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The Future of UCaaS in the Post-COVID Era

Introduction

Unified Communications as a Service (UCaaS) has emerged from the COVID-19 pandemic as a

cornerstone of modern business collaboration. The pandemic dramatically accelerated the adoption

of cloud-based unified communication tools, as organizations scrambled to support remote work at

scale. Now, in the post-COVID “new normal,” companies are re-evaluating their long-term

communication strategies with a focus on flexibility, integration, and intelligence. This report

provides a comprehensive analysis of the UCaaS landscape in the post-pandemic era, including the
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pandemic’s impact on adoption, the current market leaders and shares, key trends (hybrid work,

AI/ML, mobile-first, platform consolidation), technical advancements (security, scalability,

interoperability), challenges and solutions, regional regulatory considerations, a comparison of

leading providers, and market projections through 2030. The goal is to equip a professional,

technical audience with an up-to-date, in-depth understanding of where UCaaS is headed, backed

by data and insights from reputable sources.

COVID-19 as a Catalyst for UCaaS Adoption

The COVID-19 crisis in 2020 forced an overnight shift to remote work across the globe, acting as a

powerful catalyst for UCaaS adoption. Pre-pandemic, only a small fraction of employees worked

remotely (around 4.8% of U.S. employees in 2019 (Source: livtechinc.com)). At the height of

lockdowns in 2020, this surged to an estimated 80%+ working remotely (Source: livtechinc.com),

essentially making “work from home” the default mode. Companies suddenly required cloud-based

communication platforms that could keep dispersed teams connected via voice, video meetings,

messaging, and collaboration – needs that traditional on-premises PBX phone systems and

conference rooms could not meet under stay-at-home orders.

UCaaS deployments accelerated by years. Organizations that had been slowly evaluating cloud

communications were forced to implement them virtually overnight. Gartner observed that by the

end of 2021, 90% of new enterprise communications system purchases were cloud-based

UCaaS solutions (Source: crystaltechnologies.com) – a massive shift from the prior on-premises

norm. The urgency to maintain business continuity led to extremely compressed project timelines:

initiatives that might have taken years to approve and roll out were accomplished in mere months

(Source: crystaltechnologies.com). One industry executive noted, “You can deploy in five months

what used to take you five years to get approved,” highlighting how leadership became highly

supportive of cloud technology adoption during the crisis (Source: crystaltechnologies.com).

Explosive growth in usage and traffic. Cloud providers scaled up dramatically to accommodate

the surge. For example, Microsoft Teams’ daily active users skyrocketed from 20 million in late 2019

to 75 million by April 2020 (Source: en.wikipedia.org), and Zoom’s meeting participant counts

jumped into the hundreds of millions. According to IDC, in Q2 2020 worldwide unified

communications & collaboration (UC&C) revenues jumped 25.1% year-over-year (to

$11.5 billion for the quarter) (Source: computerweekly.com). Within that, cloud-based collaboration

software (including video conferencing) saw an astonishing 46.9% YoY revenue increase
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(Source: computerweekly.com). Managed/hosted voice UCaaS also grew about 20% YoY in that

quarter (Source: computerweekly.com). These figures underscore how the pandemic created a

boom in demand for cloud communication and collaboration tools virtually overnight.

Shift from on-premises PBX to cloud. The pandemic’s impact was not just a temporary spike; it

fundamentally altered IT roadmaps. Synergy Research notes that COVID-19 “accelerated the

transition away from on-premise PBX and towards UCaaS” across all segments (Source:

srgresearch.com). Businesses that once hesitated to replace legacy phone systems saw cloud

communications as essential for enabling remote work. In North America, the installed base of

hosted IP telephony/UCaaS users was already on a strong growth trajectory (23% CAGR from 2017–

2024 per Frost & Sullivan) (Source: crystaltechnologies.com), but the pandemic gave it an extra

boost. By mid-2022, the total UCaaS subscriber count worldwide had doubled since end of 2019

to over 21 million users (Source: capacitymedia.com), according to Synergy Research. Jeremy

Duke of Synergy noted that specialist UCaaS vendors benefited greatly, but even platform players

like Microsoft and Zoom quickly grew their cloud voice user bases (each adding around 1 million+

UCaaS phone subscribers in 2020 alone) (Source: channelfutures.com). In short, COVID-19 served

as an inflection point that moved unified communications to the cloud much faster than pre-

pandemic trends, and organizations are not looking back.

Current UCaaS Market Landscape

As we emerge from the pandemic, the UCaaS market has matured into a highly competitive

landscape dominated by both pure-play cloud communication providers and large collaboration

platform vendors. Overall market growth remains robust even after the initial pandemic surge –

the global UCaaS subscriber base grew ~20% year-over-year as of mid-2022 (Source:

capacitymedia.com), and industry revenues continue on an upward trajectory (detailed in a later

section on forecasts). Below is an overview of the market’s composition and key players:

Market size and growth: Estimates of the UCaaS market size vary by definition, but all concur it is

expanding rapidly. For context, the broader Unified Communications & Collaboration (UC&C) market

(which includes UCaaS plus collaboration apps) was valued around $60–71 billion in 2022 (Source:

globenewswire.com), and pure UCaaS segment revenue (telephony-focused) was roughly $48–

56  billion in 2023 (Source: fortunebusinessinsights.com). This is projected to multiply over the

coming years (forecasts through 2030 are covered later). The user base is expanding as well – one

analysis predicts 131 million UCaaS users by 2028 (up from tens of millions today) (Source:
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computerweekly.com). Regionally, North America is still the largest market, accounting for about

~43% of UCaaS revenue in 2023 (Source: fortunebusinessinsights.com), but adoption in Europe

and Asia-Pacific is accelerating from a smaller base.

Major players and market share: According to Synergy Research, the global UCaaS arena (by

subscriber count) has a clear leader in RingCentral, which held about 21% of UCaaS subscribers

as of Q2 2022 (Source: capacitymedia.com). RingCentral is a long-time pure-play UCaaS provider

known for its cloud PBX roots. Hot on its heels are the big platform vendors Microsoft and Zoom,

each with roughly 10% share of UCaaS subscribers by mid-2022 (Source: capacitymedia.com) – a

remarkable climb considering both were minor players in cloud telephony pre-2020. Microsoft’s

growth is tied to the success of Teams Phone as an add-on to Microsoft 365, especially in the mid-

market, while Zoom leveraged its video meeting popularity to launch Zoom Phone and rapidly gain

enterprise voice seats (Source: capacitymedia.com). Other significant providers include 8x8, Cisco,

and LogMeIn (GoTo), all of whom grew their cloud user counts but saw their percentage share stay

relatively flat, indicating they are growing roughly in line with the market (Source:

capacitymedia.com). Dialpad is a notable emerging player that, while smaller in share, is growing

much faster than the market average (Source: srgresearch.com).

Gartner’s Magic Quadrant for UCaaS (2023) highlights the leading vendors. Microsoft (Teams),

RingCentral, Zoom, Cisco, and 8x8 are positioned as Leaders, reflecting their strong execution and

vision in the UCaaS space (Source: uctoday.com). Challengers and Visionaries include players like

Google (with Google Meet/Voice) and Dialpad, while several other providers occupy niche

segments.

Notably, the competitive dynamic pits dedicated UCaaS specialists against tech giants that offer

UCaaS as part of a broader collaboration or productivity suite. Microsoft Teams, for instance, has

an enormous installed base (280+ million monthly active users as of early 2023) (Source:

uctoday.com) by virtue of bundling with Office 365 – far exceeding any other single UC platform in

user count – though not all Teams users utilize it for telephony. Cisco, historically a leader in

enterprise communications hardware and on-premises systems, has transitioned its Webex platform

to cloud UCaaS and remains a Leader in Gartner’s assessment (Source: uctoday.com), valued for its

reliability and security pedigree. Zoom, a household name from the pandemic, has parlayed its

video leadership into UCaaS market presence, and Gartner also ranks it among the Leaders (Source:

uctoday.com). 8x8 and RingCentral round out the Leaders quadrant (Source: uctoday.com), both

being long-time cloud communications providers with end-to-end UC offerings.

go.clearlyip.com

Page 4 of 39

https://www.computerweekly.com/news/366574712/Global-UCaaS-market-set-for-over-130-million-users-by-2028#:~:text=The%20post,according%20to%20research%20by%20Cavell
https://www.fortunebusinessinsights.com/industry-reports/unified-communication-as-a-service-ucaas-market-101934#:~:text=USD%2048,in%202023.%20Additionally%2C%20the
https://www.capacitymedia.com/article/2aogojt75v0wl98uceq68/news/microsoft-zoom-make-strong-gains-in-ucaas-market#:~:text=Subscriber%20base%20of%20market%20leader,market%20share%20of%20around%2021
https://www.capacitymedia.com/article/2aogojt75v0wl98uceq68/news/microsoft-zoom-make-strong-gains-in-ucaas-market#:~:text=Microsoft%20and%20Zoom%E2%80%99s%20UCaaS%20subscriber,research%20from%20Synergy%20Research%20group
https://www.capacitymedia.com/article/2aogojt75v0wl98uceq68/news/microsoft-zoom-make-strong-gains-in-ucaas-market#:~:text=%E2%80%9CAcross%20all%20segments%20the%20Covid,Group%E2%80%99s%20founder%20and%20chief%20analyst
https://www.capacitymedia.com/article/2aogojt75v0wl98uceq68/news/microsoft-zoom-make-strong-gains-in-ucaas-market#:~:text=Subscriber%20base%20of%20market%20leader,market%20share%20of%20around%2021
https://www.srgresearch.com/articles/as-microsoft-and-zoom-gain-ucaas-market-share-byoc-coming-on-strong#:~:text=player%20and%20Zoom%20first%20launched,Q222%20Total%20UCaaS%20subscriber%20numbers
https://www.uctoday.com/unified-communications/gartner-ucaas-magic-quadrant-2023-teams-keeps-its-crown/#:~:text=Again%2C%20Microsoft%20%20leads%20the,too%2C%208%C3%978%20takes%20fifth%20place
https://www.uctoday.com/unified-communications/who-are-the-ucaas-leaders-for-2023-calltower/#:~:text=With%20a%20reported%20270%20million,list%20ahead%20of%20other%20competitors
https://www.uctoday.com/unified-communications/gartner-ucaas-magic-quadrant-2023-teams-keeps-its-crown/#:~:text=Again%2C%20Microsoft%20%20leads%20the,too%2C%208%C3%978%20takes%20fifth%20place
https://www.uctoday.com/unified-communications/gartner-ucaas-magic-quadrant-2023-teams-keeps-its-crown/#:~:text=Again%2C%20Microsoft%20%20leads%20the,too%2C%208%C3%978%20takes%20fifth%20place
https://www.uctoday.com/unified-communications/gartner-ucaas-magic-quadrant-2023-teams-keeps-its-crown/#:~:text=Again%2C%20Microsoft%20%20leads%20the,too%2C%208%C3%978%20takes%20fifth%20place
https://go.clearlyip.com/?utm_source=pdf
https://go.clearlyip.com/?utm_source=pdf


In terms of geographic trends, the United States continues to dominate UCaaS adoption – nearly

75% of all UCaaS subscribers are in the U.S. according to mid-2022 data (Source:

capacitymedia.com). The U.K. and Germany are the largest markets outside the U.S. (Source:

capacitymedia.com), but most other countries are still in earlier stages of cloud UC adoption.

