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Introduction

As more and more enterprises have realized that the hybrid workplace model is here to stay, the demand for efficient communication and collaboration services within organizations
remains steady. This increased demand spans all regions and industries and is expected to maintain its strong growth trajectory in 2024, as enterprises strive to adapt to the ever-evolving
UCC landscape. Further, the market is experiencing a proliferation of innovative offerings centered around artificial intelligence, generative Al, immersive solutions, and integrated security,
acting as accelerators for growth.

With enterprises seeking providers that can enable effective UCC services and guide them through the trinity of Employee Experience (EX), productivity, and cost optimization, the
necessity for UCC services specialist providers has been underscored. These specialists are gradually becoming integral to broader digital workplace services engagements, either
independently or in collaboration with other service providers and technology providers, owing to their unique value proposition and focused expertise.

In this research, we present an assessment and detailed profiles of 10 UCC specialist service providers featured on UCC Services Specialists PEAK Matrix® Assessment 2024. The
assessment is based on Everest Group’s annual RFI process conducted over Q4 2023 and Q1 2024, interactions with leading UCC specialist services providers, client reference checks,
and ongoing analysis of the UCC services market.

This report includes the profiles of the following 10 leading service providers featured on the UCC specialist services PEAK Matrix:

e Leaders: Infosys, NTT DATA, and Tata Communications

e Major Contenders: AT&T, BT Group, Lumen Technologies, Orange Business, and Proventeq

e Aspirants: Microland and Synoptek

Scope of this report P
@ Geography @ Providers /. ﬁ '\ Services
Global 10 leading UCC specialist \ i UCC specialist services
=) service providers \. ./
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Overview and abbreviated summary of key messages

In this report, we present an assessment and detailed profiles of 10 UCC specialist service providers featured on UCC Services Specialists PEAK Matrix® Assessment 2024. The
assessment is based on Everest Group’s annual RFI process conducted over Q4 2023 and Q1 2024, interactions with leading UCC specialist services providers, client reference checks, and

ongoing analysis of the UCC services market.

Some of the findings in this report, among others, are:

Everest Group Unified Communication & This report includes the profiles of the following 10 leading service providers featured on the UCC specialist services

Collaboration (UCC) Specialist Services
PEAK Matrix® Assessment

Service provider characteristics

/Rerest Group®

PEAK Matrix:

Leaders: Infosys, NTT DATA, and Tata Communications
Major Contenders: AT&T, BT Group, Lumen Technologies, Orange Business, and Proventeq

Aspirants: Microland and Synoptek

Leaders continue to differentiate themselves within the UCC market by maintaining an end-to-end UCC services portfolio,
long-term vision, strategic investments in competencies and capability development (internal IP/tools), and involvement in partner
launch programs and collaborative offerings. They are also engaging with both marquee and niche partners through joint
go-to-market initiatives and solution co-creation

Major Contenders portray depth in UCC services implementation and operations capabilities. However, they showcase limited
capabilities in complex end-to-end transformation and have segmented expertise across UCC services segments

Aspirants are approaching the market with a higher focus on certain portfolio segments of UCC services, rather than offering a
balanced portfolio



This study offers four distinct chapters providing a deep dive into key aspects of UCC
specialist services market; below are three charts to illustrate the depth of the report

Unified Communication & Collaboration (UCC) Specialist Services PEAK Matrix® Assessment 20242

| Capability assessment lllustrative example

® |Leaders ® Major Contenders O Aspirants
A
High ;
i Leaders
Major Contenders :
:  @NTT DATA
ATETe 4 eTat
Orange Business
Lumen Technolg

Market impact
Measures impact created in the market

Aspirants

Low
Low High
Vision and capability
Measures ability to deliver services successfully

1 Assessments for Lumen Technologies, Microland, and Orange Business excludes service provider inputs and are
based on Everest Group’s proprietary Transaction Intelligence (TI) database, service provider public disclosures,
and Everest Group’s interactions with buyers

2 Analysis for NTT DATA is based on its capabilities as part of NTT Group (serving businesses outside of Japan)

Source: Everest Group (2024)

