infobip’s unified platform, which will help to improve customer experience across 

multiple channels, and Infobip’s cloud communication solutions will be included in 

the ‘Zain Business’ services package, being relaunched to the local Jordan market.  

Also in March 2022, Infobip partnered with RedEye, an AI-driven marketing platform, 

in order to offer RedEye’s clients greater reach and more effective automated 

communications across the channels available through Infobip’s CPaas portfolio. 

On 28th March 2022, Infobip announced a partnership with Vodafone in Germany, 

joining Telekom Deutschland in enabling the mobile authentication solution, Mobile 

Identity. This partnership grants access to a potential 62 million smartphone users to 

use Mobile Identity.  

In May 2022, Infobip partnered with BT to enhance business customer experiences in 

the UK. Businesses will have access to Infobip’s range of customer engagement 

solutions, meaning businesses can offer a messaging service for customers rather 

than just a call centre. 

Infobip enhanced its collaboration with Microsoft in July 2022, in order to improve 

digital communications. Infobip has integrated its WhatsApp and SMS channels with 

Microsoft Dynamics 365 Sales to help improve businesses customer relationships 

and increase loyalty. The WhatsApp channel has also been integrated with Microsoft 

Dynamics 365 Marketing, in order to ensure the marketing teams can interact with 

customers most likely to engage. 

iv. High-level View of Offerings 

Infobip supports messaging across a variety of communication channels including 

email, Facebook Messenger, Google’s Business Messages, integrated live chat, LINE, 

native mobile application messaging, RCS, SMS, Telegram, Viber for Business, video, 

voice and WhatsApp Business.  

Infobip’s service includes performance monitoring tools; covering metrics such as 

messaging traffic, delivery rates, message rates and click-through rates. Messaging 

channels can be utilised over APIs, in hybrid cloud installations, or in a SaaS 

(Software-as-a-Service) model. Infobip’s web portal has a rich graphical interface, 

omnichannel campaign management capacity, customisable dashboards, subscriber 

management and profiling tools, targeting and analysis capability, role management 

and other tools. 

As of March 2021, Infobip’s full CPaaS offering is available on Microsoft Azure. This 

will work to extend Infobip’s customer base; making it easier for potential enterprise 

customers to integrate Infobip’s products within existing infrastructure.  

Infobip’s product offering includes:  

a) Two-way SMS 

Infobip’s two-way SMS service enables users to send and receive SMS messages over 

short codes or virtual long numbers; using a web-based platform. This service offers 

unicode support, which ensures that messages are always correctly displayed at the 

termination point. 



CPAAS   COMPETITOR LEADERBOARD 2023-2027 7 

 

 

b) 2FA  

The service also offers heightened security functions through 2FA via OTP or 

one-time PINs sent via an SMS message. The platform also supports voice-based 

authentication; using SMS-based one-time PINs as a fallback. As a result, Infobip 

claims that delivery rates can be pushed to nearly 100%. On top of these services, the 

platform supports SMPP/HTTP REST APIs to create custom authentication services. 

c) OTT Messaging Solutions 

This service is aimed at banks, retailers, and other enterprises who want to enhance 

their customer engagement and reach consumers on the most popular messaging 

and communications channels. Infobip’s service allows the sending and receipt of 

rich messages including images, emoticons, stickers, and voice messages.  

d) Omnichannel Messaging 

This is a core capacity of the Infobip platform, on which a huge portion of R&D is 

focused. It allows companies to: 

• Deliver critical messages over multiple channels at once, so they can reach multiple 

devices and be read or heard as soon as possible. 

• Define fallback scenarios and channel priorities for their messaging, so their 

communication can be based on customer preference and the devices they have 

available. 

• Integrate online, offline and digital channels for an advanced orchestration of their 

customer journey. 

e) Solutions for MNOs 

Infobip's operator solutions portfolio includes sGate, the SMS filtering and 

monetisation solution, CPaaS solutions for enterprise communications, as well as 

communication and customer engagement needs, as well as iGate, a mobile identity 

solution that enables operators to deploy next-generation authentication services. 

f) RCS Services 

Infobip announced an RCS partnership with Vodafone at MWC 2018. Since then, the 

company has enabled dozens of RCS campaigns for brands in Mexico, France, the UK 

and other countries; leveraging its extensive base of enterprise clients, and its 

network of local offices staffed with experts and close partnerships with MNOs. In 

June 2019, Infobip enabled RCS and Google RCS Business Messaging throughout 

Mexico. 

g) Conversations 

Using Infobip’s ‘Conversations’ solution, businesses can implement a conversational 

workspace that allows customer service agents to manage all customer 

conversations across a variety of channels, including SMS, voice, Facebook 

Messenger, WhatsApp and Viber.  