However, growth is strong globally as remote/hybrid work models spread. Many providers are

expanding international data centers and partnerships to serve Europe and the Asia-Pacific region.

We are now seeing UCaaS become truly global, even if the North American market was first to

mature.

Key Trends Driving Post-COVID UCaaS Developments

Several powerful trends are shaping UCaaS offerings and strategies in the post-COVID era. These

include the normalization of hybrid work, the infusion of AI and machine learning features, a mobile-

first mindset for communications, and a push toward platform consolidation and convergence. Each

trend is discussed below:

Hybrid Work as the New Standard

The pandemic proved that knowledge work can be done remotely with minimal loss of productivity –

in many cases, productivity even improved. As a result, hybrid work (splitting time between office

and remote) is here to stay as a standard model. Surveys indicate an overwhelming majority of

organizations plan to support significantly more remote/hybrid work long-term. For example, in an

Omdia “Future of Work” survey, 4 out of 5 organizations said they will permanently increase

remote working post–COVID-19 (Source: linkedin.com). Even as offices reopen, many employees

are not returning five days a week; flexible schedules are the norm.

This drives continued demand for UCaaS because cloud communications are the glue of the hybrid

workplace. Employees must be able to seamlessly communicate whether they are in the office, at

home, or on the go. UCaaS has become the bedrock of hybrid communications, supporting ad-

hoc messaging, scheduled video meetings, impromptu calls, and everything in between (Source:

computerweekly.com). Organizations now favor a “remote-work-first” approach to communications

architecture (Source: uctoday.com) so that if circumstances change (e.g. another disruption), they

can pivot to full remote work immediately without operational hiccups.

Key implications of the hybrid trend include:
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High-quality video conferencing is now a staple of daily work, so UCaaS providers continue to

enhance meeting experiences (background noise suppression, layout flexibility, participant

engagement features) to better replicate in-person collaboration.

Persistent team chat and asynchronous collaboration tools (file sharing, threaded

conversations) integrated within UCaaS allow hybrid teams to work effectively across time

zones and locations.

Hot-desking and virtual office concepts are growing – employees may not have assigned

desks and instead use softphone clients on laptops and mobile devices when in-office, relying

on the same UCaaS platform for continuity of contact.

Hybrid meeting rooms are being outfitted with UCaaS-compatible hardware (cameras, smart

whiteboards) so remote and in-person participants can collaborate on equal footing.

In summary, UCaaS is evolving to serve a hybrid workforce that expects communication tools to be

as flexible as their work locations. Providers that facilitate a smooth transition between office and

remote contexts (with features like one-number reach, cross-device handoff of calls, etc.) have a

competitive edge.

AI and ML Integration in Communications

Another game-changing trend is the rapid integration of artificial intelligence (AI) and machine

learning (ML) capabilities into UCaaS platforms. The explosion of interest in AI (spurred by

advancements in large language models like GPT in 2022–2023) has UCaaS vendors racing to

embed AI features that enhance productivity and user experience. In fact, “all major UC and UCaaS

providers have launched AI initiatives in the wake of ChatGPT,” as one industry analysis noted, with

a focus on practical use cases that deliver ROI (e.g. saving time or improving meetings) (Source:

ringcentral.com)(Source: ringcentral.com).

Current and emerging AI-driven features in UCaaS include:

Real-time transcription and captions: Meetings and calls can be transcribed live with high

accuracy, allowing participants to read captions or easily review conversation logs. This is

already common in Zoom, Teams, Webex, etc.

Automated meeting notes and summaries: AI can parse a meeting transcript and generate a

concise summary or outline of key points and action items. For instance, Zoom’s "IQ" assistant

and Microsoft’s Teams Intelligent Recap (part of the new Copilot features) offer automatic

go.clearlyip.com

Page 6 of 39

https://www.ringcentral.com/us/en/blog/cloud-communications-trends/#:~:text=are%20still%20figuring%20out%20their,who%E2%80%99ve%20already%20deployed%20AI%20will
https://www.ringcentral.com/us/en/blog/cloud-communications-trends/#:~:text=Sheila%20McGee
https://go.clearlyip.com/?utm_source=pdf
https://go.clearlyip.com/?utm_source=pdf


meeting summaries.

Intelligent chat and email responses: Some platforms are integrating AI to suggest or auto-

generate message replies, or to improve writing (correcting grammar, tone) – akin to having an

AI assistant help draft communications. According to a 2024 NETSCOUT survey of IT decision-

makers, highly desired AI features include “AI prioritization of messages by urgency, AI editing

for spelling/grammar, and AI-generated text summaries of voice messages/calls.” (Source:

ir.netscout.com) This shows that users want AI to help cut through communication overload and

extract important information.

Voice analytics and sentiment analysis: Machine learning algorithms can analyze voice calls

for sentiment and keywords. This is useful for both meetings and contact center scenarios –

e.g., a sales call could be analyzed to gauge customer mood or to ensure compliance with

scripts. Providers like Dialpad have focused heavily on AI-based voice intelligence (transcribing

calls, detecting customer sentiment in real time, and providing live coaching to agents or

presenters).

Noise suppression and video enhancements: AI/ML models are used to filter out background

noise on calls (a critical feature for remote workers), to auto-adjust lighting and backgrounds in

video, and even to create virtual backgrounds without green screens. Cisco’s acquisition of

BabbleLabs brought AI noise removal to Webex, and Nvidia’s AI SDKs are used by many UC

apps for audio/video enhancement.

Language translation: Real-time translation of captions or even spoken language in meetings

is becoming possible with AI. Webex already offers live translations in dozens of languages;

Teams and Zoom are not far behind, enabling truly global meetings where language barriers are

reduced.

Conversational AI bots: We also see integration of virtual assistants and chatbots in UCaaS.

For example, scheduling assistants that can be invoked in chat (“Book a meeting with John and

Jane next week”) or customer-facing bots in unified messaging channels. These bots often

leverage the same AI advances in natural language understanding.

In summary, AI/ML is enriching UCaaS with capabilities that automate mundane tasks (note-taking,

scheduling), surface insights (e.g. highlighting action items from a call), and improve usability

(smarter interfaces). While many organizations are still in early stages of deploying these features,

interest is high. Service providers report that AI capabilities are increasingly important to IT

buyers when selecting UCaaS platforms (Source: ir.netscout.com). We can expect 2024–2025 to

bring a wave of AI-powered UCaaS enhancements, especially as vendors integrate generative AI
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APIs (like OpenAI’s GPT or Google’s PaLM) to provide more advanced conversational functions. The

key will be focusing on concrete use cases that truly help users save time or make better decisions,

thus providing a clear ROI on the AI features (Source: ringcentral.com).

Mobile-First Communications

In the post-pandemic era, a mobile-first mindset has taken hold for unified communications. With

employees frequently on the move – whether commuting, traveling, or working from home – the

ability to seamlessly use all communication tools from a smartphone or tablet is paramount. Mobile

apps are no longer secondary companions to desktop UC clients; for many users, the mobile app is

the primary client.

UCaaS providers are optimizing for this reality by delivering rich mobile experiences:

Virtually all leading UCaaS platforms now offer full-featured mobile apps that include voice

(VoIP calling and PSTN dialing), video meetings, team chat, SMS/texting, and more. Users can

essentially run their business communications from a mobile device. As one analysis posed:

“Can you really run a business with your mobile phone? ... The answer is yes.” (Source:

blog.intermedia.com) Modern UCaaS apps make it possible to access all communication tools

via a mobile UI.

Better mobile UX and continuity: Providers are refining mobile user interfaces to make joining

meetings or responding to chats as simple as a tap, with consistent experience to the desktop.

Features like call transfer between devices allow a user to start a call on their laptop and

seamlessly move it to their smartphone (or vice versa) without disruption – useful for walking

from your desk to your car while staying on a conference call, for example.

5G and network optimization: The rollout of 5G networks globally improves mobile bandwidth

and latency, which benefits UCaaS performance on cellular connections. This expansion

enables high-quality video calls on mobile and greater use of mobile UC in areas that previously

had poor connectivity. Additionally, some UCaaS vendors partner with mobile carriers or use

local PoPs to optimize call routing for mobile users.

Mobile as a business identity: Mobile UCaaS apps often provide a business identity (company

phone number) on a personal device, so employees can make calls or texts that appear from

their work number even when using their own smartphone. This supports BYOD (bring your own

device) policies while maintaining corporate professionalism and call logging.
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SMS and MMS integration: Particularly in North America, SMS texting is a common form of

business communication. UCaaS platforms are integrating texting and multimedia messaging

into their offerings (often tied to the user’s business number), allowing employees to interact

with customers via text on their UCaaS app and keep records of those interactions. This reflects

the mobile messaging-first culture.

Mobile-first workforce use cases: Certain industries with “frontline” or field workers

(salespeople, service technicians, retail associates, etc.) rely heavily on mobile

communications. UCaaS vendors are catering to these with features like push-to-talk, geo-

location services (for dispatch), and off-network modes (to use apps even with low signal).

Overall, “mobile-first” is now a design philosophy in UCaaS development. Solutions must deliver all

core functions on the mobile form factor without compromise. The convenience of being able to join

a meeting from your phone in a coffee shop, or quickly message a team from the road, has become

an expectation. We will likely see further innovation tailored to mobile – for example, smarter mobile

meeting assistants, or closer integration with mobile OS features (iOS CallKit/Android integrations)

to make UCaaS calls as native as regular calls.

Platform Consolidation and Convergence

The pandemic period saw organizations adopt a plethora of communication tools in haste – Zoom

for meetings, Slack or Teams for messaging, perhaps a separate VoIP provider for phone service,

etc. In the aftermath, many enterprises find themselves with overlapping platforms and fragmented

user experiences. A clear trend is now toward consolidation: businesses want to streamline and

standardize on integrated platforms that encompass multiple modes of communication (calling,

video, chat, etc.) rather than maintaining separate siloed solutions.