Measure of capability: O Low ‘ High

Overall

Market impact Vision & capability
Providers

Market Portfolio Value Vision and Scope of Innovation and Delivery
adoption mix delivered Overall strategy services offered investments footprint

Provider 1 0 O O
> o O O & & 9@ 0 O
™ 9 9@ @ © O & 0o o
o @ O e & 9@ 0o o
? @ O O @ @ > 0o O
» & @ O @ & O 2 O
» & @ O 9@ O e o o
» & @ O O & > 2 O
> o @ O @ O 2 3 O

Everest Group’s remarks on providers lllustrative example

Measure of capability: () Low @ High

Market impact Vision & capability

Market Portfolio Value Vision and Scope of Innovation and Delivery
adoption mix delivered Overall strategy services offered investments footprint

Overall

Strengths Limitations

e Provider 1's focused and dedicated efforts on end-user adoption and overall E e Enterprises seeking mature industry-contextual and verticalized solutions
change management services resonate effectively with enterprises or use cases, may not find Provider 1 to be a suitable partner

e Provider 1 provides a comprehensive portfolio of UCC services, along with
tailored offerings, to meet the needs of clients across diverse scales and
sizes

e Provider 1 should focus on making its portfolio future-ready, as currently, it
is heavily skewed toward traditional legacy segments such as telephony
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Research calendar
Digital Workplace

Il Published [ Planned [l Current release

Reports title Release date

Digital Workplace Services PEAK Matrix® Assessment 2023 — North America September 2023
Digital Workplace Services PEAK Matrix® Assessment 2023 — Europe September 2023
Shifting Gears: Embracing Experience Level Agreements (XLAs) for Experience Excellence December 2023
Digital Workplace Enterprise Pulse 2024: Top five service providers across North America and Europe delivering superior value February 2024
Unified Communication & Collaboration (UCC) Specialist Services Peak Matrix® Assessment 2024 March 2024
Digital Workplace State of the Market: Trust Loss in the More-with-Less Era Q12024
Unified Communication & Collaboration (UCC) Specialist Services — Provider Compendium 2024 Q2 2024
Conversational Al Platforms for IT Management PEAK Matrix® Assessment 2024 Q2 2024
Conversational Al Platforms for IT Management — Provider Compendium 2024 Q2 2024
Conversational Al Platforms for IT Management State of The Market 2024 Q2 2024
Specialized Workplace Transformations Report Q2 2024
Digital Workplace Services PEAK Matrix® Assessment 2024 — North America Q3 2024
Digital Workplace Services PEAK Matrix® Assessment 2024 — Europe Q3 2024
Digital Workplace Services for Mid-market Enterprises PEAK Matrix® Assessment Q3 2024
Digital Workplace Services — Provider Compendium 2024 Q3 2024

Note: Click to see a list of all of our published Digital Workplace reports
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.

Everest Group®

With you on the journey

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP’S TERMS OF USE.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
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Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.
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india@everestgrp.com
+91-80-61463500
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Toronto
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This document is for informational purposes only, and it is being provided
“as is” and “as available” without any warranty of any kind, including any
warranties of completeness, adequacy, or fitness for a particular purpose.
Everest Group is not a legal or investment adviser; the contents of this
document should not be construed as legal, tax, or investment advice.
This document should not be used as a substitute for consultation with
professional advisors, and Everest Group disclaims liability for any
actions or decisions not to act that are taken as a result of any material
in this publication.

and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.


mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.everestgrp.com/
https://www.everestgrp.com/blog
https://www.youtube.com/channel/UCbQ1l16kgLcWzLOSIN3cdHg
https://www.linkedin.com/company/everest-group
https://twitter.com/EverestGroup
https://www.facebook.com/everestgrp/
http://www.everestgrp.com/
http://www.everestgrp.com/

	Slide Number 1
	Our research offerings
	Slide Number 3
	Slide Number 4
	Introduction
	Overview and abbreviated summary of key messages
	This study offers four distinct chapters providing a deep dive into key aspects of UCC specialist services market; below are three charts to illustrate the depth of the report
	Research calendar�Digital Workplace
	Slide Number 9