‘Conversations’ is an omnichannel digital cloud contact centre solution that enables 

agents to switch between channels easily, whilst accessing a user’s full conversational 

history with the company, regardless of the channel used. Businesses can also use 

‘Conversations’ analytic capabilities to gain feedback on metrics, such as average 

customer wait time and resolution times.  

h) Moments 

Infobip’s ‘Moments’ solution was launched in September 2020. Moments provides 

enterprise customers with an omnichannel campaign management platform; 

enabling businesses to reach end users on their preferred platform, including email, 

Facebook Messenger, native mobile messaging application, RCS, SMS, Viber, voice 

and WhatsApp. 

Using Moments, enterprises can filter customers by demographics and previous 

behaviour; enabling the creation of personalised marketing communications. 

Moments’ drag-and-drop flow-builder functionality allows businesses to quickly 

create automated and contextual customer journey flows, instantly delivering 

meaningful messages to the end user based on previously collected data.  
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i) Answers 

Infobip’s ‘Answers’ solution enables businesses to deploy rules-based or AI-powered 

chatbots as part of their customer service offering, subsequently reducing overhead 

costs. Using Infobip, chatbots can be deployed over a variety of message channels, 

including Facebook Messenger, WhatsApp, Viber, Live Chat, LINE, SMS, RCS and 

Apple Business Chat from a single platform. 
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1.2 Juniper Research Leaderboard Assessment Methodology 

Juniper Research provides updates on a selected number of CPaaS providers. To 

qualify for the Leaderboard, companies must be involved in the direct provision of 

CPaaS services. The companies included here have developed specific expertise in 

the CPaaS space, though some embarked on the route earlier than others and 

therefore have wider customer bases or geographical reach. It includes established 

specialists, such as Infobip and Kaleyra, through to companies where CPaaS is part of 

a wider communications suite, such as Syniverse and Tata Communications. 

This research covers a significant number of vendors; however, we cannot guarantee 

that all players in the market are included. Our approach is to use a standard 

template to summarise the capability of players offering CPaaS services. This 

template concludes with our view of the key strengths and strategic development 

opportunities for each vendor. 

We also provide our view of vendor positioning using our Juniper Research 

Leaderboard technique. This technique, which applies quantitative scoring to 

qualitative information, enables us to assess each player’s capability and capacity, as 

well as its product and position in the broader market for CPaaS services. The 

resulting Leaderboard exhibits our view of relative vendor positioning. 

1.2.1 Limitations & Interpretations 

Our assessment is based on a combination of quantitative measures, where they are 

available (such as revenue and numbers of employees) that indicate relative 

strength, and also of qualitative judgement, based on available market and vendor 

information as published. In addition, we have added our in-house knowledge from 

meetings and interviews with a range of industry players. We have also used publicly 

available information to arrive at a broad, indicative positioning of vendors in this 

market, on a ‘best efforts’ basis. 

However, we would also caution that our analysis is almost by nature based on 

incomplete information and therefore with some elements of this analysis we have 

had to be more judgemental than others. For example, with some vendors, less 

detailed financial information is typically available if they are not publicly listed 

companies. This is particularly the case when assessing early stage companies, 

where a degree of secrecy may be advantageous to avoid other companies 

replicating elements of the business model or strategy. 

We also remind readers that the list of vendors considered is not exhaustive across 

the entire market but rather selective. Juniper Research endeavours to provide 

accurate information. While information or comment is believed to be correct at the 

time of publication, Juniper Research cannot accept any responsibility for its 

completeness or accuracy, the analysis is presented on a ‘best efforts’ basis.  