Several aspects of this consolidation trend include:

Unified platforms (all-in-one solutions): UCaaS vendors that offer a full suite (telephony,

meetings, messaging) are being favored over point solutions. For example, RingCentral MVP

(Message, Video, Phone) or Microsoft Teams provide one-stop shops. Using one platform for all

communication reduces context-switching and IT overhead. During the pandemic many

companies “scrambled to set up cloud-based tools” and ended up with multiple platforms

(Source: blog.intermedia.com); now they are rationalizing and often choosing a primary UCaaS

platform to replace disparate apps.

go.clearlyip.com

Page 9 of 39

https://blog.intermedia.com/5-unified-communications-market-trends-to-watch/#:~:text=Consolidation%20and%20Integration%20of%20Platforms
https://go.clearlyip.com/?utm_source=pdf
https://go.clearlyip.com/?utm_source=pdf


UCaaS and CCaaS convergence: There is a notable convergence between UCaaS

(internal/external unified comms) and Contact Center as a Service (CCaaS) (customer service

communications). Vendors and enterprises see value in tightly linking employee collaboration

with customer-facing interactions. Several UCaaS providers have added or integrated CCaaS

offerings – e.g., 8x8 and Dialpad offer built-in contact center capabilities alongside UC, Zoom

launched Zoom Contact Center in 2022, and RingCentral partners with NICE inContact for a

combined UC+CC solution. A unified UCaaS+CCaaS platform means agents can easily consult

with back-office experts via UC tools, and the organization deals with one vendor ecosystem.

This consolidation is attractive for ensuring a seamless flow of communication both inside and

outside the company.

Third-party integrations and API platforms: Rather than using multiple separate apps,

companies prefer their UCaaS platform to integrate with other business applications. All leading

UCaaS providers expose APIs and app marketplaces for integrations – e.g., syncing with CRM

systems (log calls to Salesforce, etc.), integrating with project management tools, or

embedding click-to-call and presence within other software. This is a form of consolidation at

the workflow level: communications are being embedded into business processes. Additionally,

some providers extend into the CPaaS (Communications Platform as a Service) realm by

allowing organizations to use APIs to incorporate voice/video messaging into their own

applications, leveraging the UCaaS backend.

“Bring Your Own Carrier” (BYOC) and hybrid connectivity: In some cases, consolidation

doesn’t mean rip-and-replace everything – companies want to preserve parts of their existing

comms infrastructure while adding a cloud layer. A growing trend is BYOC solutions, where

enterprises can use a UCaaS platform (e.g., Microsoft Teams or Zoom) for the user experience

but keep their existing telephony carrier or SIP trunks for PSTN connectivity (Source:

capacitymedia.com). Synergy Research notes the rise of BYOC UCaaS as an important

development, enabling organizations to utilize their existing telecom contracts or on-prem SBCs

within a new cloud collaboration platform (Source: capacitymedia.com). This hybrid approach

addresses concerns like wanting to keep a preferred carrier or ensuring compliance in certain

regions, while still consolidating the user-facing tools. It’s another path to convergence between

legacy and cloud.

M&A and partnerships: The UCaaS market itself is consolidating through mergers,

acquisitions, and strategic partnerships. For instance, Vonage (which had UCaaS, CPaaS,

CCaaS assets) was acquired by Ericsson in 2022. Avaya, a legacy PBX giant, entered

partnership agreements to offer RingCentral’s UCaaS to its customers (branded as “Avaya
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Cloud Office”). Mitel, another PBX vendor, also partnered with RingCentral for cloud migration

of its base. These moves show a consolidation of players, often to leverage each other’s

strengths (legacy customer base + modern cloud tech). We may see further consolidation

among smaller UCaaS providers and telcos aligning with major platforms.

The end goal of this consolidation trend is to simplify communications architecture. IT leaders

prefer not to juggle 5 different communication tools if one or two can meet all needs. A unified

platform can lower costs (bulk pricing, less duplicate licensing), reduce training effort (one

consistent UI), and improve analytics (holistic visibility into all communication channels). However,

it’s worth noting that no single platform is best-in-class at everything, so some organizations still

opt for a best-of-breed combo (for example, using Zoom for meetings but Teams for chat). Even in

those cases, there is pressure on vendors to interoperate – e.g., Zoom and Microsoft now allow

joining each other’s meetings from their room devices, recognizing that mixed environments exist.

The overall trajectory, though, is toward fewer, more capable platforms that consolidate

communication and collaboration in one place.

Technical Advancements in UCaaS Technologies

To support the trends above and meet enterprise demands, UCaaS providers are continuously

investing in technical improvements. Key areas of advancement include security, scalability &

reliability, and interoperability. These form the technical backbone that allows UCaaS to be

trusted as a mission-critical service.

Security and Compliance Enhancements

Security is a top-of-mind concern for enterprises moving communication workloads to the cloud. In

fact, analysts note that data security concerns and regulatory risks are among the primary

factors that could restrict UCaaS adoption (Source: fortunebusinessinsights.com) if not properly

addressed. To that end, UCaaS vendors have significantly bolstered their security capabilities in

recent years:

End-to-end encryption and data protection: Following some high-profile security incidents

during the pandemic (e.g., “Zoombombing”), providers like Zoom, Microsoft, and Cisco

implemented end-to-end encryption options for calls/meetings and tightened default security

settings (waiting rooms, passcodes). Many UCaaS services now encrypt data both in transit and

at rest, and some offer customer-managed encryption keys for additional control.
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Identity and access management: Integration with enterprise Single Sign-On (SSO) and

multi-factor authentication (MFA) is standard. Administrators can enforce strong authentication

policies so only authorized users access the UCaaS platform. Role-based access controls let IT

govern who can do what (e.g., only certain people can record calls or access analytics).

Compliance certifications: Leading UCaaS providers maintain a slew of compliance

certifications to assure customers in regulated industries. These include SOC 2 Type II, ISO

27001, HIPAA (for healthcare data protection), FINRA/SOX compliance for financial

communications, GDPR compliance in Europe, etc. For example, vendors might offer HIPAA-

compliant versions of their service with business associate agreements (BAAs) for healthcare

clients. Meeting rigorous compliance standards helps address customer fears about data

privacy in the cloud.

Monitoring and threat detection: Behind the scenes, UCaaS operators use advanced

monitoring to detect fraud or abuse (like toll fraud on voice circuits) and guard against

cybersecurity threats (DDoS attacks, account compromise). Some provide admin dashboards

that show real-time security status and alerts. A few have introduced AI-based security that

can, for instance, spot anomalous call patterns or potential eavesdropping.

Privacy controls: Features like data loss prevention (DLP) and retention policies are being

added. Enterprises can set rules for chat/call content (e.g., blocking credit card numbers from

being shared, or auto-expiring messages after X days). Also, user privacy features such as

blurred backgrounds, or the ability to join meetings anonymously as a guest, give end-users

more control over their personal data and environment.

Emergency and safety compliance: In North America, regulations like Kari’s Law and RAY

BAUM’s Act mandate that UC systems provide straightforward 911 dialing and precise caller

location info to emergency dispatch (Source: mixnetworks.com)(Source: mixnetworks.com).

UCaaS providers have updated their E911 capabilities to comply – for instance, allowing admins

to define “dispatchable locations” for IP phones/softphones and sending real-time notifications

to onsite personnel when someone dials emergency services. Similar requirements exist

internationally (112 in EU, etc.), and compliance here is crucial for safety and legal reasons.

The result of these efforts is that many enterprises now consider UCaaS more secure than their

legacy systems. Cloud providers can often react faster to threats and keep systems patched and

monitored 24/7 in a way that individual IT teams struggled to do. That said, security is a continually

evolving field. As UCaaS usage grows, providers will need to remain vigilant about emerging threats

(such as sophisticated phishing targeting collaboration tools, or vulnerabilities in APIs). They will
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also need to navigate regulatory compliance in different regions, which we discuss in a later

section. Overall, security is no longer seen as a barrier to UCaaS – rather, it’s an area where leading

vendors differentiate themselves by offering a “trustworthy” platform with robust protections and

compliance support (Source: fortunebusinessinsights.com).

Scalability and Reliability

The pandemic stress-tested the scalability of UCaaS platforms like never before – and for the most

part, they passed, with providers scaling capacity rapidly to handle unprecedented loads. Moving

forward, scalability and reliability remain critical technical priorities, as UCaaS truly becomes a utility

that organizations rely on around the clock.

Cloud-native scalability: Most UCaaS architectures are built on modern cloud principles

(distributed microservices, containerization, auto-scaling on cloud infrastructure). This allows them

to dynamically allocate resources to meet surges in usage. For example, when millions of new users

started video conferencing in 2020, vendors like Zoom leveraged public cloud capacity and their

own optimized servers to scale out meeting nodes worldwide. The ability to scale elastically ensures

that whether it’s a single company’s large all-hands event or a sudden global shift to remote work,

the UCaaS platform can accommodate demand without degrading quality.

Global PoPs and low-latency media: To support users everywhere, providers have deployed media

data centers/points of presence (PoPs) across the globe, often in dozens of regions. This reduces

latency (calls are bridged as close to the user as possible) and provides regional resiliency. Many

UCaaS vendors now advertise a “global backbone” network for their voice and video traffic. Some

even optimize network routing or use SD-WAN technologies to prioritize real-time traffic. For

example, Microsoft uses its Azure backbone for Teams traffic acceleration, and RingCentral offers

an SD-WAN tier for customers to enhance voice quality. These approaches improve reliability by

mitigating issues on the public internet.

High availability (HA) and uptime SLAs: Enterprise customers expect carrier-grade reliability from

UCaaS. Providers have responded by engineering high availability: redundant servers in multiple

zones, automatic failover, and in some cases active-active architectures across regions. It’s

common to see 99.99% or even 99.999% uptime guarantees. For instance, RingCentral offers

a 99.999% uptime SLA (five 9’s) (Source: ringcentral.com) on its flagship MVP service, equating

to less than 6 minutes of downtime per year. Many others have similar “four 9’s” or “five 9’s” targets.

Achieving this requires eliminating single points of failure and having robust disaster recovery – if

one data center goes down, calls are transparently re-routed to another. The flip side is that when

outages do occur, they can be widespread. A recent industry survey found 97% of enterprises
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experienced at least one major UCaaS outage in 2023 (lasting a few hours and impacting many

users) (Source: ir.netscout.com), highlighting that no provider is immune. However, the best

providers learn from incidents and harden their systems continuously.

Performance monitoring and QoS: Ensuring quality of service (QoS) for voice and video is a

technical challenge, as these are sensitive to jitter, packet loss, and delay. UCaaS vendors deploy

extensive monitoring tools to track call quality metrics across their networks. Enterprise IT teams

also use monitoring (sometimes via third-party tools) to pinpoint whether a call issue is due to the

user’s network, the internet segment, or the provider. To aid this, some providers give admin

dashboards with MOS (Mean Opinion Score) quality ratings for calls and even proactive alerts if a

branch office is seeing quality degradation. Additionally, protocols like SD-VOE (software-defined

voice over ethernet) or simply configuring QoS tags (DSCP) in customer networks help maintain call

quality. The emphasis is on quickly detecting and resolving any quality problems to keep the user

experience high.

Scaling support and operations: As UCaaS becomes larger, providers are using automation and AI

in their operations (DevOps and support) – for example, auto-remediating certain issues, or using AI

to predict and prevent outages by detecting anomalies. From the customer side, scaling also means

ease of administration: IT admins can add 100 new users in a portal with a few clicks, instead of

provisioning physical phone lines. This scalability of management is a selling point, especially for

growing companies.

In summary, the technical backbone of UCaaS is strong and getting stronger. Providers have

demonstrated they can scale to millions of concurrent users and are investing to make the service

as reliable as dial-tone. However, the near-universal report of at least one outage in 2023 (Source:

ir.netscout.com) reminds us that vigilance is needed. Expect to see continued improvements in

redundancy (e.g. multi-cloud deployments to avoid dependency on a single IaaS provider), faster

failovers, and possibly offering offline modes (for messaging) to handle internet disruptions. Some

companies also maintain backup systems or fallback options (like a PSTN failover for critical

phones) as part of their business continuity planning. Overall, scalability and reliability are critical

differentiators among UCaaS providers and a focus of ongoing R&D.

Interoperability and Integration

No communication system exists in a vacuum. Interoperability – the ability to work across different

platforms and integrate with other tools – is a key technical aspect of UCaaS, especially as

organizations try to avoid vendor lock-in and make communications seamless across their

ecosystem.
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Important facets of interoperability include:

Standards-based communication: Historically, telephony relied on standards like SIP (Session

Initiation Protocol) and PSTN standards, and video conferencing had protocols like H.323 or SIP.

Most UCaaS providers still use SIP under the hood for voice sessions and support SIP trunking

to interface with other systems. This means an enterprise can connect a legacy PBX or an

analog device through a SIP gateway into the UCaaS service. It also means third-party IP

phones (from Poly, Yealink, Cisco, etc.) can often be configured to register with a UCaaS

provider if they support standard SIP – useful for customers migrating from an older system but

reusing phone hardware.

Bring Your Own Carrier (BYOC): As noted earlier, BYOC allows an enterprise to use their

chosen telephony carrier or on-prem SBC with a UCaaS platform (Source: capacitymedia.com).

Technically, this is enabled by interoperability – typically via SIP trunks connecting the UCaaS

cloud to the enterprise’s carrier or PBX. Microsoft’s Operator Connect program for Teams is a

prime example: it certifies various telecom carriers so that a Teams customer can use those

carriers for dial tone in Teams. Similarly, Zoom offers a BYOC option (Zoom Phone “Peering”)

where the customer’s SBC connects to Zoom. This flexibility requires robust interop testing,

standards conformance, and sometimes development of specific integration modules for each

carrier’s environment.

Cross-platform meeting join: In response to customer demand, there have been strides in

making meetings joinable across different UCaaS/collaboration platforms. Cisco and Microsoft,

for example, announced interoperability where Webex devices can join Microsoft Teams

meetings (and vice versa to some extent) using standards like WebRTC and SIP Video

Integration. Zoom and Microsoft enabled a direct guest join between their room systems. While

still somewhat limited, these moves indicate a trend toward breaking down walls between

ecosystems so that a company using Webex can accept a meeting invite from a partner using

Teams without hassle. WebRTC, the open web real-time comm standard, is often the bridge –

many platforms allow joining a meeting via a web browser (which uses WebRTC) without

needing the native app.

Integration with productivity suites: Tight integration between UCaaS and other enterprise

software is essential. We see deep links between UCaaS and calendaring/email – e.g., schedule

a meeting in Outlook or Google Calendar and it automatically includes your UCaaS meeting link.

Chat and project management tools are also integrating (e.g., you can escalate a Slack

conversation to a Zoom call with an app, or access Teams messages within Dynamics CRM if

integrated). This requires open APIs and connectors. Microsoft’s graph API and others allow
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cross-data integration (presence, for instance, can be shown in Office apps). The technical

challenge is to ensure these integrations are secure and reliable, and don’t break when

platforms update.

Developer platforms and CPaaS: Many UCaaS providers expose APIs/SDKs for developers to

build custom integrations or embed communications into other applications. This blurs into

CPaaS territory (Twilio, etc.), but increasingly UCaaS vendors have CPaaS components. For

example, RingCentral and Vonage (via Vonage API Platform) allow programmatically sending

SMS, making calls, etc., using the same backend that their UCaaS uses. This lets businesses

create custom workflows (like an automated voice call alert from their service monitoring tool).

Interoperability here means providing well-documented APIs, supporting standard protocols like

REST/JSON, and often supporting integrations with low-code automation platforms (Zapier,

Power Automate) so that even non-developers can connect UCaaS with other apps.

Federation and external collaboration: Another aspect is allowing communication beyond

your organization’s boundaries. Platforms like Teams and Webex support federation (or guest

accounts) so you can message or call users in another organization using the same platform,

under controlled conditions. There are also industry efforts to enable inter-domain federation

(using protocols like XMPP or SIP for messaging/presence federation), though no universal

standard has taken hold for all UCaaS yet. Still, the concept of interoperability between

different companies – whether via open standards or partnerships – is important for the future,

so that collaboration isn’t hindered when two parties use different tools.

In summary, technical interoperability is both a customer expectation and a competitive factor.

Customers want assurance that their chosen UCaaS can integrate with existing investments (from

phone hardware to software apps) and won’t create a silo. Vendors who are seen as too closed or

proprietary risk losing deals to those with a more open approach. Moving forward, we may see

standardization efforts resume (for instance, profiles for SIP-based video interop, or standardized

messaging interoperability) as well as continued bilateral partnerships (as between Microsoft, Cisco,

Zoom, etc.) to make their clouds talk to each other in limited ways. The ideal future state would be a

level of interoperability akin to email (any domain can email any other) – we’re not there yet in

UCaaS, but pressure from enterprise customers is pushing the market in that direction.

Challenges in UCaaS Adoption and Vendor Responses

While UCaaS offers many benefits, enterprises do face challenges in adoption. Below we outline

key challenges and how vendors or the industry are addressing them:
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Security and data privacy concerns: Organizations worry about sensitive communications

(calls, messages, files) being in the cloud, where a breach or misuse could have serious

consequences. They also must comply with regulations on data protection. As noted earlier,

“data security and compliance are significant concerns in UCaaS environments” (Source:

fortunebusinessinsights.com). Response: Vendors invest heavily in security measures

(encryption, secure access, compliance attestations) to build trust. Many provide customer-

controlled security options (like allowing customers to manage encryption keys or archive their

own data for compliance). Independent audits and certifications help assure customers.

Additionally, some providers offer dedicated cloud or on-premise hybrid options for extremely

security-sensitive customers (though this moves away from pure multi-tenant UCaaS). End-

user education is also part of addressing security – e.g., training employees to avoid phishing

attempts that could compromise accounts.

Reliability and quality of service: As UCaaS replaces “big iron” phone systems, enterprises

expect it to be always-on. Any downtime or poor call quality is highly disruptive. In 2023, 97%

of enterprises had at least one major UCaaS outage (Source: ir.netscout.com), and many

experienced multiple smaller issues, underscoring this challenge. Response: Providers are

striving for carrier-grade reliability through redundant infrastructure and quick failover. They

also publish uptime SLAs (with financial credits for outages) to show commitment – e.g.,

99.99% or 99.999% targets (Source: ringcentral.com). To tackle quality issues, vendors and IT

teams use monitoring tools that can diagnose whether problems stem from local networks, ISP

congestion, or the provider’s cloud, so they can be fixed. Some vendors have introduced

managed SD-WAN offerings to customers to ensure QoS from the customer site to the cloud. In

essence, the industry recognizes that UCaaS must deliver dial-tone reliability, and continuous

improvements are being made in network optimization and support processes to reach that

goal.

Integrating with legacy systems and migration: Many enterprises have existing PBXs, video

endpoints, contact centers, and workflow integrations built around older systems. Rip-and-

replace of everything is often not feasible in one go. Response: UCaaS vendors provide

integration and migration tools. For voice, that includes SIP trunk gateways to connect old

PBXs to the cloud (allowing phased migration of users), and number porting services to

smoothly transition phone numbers. For devices, vendors often support older IP phone models

via standard SIP or offer trade-in programs for new devices. Professional services and third-

party integrators also play a role in customizing UCaaS to fit into complex environments (for

example, ensuring the new system ties into an analog fax solution or a overhead paging system
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that a business still needs). Essentially, vendors aim to minimize disruption by coexisting with

legacy gear during a transition period, and by providing migration guides and tools (user import

wizards, etc.) to simplify the cutover.

User adoption and training: Switching to a new UC platform can be a cultural change. Users

accustomed to desk phones or a particular interface might resist or underutilize the new tools.

If only a subset of features are used, the organization won’t realize the full productivity benefits.

Response: Vendors and IT departments are focusing on change management and user

experience. Modern UCaaS apps emphasize intuitive design (often modeled after consumer

apps) to reduce the learning curve. Vendors supply training resources like tutorials, webinars,

and in-app help. Some offer “customer success” programs or adoption consultants to help

drive usage of new features. Gamification and internal champions (power users) can help

encourage others to try new capabilities (like using team messaging instead of email, or video

instead of just audio calls). Over time, as the workforce includes more digitally native

employees, adoption is less of an issue, but in the near term, proper training and change

management are key to a successful UCaaS rollout.

Managing costs and ROI: UCaaS shifts communications from a capex model (buying PBX

hardware with a one-time cost) to an opex model (per-user monthly subscriptions). While it

often delivers cost savings when considering total cost of ownership (maintenance, IT staffing,

etc.), some organizations experience “subscription fatigue” or find that costs can rise if the

service is not right-sized (e.g., paying for unused licenses). Response: Providers are offering

flexible pricing models to fit customer needs – from enterprise agreements that allow pooling

of licenses to consumption-based plans for certain features. They also highlight how UCaaS

can reduce other costs: for example, less travel due to video conferencing, lower mobile phone

bills if employees use the app for calls, and no costly PBX upgrades every few years. ROI

calculators and case studies are provided to justify the investment. Additionally, the

consolidation trend (one platform replacing three others) can lead to net savings, which

vendors pitch as a benefit of their suite. On the customer side, IT finance teams are learning to

manage SaaS costs by monitoring license utilization closely and negotiating volume discounts.