The Leaderboard compares the positioning of platform providers based on Juniper 

Research’s scoring of each company against the above criteria that Juniper has 

defined. The Leaderboard is designed to compare how the vendors position 

themselves in the market based on these criteria. Relative placement in one 

particular unit of the Leaderboard does not imply that any one vendor is necessarily 

better placed than others. For example, one vendor’s objectives will be different from 

the next and the vendor may be very successfully fulfilling them without being placed 

in the top right box of the Leaderboard, which is the traditional location for the 

leading players.  

Therefore, for avoidance of doubt in interpreting the Leaderboard, we are not 

suggesting that any single cell in the Leaderboard implies in any way that a group of 

vendors is more advantageously positioned than another group, just differently 

positioned. We additionally would draw the reader’s attention to the fact that 

vendors are listed alphabetically in a unit of the Leaderboard and not ranked in any 

way in the cell of the Leaderboard. 

The Leaderboard is also valid at a specific point in time, January 2023. It does not 

indicate how we expect positioning to change in future, or indeed in which direction 

we believe that the vendors are moving. We caution against companies taking any 

decisions based on this analysis; it is merely intended as an analytical summary by 

Juniper Research as an independent third party. 
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Table 3: Juniper Research Competitor Leaderboard Scoring Criteria: CPaaS Vendors 

Category Weighting Scoring Criteria Relevant Information 

Capability & Capacity 28% 
Size of Operations in the Mobile 

Communications Sector 
Total number of clients using a CPaaS platform. 

  21% Experience in CPaaS Service Provision First launch of CPaaS service, extent of service launches. 

  19% Geographical Reach of CPaaS Services 
Countries where services are available to end users, countries where the company has a physical 

presence. 

  20% Strength and Depth of Partnerships Number of operator partnerships, extent of partnerships with other communications partners. 

  13% Brand Recognition in the CPaaS Space Here, Juniper Research looks at how recognisable each brand is in the CPaaS space. 

    

Product & Position 20% Breadth of CPaaS Technologies Supported 
Weighted scoring of technologies supported, including SMS, MMS, RCS, OTT messaging apps, voice 

services, email and push notifications. 

  23% 
Capabilities & Sophistication of CPaaS 

Services 

Weighted scoring of services offered over CPaaS solutions, including commerce, efficient routing, 

analytics, customer onboarding support, SaaS implementation, etc. 

  24% Segment Coverage 
Weighted scoring of segments that are currently served, including retail, finance, ticketing, healthcare, 

travel and tourism, etc. 

  18% Innovation in the CPaaS Market Score of Juniper Research's opinion of the company's innovation, or plans for innovation. 

  15% Future CPaaS Market Prospects Score of Juniper Research's opinion of the company's future prospects in the market. 

    

Market Presence 100% Market Presence This covers a multitude of factors, including revenue from CPaaS activities. 

Source: Juniper Research 
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About Infobip 

 

Infobip is a global leader in omnichannel communication. We make it our business to 

simplify how brands connect with, engage and delight their customers at global 

scale.   

Our programmable communications platform delivers a suite of tools for advanced 

customer engagement and support, plus security and authentication. We make this 

available to you across the widest range of communication channels possible. 

We help businesses and developers build, coordinate and intelligently orchestrate all 

engagement activities across their customers’ lifecycle. We provide a programmable 

single-interface within a scalable and easy to use communication platform. 

Since our beginnings in 2006, our mission has been to provide accessible, innovative 

global communication technology that creates seamless interactions between 

businesses and people across the globe. 

 

 

 

 

 

 

 

 

 

About Juniper Research 

 

Juniper Research was founded in 2001 by the industry consultant Tony Crabtree, in 

the midst of the telecoms and dot-com crash. The business was fully incorporated in 

February 2002 and has since grown to become one of the leading analyst firms in the 

mobile and digital tech sector. 

Juniper Research specialises in identifying and appraising new high-growth market 

sectors within the digital ecosystem. Market sizing and forecasting are the 

cornerstones of our offering, together with competitive analysis, strategic 

assessment and business modelling. 

We endeavour to provide independent and impartial analysis of both current and 

emerging opportunities via a team of dedicated specialists - all knowledgeable, 

experienced and experts in their field. 

Our clients range from mobile operators through to content providers, vendors and 

financial institutions. Juniper Research's client base spans the globe, with the 

majority of our clients based in North America, Western Europe and the Far East.  

 