Vendor lock-in and interoperability issues: Relying on a single cloud provider raises concerns

about being locked in if the vendor’s direction diverges from the customer’s needs. There’s also

fear of lack of interoperability with external parties. Response: The industry is addressing this

by increased interoperability efforts (as discussed earlier) and data portability. Many UCaaS

vendors allow customers to export their data (call recordings, chat archives) if needed, and use

open standards where possible. Some enterprises mitigate lock-in by using a mix (e.g., one

vendor for meetings, another for telephony) but that can reduce efficiency. Vendors that
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embrace open APIs and integration options at least give customers reassurance that their

UCaaS can work with other systems and that they aren’t completely trapped. In practice,

switching UCaaS providers is not trivial, but competition in the market does give customers

options if a vendor fails to meet expectations.

In summary, none of these challenges are insurmountable, and indeed UCaaS adoption continues to

grow as solutions are found. It’s telling that despite initial hesitations, even highly regulated and

conservative industries (government, healthcare, finance) have been moving to UCaaS, indicating

that challenges like security and compliance can be met. Vendors differentiate themselves by how

well they address these pain points – for example, one with superior reliability and customer support

may win over an organization that had a bad experience with outages on another service.

Regulatory and Compliance Considerations by Region

Communications services are subject to various telecommunications and data privacy regulations

around the world. UCaaS providers (and their enterprise customers) must navigate a complex

landscape of rules in different jurisdictions, especially as services are delivered globally. Below is an

overview of key regulatory and compliance considerations in North America, Europe, and the

Asia-Pacific (APAC):

North America (U.S. and Canada)

In the United States, UCaaS offerings that include telephony (PSTN access) are generally regulated

similarly to traditional phone services in many respects. Important regulations include:

E911 obligations: U.S. law (through Kari’s Law and RAY BAUM’s Act) mandates that multi-line

telephone systems, including cloud phone services, provide direct 911 dialing and convey

accurate location information for emergency calls (Source: mixnetworks.com)(Source:

mixnetworks.com). Kari’s Law (enacted 2020) eliminated the need to dial a prefix (like 9) to

reach an external line for 911, and RAY BAUM’s Act requires that the caller’s “dispatchable

location” (building, floor, room) be sent to the 911 operator. UCaaS providers had to enhance

their systems to comply – for example, by allowing granular location configuration for softphone

users and by sending 911 calls to the appropriate Public Safety Answering Point along with the

location data. Non-compliance can result in fines, so this is a top priority in UCaaS design for

North America.
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Lawful intercept and CALEA: Under the Communications Assistance for Law Enforcement Act

(CALEA) in the U.S., communication service providers may be required to enable lawful

surveillance (with proper warrants). UCaaS providers that connect to the PSTN typically comply

by having the capability to intercept and provide call content or records to law enforcement

when presented with a lawful order, similar to telecom carriers. Providers must architect their

systems with this in mind.

FCC and CRTC oversight: The U.S. Federal Communications Commission (FCC) and Canadian

Radio-television and Telecommunications Commission (CRTC) oversee telecommunication

services. UCaaS providers may need to register or obtain certain certifications (like FCC Section

214 authorization for international services). They are subject to consumer protection rules –

for instance, rules against slam/scam calls, requirements for number portability (customers can

port their phone numbers in/out of the service), etc. The FCC also has outage reporting

requirements for voice service providers above a certain size.

Privacy laws: While the U.S. does not have a single GDPR-like federal law, there are state laws

(e.g., California’s CCPA/CPRA) that affect how user data is handled. UCaaS providers typically

include data processing addendums for customers to meet these obligations. Sector-specific

laws like HIPAA (healthcare) mean if the service carries protected health information (PHI) –

say, a telehealth call – it must do so in a compliant manner (encryption, access controls) and

the provider should sign a BAA. Financial firms have FINRA regulations that require recording

and archiving certain communications (e.g., calls with clients) for a number of years; UCaaS

vendors address this by offering recording solutions and integration with archiving systems, or

APIs for compliance capture.

Canada specifics: Canada’s telecom regulations are similar. E911 applies (with some

differences in implementation). Canada’s privacy law (PIPEDA) requires consent and protection

for personal data, so UCaaS providers ensure Canadian customer data can be handled in ways

compliant with PIPEDA. Many providers have Canadian data centers to satisfy customers who

prefer data residency in Canada.

Overall, North America is a relatively friendly environment for UCaaS, with regulations that are well-

understood and often similar to those for legacy telecom. Compliance largely centers on emergency

services, lawful access, and data privacy. UCaaS providers operating in the U.S. and Canada

typically highlight their compliance with Kari’s Law/RAY BAUM’s, their participation in telecom

numbering systems, and their privacy safeguards. Enterprises deploying UCaaS in NA must ensure
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911 functionality is configured correctly (e.g., updating locations as employees move desks or work

remotely) and that they leverage the vendor’s compliance features (like call recording retention

options) to meet any industry regulations they have.

Europe

Europe presents a stricter privacy regime and a recently updated telecom regulatory framework that

explicitly covers many UCaaS services:

GDPR (General Data Protection Regulation): GDPR is a broad data protection law that affects

any service handling personal data of EU individuals. For UCaaS, this means providers must

allow mechanisms for data subject rights (like exporting or deleting a user’s data upon request),

must report breaches in a timely manner, and generally require a lawful basis (like consent or

legitimate interest) to process personal data. Enterprise customers often sign Data Processing

Agreements with UCaaS vendors who act as processors of their data. GDPR has driven

providers to implement strong encryption and give admin controls over data retention. Non-

compliance can lead to hefty fines, so this is a top priority. According to one analysis,

companies realize that GDPR compliance alone isn’t sufficient when operating across APAC as

well (Source: forrester.com), but within Europe it is the baseline law.

EU Electronic Communications Code (EECC): Implemented in EU member states around

2020-2021, the EECC updated telecom rules to include “interpersonal communications

services.” This framework distinguishes between number-based interpersonal communications

services (NBICS) – basically services using phone numbers to connect to the public network –

and number-independent services (like pure OTT apps that don’t use phone numbers). Many

UCaaS offerings with PSTN connectivity are NBICS and thus have obligations similar to telcos.

For example, they must support 112 emergency calling in EU countries, provide lawful

interception capabilities as required by national laws, and possibly contribute to funding

mechanisms (like universal service funds) depending on the country. They also must ensure

end-user rights like providing contract summaries, number portability within the EU, etc. Each

EU country’s regulator (e.g., OFCOM in the UK, BNetzA in Germany) enforces these. UCaaS

providers often have to register with each country’s telecom agency to offer service there.

Data residency and sovereignty: Some European clients, especially in government or defense

sectors, require that communications data stay within Europe (or even within a specific

country). In response, most major UCaaS providers have established EU data centers. Microsoft

has multiple Teams data regions in Europe; Zoom opened data centers in Europe and allows

opting out of data transit through certain regions. In Germany, which has very strict privacy
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views, companies sometimes seek providers that host in German data centers or they use a

local cloud (or even a “Hosted in Germany” version – e.g., MS Teams via Deutsche Telekom’s

cloud in the past). The trend of sovereign cloud offerings might grow – where UCaaS is

delivered via a local partner to meet national requirements (France, for instance, has talked

about digital sovereignty with local clouds).

Call recording and monitoring laws: Many European countries have stronger consent

requirements for recording calls (the classic “this call is recorded” announcement is common

globally, but in some EU jurisdictions two-party consent is needed). UCaaS vendors often build

features to automatically play recording announcements or provide visual indicators, helping

customers comply with these laws.

Other EU directives: There are directives on privacy of communications (the ePrivacy

directive, which overlaps with GDPR), on accessibility (ensuring communication services are

usable by disabled persons, e.g., offering TTY or relay services for hearing-impaired –

something UCaaS providers may need to consider), and anti-fraud measures (like CLIP/CLIR –

calling line identification presentation restriction, etc.). As UCaaS providers take on the role of

telco, they inherit these obligations.

In summary, Europe requires UCaaS providers to be very mindful of data protection and to comply

with telecom rules in each country. Many providers have adapted by hiring regulatory compliance

teams in Europe and working with local telecom partners. Enterprise customers in Europe should

ensure their UCaaS vendor offers GDPR-compliant assurances (usually covered in contracts) and is

registered/legal to provide service in their country, to avoid any issues with, for example, numbers or

emergency calls. The good news is that the larger UCaaS players are now well-versed in EU

requirements, and the services have matured to meet them.

Asia-Pacific (APAC)

The APAC region encompasses a wide range of regulatory environments, from highly open and

similar-to-Western (e.g. Australia, Singapore) to very restrictive (e.g. China, and until recently India):

Australia and New Zealand: These markets largely align with Western norms. Australia has an

equivalent to E911 (known as E000 emergency services) and expects VoIP providers to support

it. It also has a Data Retention law requiring telco providers to store call metadata for a minimum

period (for law enforcement access), which UCaaS providers must abide by if offering PSTN

services – this means maintaining call logs in country for 2 years, etc. Privacy is governed by

the Australian Privacy Act, which, while not as stringent as GDPR, does require protecting
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personal info. UCaaS vendors serving Australia often have local data centers (Sydney, etc.) and

telecom licenses via the ACMA. New Zealand similarly expects emergency calling support and

follows its Telecommunication acts.

East Asia (Japan, South Korea): Japan has a developed telecom market with IP telephony

being common. Regulations in Japan require registration of VoIP services; emergency calling

(119 in Japan) support is expected, though there have been challenges in locating IP callers –

Japan has worked with providers to improve this. Japanese customers also often require data

residency for certain data. South Korea has its own strict privacy law (PIPA) and also requires

certain data to be stored locally. Both Japan and Korea have relatively high fiber broadband

penetration, which aided UCaaS quality, but providers need to localize their services (language,

support) and follow telecom rules (for example, Korea historically had rules on using only

assigned 050 or 070 prefixes for VoIP numbers).

India: India historically had very strict rules separating “internet telephony” and the public

telephone network. VoIP calls within apps were allowed, but connecting a VoIP call to the PSTN

was heavily restricted unless done by a licensed telecom operator, to protect revenues and for

security monitoring. This meant global UCaaS providers could not legally offer a full cloud PBX

service with local Indian numbers unless partnering with an Indian telco. However, there have

been reforms: In 2020, India’s regulator (TRAI) relaxed some VoIP rules, allowing

interconnection of VoIP to PSTN for domestic calls if done by licensed entities, and also

allowing sharing of infrastructure. As of now, providers like Microsoft Teams and others offer

calling in India via partnerships with local carriers. Compliance in India also means adhering to

security directives (for example, India at times has mandated traceability of VoIP calls, or even

asked VPN providers to log user data). UCaaS vendors must stay abreast of these and often will

have to route Indian call traffic through local servers. Additionally, India’s Personal Data

Protection bill (once finalized) might impose data residency for certain personal data – which

could affect how UCaaS stores user info for Indian customers.

China: China is a unique case – foreign companies cannot directly provide voice or messaging

services to Chinese citizens without going through state-regulated entities. Most global UCaaS

and collaboration providers are either partially blocked or significantly curtailed in China.

Microsoft operates a separate instance of Teams (and Office 365) via a partnership with

21Vianet for China, adhering to local laws on data storage and content monitoring. Zoom, for a

time, had Chinese data centers and a partnership to allow meetings, but has since restricted

direct use in China. Generally, to have any presence, UCaaS providers need a local

sponsor/operator license. Even then, usage may be limited to joint-venture companies or

controlled scenarios. The Chinese government’s regulations (and the Great Firewall) make
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China an outlier where a truly global UCaaS deployment might exclude or segregate Chinese

offices. Multinational companies often use approved local services for internal comms in China,

or accept that their UCaaS can only be used in a limited way (e.g., dial-out to China PSTN might

be possible via a partner gateway, but giving Chinese users a full cloud PBX seat is not

straightforward).

Other APAC countries: Southeast Asia (Singapore, Malaysia, Indonesia, etc.) and others each

have their own telecom regulators and licensing. Many require that if you provide PSTN

numbers, you have a local entity or partner and meet emergency call requirements. Data

privacy laws (such as Singapore’s PDPA, Malaysia’s PDPA, etc.) are in place and often inspired

by GDPR. Some countries might have data localization rules (for instance, Indonesia has had

data center location requirements for certain data). UCaaS providers typically extend service via

regional data centers (like Singapore, which acts as an APAC hub) and work with local telecom

partners to supply numbers and connectivity in each country. For example, to give a customer

local numbers in, say, Malaysia, a UCaaS provider might partner with a licensed Malaysian

operator and comply with number assignment rules there.

In APAC, one of the biggest challenges is simply the diversity of rules and the necessity of local

partnerships. Unlike the EU where one can navigate a somewhat unified framework, APAC requires

a country-by-country approach. Many UCaaS vendors have a list of countries where they officially

support local PSTN services – typically including Australia, Japan, Singapore, Hong Kong, etc., and

expanding over time to others through partnerships or acquisitions. For countries not on the list,

customers might use BYOC (bringing a local carrier SIP trunk into the UCaaS cloud) as a

workaround to still use the cloud platform with a local telco’s compliance.

From a compliance perspective, enterprises should ensure that their UCaaS provider of choice can

fulfill the regulatory requirements in the countries they operate. This might mean verifying that the

provider has an emergency calling solution in those countries, that they are handling data in

accordance with local laws, and that they have telecom agreements for number provisioning.

The trend globally is that regulators are catching up with cloud communications – most are updating

laws to account for VoIP/UCaaS, focusing on ensuring emergency services and law enforcement

access, as well as data security. UCaaS providers, in turn, are becoming more sophisticated in

compliance – many hire former telecom regulatory experts and build compliance as a core

competency. As a result, regulatory hurdles, while non-trivial, are becoming manageable and

seldom a blocker to adoption in most regions (China aside). Providers that navigate this well turn it

into a selling point (“we’re one of the few fully compliant solutions in XYZ country”).
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Leading UCaaS Providers: Offerings, Differentiation, and

Roadmaps

The UCaaS market features a mix of specialized vendors and tech giants. Below is a comparison of

several leading UCaaS providers – their key offerings, what differentiates them, and glimpses into

their roadmap direction. (These providers are all recognized in Gartner’s leaders/challengers

category for UCaaS (Source: uctoday.com).)

go.clearlyip.com

Page 25 of 39

https://www.uctoday.com/unified-communications/gartner-ucaas-magic-quadrant-2023-teams-keeps-its-crown/#:~:text=Again%2C%20Microsoft%20%20leads%20the,too%2C%208%C3%978%20takes%20fifth%20place
https://go.clearlyip.com/?utm_source=pdf
https://go.clearlyip.com/?utm_source=pdf


PROVIDER
CORE OFFERINGS &

FOCUS
DIFFERENTIATORS

RECENT & FUTURE

DEVELOPMENTS

(ROADMAP)

Microsoft

(Teams)

Teams platform:

Chat, video

meetings, Teams

Phone (cloud PBX),

tightly integrated

with Microsoft 365

apps.

Enormous installed base

(Teams is used by

hundreds of millions

(Source: uctoday.com)),

seamless integration with

Outlook/Office, and a

single hub for

collaboration. Leverages

Microsoft’s enterprise

security & identity (Azure

AD).

AI-powered features (e.g.

Microsoft Copilot for Teams

introduces AI meeting recaps

and tasks), expanding

telephony via Operator

Connect (more carriers,

geographies), and improving

interoperability (Teams Rooms

devices joining third-party

meetings). Microsoft’s

roadmap emphasizes making

Teams the central workplace

hub, with continuous

performance improvements

and tighter integration of apps

like Viva, Dynamics, and

others into Teams.

Zoom Zoom Meetings,

Zoom Phone (cloud

calling), Zoom Team

Chat, plus add-ons

like Zoom Webinars

and a nascent Zoom

Contact Center.

Initially video-

centric, now a full

UCaaS suite.

Renowned for its

simplicity and user

experience – “it just

works” video meetings

interface. Rapid

innovation and feature

delivery (e.g., virtual

backgrounds, breakout

rooms, etc., came early).

Strong brand recognition

from pandemic.

Platform expansion beyond

video: e.g., launched Zoom

Contact Center (entering

CCaaS), and even

email/calendar clients to

compete with office suites.

Emphasis on AI features with

Zoom IQ (AI meeting

summaries, chat composition)

and tools to combat meeting

fatigue. Zoom is also investing

in hybrid work hardware

(Zoom Rooms enhancements,

smart whiteboards) and

events (Zoom Events). Expect

continued push into being an

all-in-one communication and
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PROVIDER
CORE OFFERINGS &

FOCUS
DIFFERENTIATORS

RECENT & FUTURE

DEVELOPMENTS

(ROADMAP)

productivity platform, while

retaining ease of use.

Cisco

(Webex)

Webex Suite: Webex

Calling (cloud PBX),

Webex Meetings,

Webex Messaging

(Teams), plus

Cisco’s hardware

devices (IP phones,

video endpoints)

and options for

integrated Contact

Center.

Enterprise-grade security

& compliance (Cisco has

decades of IP telephony

experience in secure

environments), and a full

hardware ecosystem –

from desk phones to

immersive telepresence –

optimized for Webex.

Also known for

networking expertise

(QoS, SD-WAN

integration via Cisco

routers).

AI and user experience are

big focus areas: Cisco added

real-time translation, meeting

transcripts, gesture

recognition, and People

Insights (context about

meeting participants) to

Webex. Noise cancellation

from its BabbleLabs

acquisition is a differentiator

for audio quality. Future

roadmap highlights **

interoperability** (joining

Microsoft Teams meetings

from Webex devices (Source:

uctoday.com)),

customization (embedded

apps within Webex), and

leveraging its Duo and

ThousandEyes acquisitions for

built-in security and

monitoring. Cisco is also

pushing Webex vertical

solutions (like Webex for

Government with FedRAMP,

Webex Legislate for

legislatures, etc.).

RingCentral RingCentral MVP

(Message, Video,

Phone), a unified

app for team

messaging, video

meetings, and cloud

Proven reliability

(marketed 99.999%

uptime SLA (Source:

ringcentral.com) with

global redundant data

centers), extensive PBX

AI and analytics: RingCentral

acquired DeepAffects (AI for

voice analysis) and launched

features like live transcription

and analytics on calls.

Roadmap includes deeper
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PROVIDER
CORE OFFERINGS &

FOCUS
DIFFERENTIATORS

RECENT & FUTURE

DEVELOPMENTS

(ROADMAP)

phone. Also offers

RingCentral Contact

Center (via partner

NICE inContact) and

an array of

integrations.

feature set (hunt groups,

call recording, etc. at

carrier-grade level), and

breadth of integrations

(300+ out-of-the-box

integrations with CRM,

Office 365, Slack, etc.).

RingCentral is often

praised for its voice

quality and carrier

relationships enabling

local numbers in over 40

countries.

integration with Microsoft

Teams (many enterprises use

RingCentral as the telephony

behind Teams via direct

routing), and continuing global

expansion (adding more

countries to its PSTN

coverage). RingCentral is also

investing in tools for

simplified administration

(better analytics dashboards,

quality management) and

enhancing its video meeting

experience to close gap with

others. Expect a steady focus

on core communication quality

and incremental innovation,

rather than big shifts – it

positions itself as a “trusted,

carrier-grade” UCaaS.

8x8 8x8 X Series, a

unified platform

combining cloud

telephony, video

conferencing, team

chat, and contact

center (8x8 has its

own CCaaS

offering). Also

provides CPaaS APIs

for SMS, voice, etc.

One of the first to merge

UCaaS and CCaaS on one

platform – good for

companies wanting an

integrated solution.

Global reach: 8x8 offers

local numbers in 50+

countries and strong

support for multinational

deployments. Often

competitive on pricing.

8x8 is focusing on AI in

contact center (speech

analytics, quality

management) and improving

the user/admin experience

across its unified app. It’s also

highlighting XCaaS

(Experience Communications

as a Service) – essentially the

blend of UC + CC – in its

marketing, betting that

integrated analytics and

workflows between employees

and contact center agents are

a differentiator. On the UCaaS
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PROVIDER
CORE OFFERINGS &

FOCUS
DIFFERENTIATORS

RECENT & FUTURE

DEVELOPMENTS

(ROADMAP)

side, expect enhancements in

video meeting capabilities (it

has revamped its meetings

based on Jitsi, an open-

source platform 8x8 acquired)

and continued expansion of

third-party integrations

(recently deepened Microsoft

Teams integration, etc.).

Scalability and reliability

improvements are also on the

roadmap as 8x8 competes

with larger rivals for enterprise

deals.

Dialpad Dialpad Talk (cloud

phone system),

Dialpad Meetings

(formerly

UberConference for

video), and Dialpad

Contact Center – all

built on a born-in-

the-cloud platform

with proprietary

voice AI.

AI-driven user

experience: Dialpad’s

proprietary Voice

Intelligence (Vi)

transcribes calls in real

time, provides call

sentiment analysis, and

even suggests answers to

agents – features infused

across its products. It

prides itself on a modern,

cloud-native architecture

(stemming from Google

Voice heritage) and a

slick UI. Generally well-

suited for small to mid-

size companies and those

keen on AI features.

Dialpad’s roadmap is all-in on

AI. It continues to refine its AI

assistance – e.g., post-call

summaries, automated action

item extraction, and

integrations of generative AI

to compose emails or follow-

ups after calls. Dialpad is also

expanding its large

enterprise capabilities (more

sophisticated admin controls,

integrations with systems like

Salesforce, and global

compliance features) as it

tries to move upmarket. We

can expect Dialpad to

introduce more self-service

automation and possibly

industry-specific AI models

(for legal, sales, etc.). It’s also

growing its footprint globally

go.clearlyip.com

Page 29 of 39

https://go.clearlyip.com/?utm_source=pdf
https://go.clearlyip.com/?utm_source=pdf


PROVIDER
CORE OFFERINGS &

FOCUS
DIFFERENTIATORS

RECENT & FUTURE

DEVELOPMENTS

(ROADMAP)

through partnerships for PSTN

access in new countries.

Google

(Google

Workspace)

Google’s UCaaS is

part of Google

Workspace: Google

Meet for video

meetings, Google

Chat for messaging,

and Google Voice

for cloud telephony.

These are integrated

with Gmail,

Calendar, Drive, etc.

Google Voice (for

business) provides

phone numbers and

call management in

14+ countries.

Native integration with

Google’s ubiquitous apps

(Calendar scheduling with

Meet link, chat within

Gmail, etc.) and the

familiarity of Google’s

simple interfaces. Often

chosen by companies

already using Google for

email/docs. Attractive

pricing bundles with

Workspace. Also

leverages Google’s AI

(e.g., live captions in

Meet, translations).

Google is somewhat catching

up in UCaaS features: recent

additions include noise

cancellation in Meet, hand-

raise and breakout rooms, and

improvements to Google

Voice’s PBX features (ring

groups, SIP link for using IP

phones). A major focus is

“Duet AI” for Workspace,

which will bring AI assistance

to Meet (automated

summaries, translations) and

to Chat (smart compose,

auto-generated images in

chats, etc.). Google will

continue enhancing

interoperability – for example,

Meet can join Zoom and

Webex meetings via native

support now. While Google

Voice’s global coverage is

limited, Google may expand

regional availability and add

more advanced calling

features to be more

competitive as a full UCaaS.

Overall, Google’s roadmap

aligns with making Workspace

a complete, AI-boosted

productivity suite, with

Meet/Chat/Voice tightly

integrated.
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Note: The above table is not exhaustive – other notable UCaaS providers include GoTo (formerly

LogMeIn, with GoTo Connect) targeting SMBs, Mitel (transitioning its base to cloud offerings),

Vonage (with a mix of UCaaS and CPaaS, now part of Ericsson), Wildix and Sangoma (popular in

certain regions), and regional players. However, the listed providers are among the most globally

prominent and illustrative of market direction. Each has a slightly different emphasis, but all are

converging on the idea of an AI-infused, integrated communications platform to enable flexible

work.

Market Outlook and Growth Projections through 2030

The consensus among analysts is that the UCaaS market will continue its strong growth in the

coming years, albeit the growth rate may temper slightly compared to the pandemic-fueled spike.

Organizations of all sizes – from small businesses to global enterprises – are now moving into the

cloud communications phase, and there is substantial room for expansion (especially internationally

and in certain lagging industries). Here we summarize some key forecasts through 2030:

Market size expansion: Multiple market research firms project that the global UCaaS/UC&C

market will roughly triple in size over the 2023–2030 period. For example, Fortune Business

Insights estimates the broader Unified Communication & Collaboration market will grow from

about $71  billion in 2023 to $222.6  billion by 2030 (17.7% CAGR) (Source:

globenewswire.com). Even focusing strictly on UCaaS (excluding some collaboration-only

tools), Research&Markets projects the UCaaS market to reach $172.7 billion by 2030 (Source:

globenewswire.com). This is up from an estimated ~$56–60  billion in 2022 (Source:

globenewswire.com), indicating a sustained double-digit annual growth trajectory. The growth

is driven by continued hybrid work adoption, replacement of legacy systems, and the addition

of value-added services like AI.

User base growth: In terms of users/seats, the number of UCaaS users worldwide is expected

to grow at about a 10%–15% CAGR through the mid-2020s. Cavell Group research forecasts

the global user base to reach 131 million users by 2028, growing ~10.3% annually (Source:

computerweekly.com). This suggests tens of millions of new users coming onto UCaaS

platforms each year. Notably, Microsoft’s influence (with Teams included for so many Office

365 users) means a lot of this user growth comes from bundled or integrated users, not all of

whom may be paying separately for UCaaS – but it reflects the overall trend of more people

relying on cloud communications daily.
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Geographical trends: North America currently is the largest market, but its share may

gradually decline as other regions accelerate adoption. North America made up about 43% of

the market in 2023 (Source: fortunebusinessinsights.com) (and an even higher percentage of

UCaaS subscribers (Source: capacitymedia.com)), but growth rates in Asia-Pacific and parts of

Europe/Middle East are expected to be higher as they catch up. One report notes “North

America to witness significant growth” ahead as remote work increases (Source:

globenewswire.com), but also that APAC demand is rising with improved internet access

(Source: globenewswire.com). We can interpret that as all regions growing – North America

from a large base and APAC from a smaller base but potentially faster. By 2030, we should see

a more balanced global distribution of UCaaS revenue, though the U.S. will likely remain the

single biggest country market.

Market trends and drivers: Key drivers in this forecast period include:

Digital transformation projects: Many companies, having moved basic apps to cloud, are

now targeting their communication systems for transformation. This is especially true for

mid-to-large enterprises that held onto PBXs but are now embracing cloud for agility and

cost reasons.

SMB adoption: There is a huge segment of small businesses that are only now starting to

adopt UCaaS (many used Skype, traditional phone lines, or mobile phones historically). As

awareness and ease-of-use increase, SMBs are expected to contribute significantly to

growth, often via simplified packages sold through service providers.

AI and advanced features: The availability of advanced capabilities (transcription, AI

assistants, analytics) makes UCaaS more attractive and can drive upsell and higher ARPU

(average revenue per user) even for existing customers. Enterprises might expand

deployments when they see new value from these features.

Consolidation cost savings: As economic conditions fluctuate, companies look to save

costs – consolidating disparate tools into a single UCaaS can be cost-effective, and this

factor can drive adoption even in tougher budget times, as it’s framed as a cost

optimization (e.g., replacing multiple licenses with one cloud contract).

Adjacency markets: UCaaS growth is also tied to adjacent markets like CCaaS and CPaaS.

Many vendors offer combined suites; customers that adopt one may later adopt the other,

creating cross-selling opportunities and boosting overall market value. The lines between

these markets may blur by 2030, potentially expanding the addressable market.
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Potential headwinds: Some analysts caution that after the rapid growth of 2020–2022, the

market’s growth rate might normalize. IDC, for instance, projects the UC&C market to grow at a

more modest single-digit CAGR (~5.7% annually from 2023 to 2028) as it matures (Source:

my.idc.com). This accounts for the fact that a large portion of enterprises have already made

the initial move to cloud or will do so in the next few years, after which the market is mostly

replacement and expansion. There’s also economic uncertainty – businesses could temporarily

slow investments if faced with recessions, though communications tends to be fairly resilient

and even essential for enabling cost-saving remote work. Competition could drive prices down,

affecting revenue growth even if user count grows (hence providers focus on adding more value

to avoid pure price competition).

On the whole, the trajectory through 2030 looks very positive for UCaaS. The pandemic provided

the spark, and now the engine (ongoing hybrid work and cloud preference) keeps it running. By

2030, analysts envision a world where the majority of organizations have fully cloud-based

communication systems, and the concept of an on-premises PBX is niche. Integrated UCaaS

platforms will likely be part of larger digital workplace ecosystems, possibly dominated by a few

major players (depending on how competition and consolidation play out).

Beyond 2030, one can imagine further integration of AR/VR (for virtual meetings in the “metaverse”

– some predict immersive meeting tech to rise), as well as tighter integration of communications

with AI-driven workflows that we can only begin to see now. But in the near term, expect steady

growth and continuous innovation. The market projections give enterprises confidence that

investing in UCaaS is a long-term trend, not a passing fad – and that vendors will continue to

improve offerings as the market is sizable and lucrative.

Conclusion

In the post-COVID era, UCaaS has transitioned from an emergent technology to a foundational

pillar of enterprise IT strategy. The pandemic indisputably accelerated its adoption, compressing

years of transformation into months and proving out the cloud communication model at scale. As a

result, organizations are now more distributed, collaborative, and reliant on UCaaS than ever before.

The current market landscape is led by a mix of innovative specialists and tech giants, all pushing

the envelope on what “unified communications” means – increasingly folding in messaging,

meetings, telephony, and even customer engagement into unified cloud platforms.
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Key trends like hybrid work and mobile-first usage ensure that flexibility remains paramount, while

the infusion of AI promises to unlock new levels of productivity and insight from our daily

interactions. Technically, UCaaS platforms are rising to the challenge with robust security, carrier-

grade reliability, and open integrations, dispelling many of the earlier concerns about moving off

legacy systems. Challenges do persist – from ensuring flawless uptime to navigating a patchwork of

global regulations – but the industry’s trajectory shows these are being actively addressed through

innovation and collaboration (between vendors, regulators, and users).

Looking ahead to the rest of the 2020s, we can expect UCaaS to continue its strong growth and

further consolidate its position as the default mode of business communications. Analysts forecast

substantial market expansion, with UCaaS evolving into a multi-hundred-billion dollar space by

decade’s end (Source: globenewswire.com)(Source: globenewswire.com). This growth will be

accompanied by convergence: we will likely stop thinking of “phone systems” versus “meeting

software” versus “team chat” – it will all simply be part of an integrated productivity hub (often tied

to our broader work ecosystems like Microsoft, Google, etc., or provided by versatile independent

platforms). The boundaries between unified communications and related domains (contact center,

workflow apps, AI assistants) will blur, delivering richer experiences.

For enterprises and IT decision-makers, the post-COVID future of UCaaS means reimagining the

way their employees collaborate and how they interface with customers: it’s an opportunity to

streamline operations, boost agility, and even re-culture the organization around more open, real-

time communication. The pandemic taught us that the ability to connect and communicate from

anywhere is not just a convenience but a business continuity imperative. Post-pandemic, that

capability is becoming a competitive advantage – enabling organizations to hire talent globally,

reduce overhead, and react faster to changes.

In summary, UCaaS in the post-COVID era is characterized by rapid innovation, robust growth, and

an ever-deepening integration into the fabric of how work gets done. Those vendors and enterprises

that embrace the trends – from hybrid work enablement to AI-driven collaboration – are poised to

lead in this next chapter of unified communications. The trajectory through 2030 and beyond points

to a future where communication tools are smarter, more seamless, and more unified than ever, truly

fulfilling the promise of “Unified Communications” as a Service.

Sources:

IDC, “Pandemic sparks revenue climbs in unified comms and collaboration,”

ComputerWeekly/MicroScope – Oct 2020. (Growth in UC&C market during pandemic) (Source:

computerweekly.com)(Source: computerweekly.com).
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Gartner via Cheryl Stradling, CrystalTech Blog, Aug 2021 – prediction that 90% of new UC

purchases in 2021 would be UCaaS (Source: crystaltechnologies.com).

Synergy Research Group, press release Sept 26, 2022 – UCaaS market share and growth data

(RingCentral 21%, Microsoft/Zoom ~10% each; total subscribers 21M+) (Source:

capacitymedia.com)(Source: capacitymedia.com).

Synergy Research (via Capacity Media), “Microsoft and Zoom make strong gains in UCaaS,”

Sept 2022 – commentary on pandemic accelerating move from PBX to UCaaS, rise of BYOC

solutions (Source: capacitymedia.com)(Source: capacitymedia.com).

UC Today, “Gartner UCaaS Magic Quadrant 2023: Teams Keeps Its Crown,” Dec 2023 –

identifies Leaders (Microsoft, RingCentral, Zoom, Cisco, 8x8) (Source: uctoday.com).

Tim Banting (Omdia) on LinkedIn, “Unified Comms & Collaboration Spending on the Rise,” Aug

2021 – notes 4 out of 5 orgs plan to increase remote work permanently (Source: linkedin.com),

discusses how UCaaS met remote needs.

NETSCOUT Systems research, press release Apr 9, 2024 – found 97% of enterprises had a

major UCaaS outage in 2023 and highlights desired AI features by IT teams (Source:

ir.netscout.com)(Source: ir.netscout.com).

Fortune Business Insights, UCaaS Market Report 2023-2030, via GlobeNewswire – projects

UC&C market to $222.61B by 2030 (17.7% CAGR) (Source: globenewswire.com) and notes

North America ~43% share in 2023 (Source: fortunebusinessinsights.com). Also notes

security/regulatory concerns as a restraining factor (Source: fortunebusinessinsights.com).

Research & Markets, UCaaS Market Forecast 2025-2030, via GlobeNewswire Jan 2025 –

forecasts $172.69B by 2030 from $85.19B in 2025 (15.18% CAGR) (Source:

globenewswire.com).

Cavell Group via ComputerWeekly, “Global UCaaS market set for over 130 million users by

2028,” Mar 2024 – user base CAGR 10.3% to reach 131M users (Source: computerweekly.com).

RingCentral Blog – various (uptime SLA of 99.999% (Source: ringcentral.com), etc.).

Channel Futures, “Microsoft and Zoom Drive Jump in Worldwide UCaaS Subscriptions,” May

2021 – noted 41% growth in 2020, RingCentral ~20% share, Microsoft/Zoom rapid growth

(Source: channelfutures.com).
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UC Today/CallTower, “Who are the UCaaS Leaders of 2023,” 2023 – mentions Teams 270M

users and top vendors (Source: uctoday.com).

MixNetworks, “E911 Compliance for Cloud UC,” 2020 – explanation of Kari’s Law and RAY

BAUM’s Act requirements (Source: mixnetworks.com)(Source: mixnetworks.com).

Additional references from Gartner, IDC, and vendor whitepapers as cited in-line above.

Tags: ucaas, unified communications, cloud collaboration, remote work, hybrid work, market trends,

business technology, digital transformation, enterprise communication, future projections

About ClearlyIP

ClearlyIP Inc. — Company Profile (June 2025)

1. Who they are

ClearlyIP is a privately-held unified-communications (UC) vendor headquartered in Appleton, Wisconsin,

with additional offices in Canada and a globally distributed workforce. Founded in 2019 by veteran

FreePBX/Asterisk contributors, the firm follows a "build-and-buy" growth strategy, combining in-house R&D

with targeted acquisitions (e.g., the 2023 purchase of Voneto's EPlatform UCaaS). Its mission is to "design

and develop the world's most respected VoIP brand" by delivering secure, modern, cloud-first

communications that reduce cost and boost collaboration, while its vision focuses on unlocking the full

potential of open-source VoIP for organisations of every size. The leadership team collectively brings more

than 300 years of telecom experience.

2. Product portfolio

Cloud Solutions – Including Clearly Cloud (flagship UCaaS), SIP Trunking, SendFax.to cloud fax,

ClusterPBX OEM, Business Connect managed cloud PBX, and EPlatform multitenant UCaaS. These

provide fully hosted voice, video, chat and collaboration with 100+ features, per-seat licensing, geo-

redundant PoPs, built-in call-recording and mobile/desktop apps.

On-Site Phone Systems – Including CIP PBX appliances (FreePBX pre-installed), ClusterPBX

Enterprise, and Business Connect (on-prem variant). These offer local survivability for compliance-

sensitive sites; appliances start at 25 extensions and scale into HA clusters.
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IP Phones & Softphones – Including CIP SIP Desk-phone Series (CIP-25x/27x/28x), fully white-label

branding kit, and Clearly Anywhere softphone (iOS, Android, desktop). Features zero-touch

provisioning via Cloud Device Manager or FreePBX "Clearly Devices" module; Opus, HD-voice, BLF-

rich colour LCDs.

VoIP Gateways – Including Analog FXS/FXO models, VoIP Fail-Over Gateway, POTS Replacement (for

copper sun-set), and 2-port T1/E1 digital gateway. These bridge legacy endpoints or PSTN circuits to

SIP; fail-over models keep 911 active during WAN outages.

Emergency Alert Systems – Including CodeX room-status dashboard, Panic Button, and Silent

Intercom. This K-12-focused mass-notification suite integrates with CIP PBX or third-party FreePBX

for Alyssa's-Law compliance.

Hospitality – Including ComXchange PBX plus PMS integrations, hardware & software assurance

plans. Replaces aging Mitel/NEC hotel PBXs; supports guest-room phones, 911 localisation, check-

in/out APIs.

Device & System Management – Including Cloud Device Manager and Update Control (Mirror).

Provides multi-vendor auto-provisioning, firmware management, and secure FreePBX mirror updates.

XCast Suite – Including Hosted PBX, SIP trunking, carrier/call-centre solutions, SOHO plans, and XCL

mobile app. Delivers value-oriented, high-volume VoIP from ClearlyIP's carrier network.

3. Services

Telecom Consulting & Custom Development – FreePBX/Asterisk architecture reviews, mergers &

acquisitions diligence, bespoke application builds and Tier-3 support.

Regulatory Compliance – E911 planning plus Kari's Law, Ray Baum's Act and Alyssa's Law

solutions; automated dispatchable location tagging.

STIR/SHAKEN Certificate Management – Signing services for Originating Service Providers, helping

customers combat robocalling and maintain full attestation.

Attestation Lookup Tool – Free web utility to identify a telephone number's service-provider code

and SHAKEN attestation rating.

FreePBX® Training – Three-day administrator boot camps (remote or on-site) covering installation,

security hardening and troubleshooting.

Partner & OEM Programs – Wholesale SIP trunk bundles, white-label device programs, and

ClusterPBX OEM licensing.

4. Executive management (June 2025)

CEO & Co-Founder: Tony Lewis – Former CEO of Schmooze Com (FreePBX sponsor); drives vision,

acquisitions and channel network.
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CFO & Co-Founder: Luke Duquaine – Ex-Sangoma software engineer; oversees finance,

international operations and supply-chain.

CTO & Co-Founder: Bryan Walters – Long-time Asterisk contributor; leads product security and

cloud architecture.

Chief Revenue Officer: Preston McNair – 25+ years in channel development at Sangoma & Hargray;

owns sales, marketing and partner success.

Chief Hospitality Strategist: Doug Schwartz – Former 360 Networks CEO; guides hotel vertical

strategy and PMS integrations.

Chief Business Development Officer: Bob Webb – 30+ years telco experience (Nsight/Cellcom);
cultivates ILEC/CLEC alliances for Clearly Cloud.

Chief Product Officer: Corey McFadden – Founder of Voneto; architect of EPlatform UCaaS, now

shapes ClearlyIP product roadmap.

VP Support Services: Lorne Gaetz (appointed Jul 2024) – Former Sangoma FreePBX lead; builds

24×7 global support organisation.

VP Channel Sales: Tracy Liu (appointed Jun 2024) – Channel-program veteran; expands MSP/VAR

ecosystem worldwide.

5. Differentiators

Open-Source DNA: Deep roots in the FreePBX/Asterisk community allow rapid feature releases and

robust interoperability.

White-Label Flexibility: Brandable phones and ClusterPBX OEM let carriers and MSPs present a fully

bespoke UCaaS stack.

End-to-End Stack: From hardware endpoints to cloud, gateways and compliance services, ClearlyIP

owns every layer, simplifying procurement and support.

Education & Safety Focus: Panic Button, CodeX and e911 tool-sets position the firm strongly in K-12

and public-sector markets.

In summary

ClearlyIP delivers a comprehensive, modular UC ecosystem—cloud, on-prem and hybrid—backed by a

management team with decades of open-source telephony pedigree. Its blend of carrier-grade

infrastructure, white-label flexibility and vertical-specific solutions (hospitality, education, emergency-

compliance) makes it a compelling option for ITSPs, MSPs and multi-site enterprises seeking modern,

secure and cost-effective communications.
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DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the

accuracy, completeness, or reliability of its contents. Any use of this information is at your own risk. ClearlyIP shall not

be liable for any damages arising from the use of this document. This content may include material generated with

assistance from artificial intelligence tools, which may contain errors or inaccuracies. Readers should verify critical

information independently. All product names, trademarks, and registered trademarks mentioned are property of their

respective owners and are used for identification purposes only. Use of these names does not imply endorsement. This

document does not constitute professional or legal advice. For specific guidance related to your needs, please consult

qualified professionals.

go.clearlyip.com

Page 39 of 39

https://go.clearlyip.com/?utm_source=pdf
https://go.clearlyip.com/?utm_source=pdf

