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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

/I;erest Group®

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. 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.

The full report includes the profiles of the following
10 leading service providers: AT&T, BT Group, Infosys,
Lumen Technologies, Microland, NTT DATA,

Orange Business, Proventeq, Synoptek, and

Tata Communications.

Scope of this report

Geography: Global

Industry: 10 leading UCC specialist
service providers

Services: UCC specialist services
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Overview and abbreviated summary of key messages

In this report, we present the assessment and Some of the findings in this report, among others, are:

detailed profiles of 10 UCC specialist service Unified Communication and Collaboration (UCC) service provider capability

providers. e UCC service providers are classified into Leaders, Major Contenders, and Aspirants on a capability-market-impact
matrix

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 an ongoing analysis of the UCC

e Featured players include Infosys, NTT DATA, and Tata Communications, AT&T, BT Group, Lumen Technologies,
Orange Business, and Proventeq, Microland and Synoptek

Service provider characteristics

e |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

services market. 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

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

/I;erest Group®
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The Unified Communication and Collaboration Specialist Services — Provider Compendium
2024 has 10 provider profiles

Provider 1 profile (page 1 of 3)

Overview

® High (>20%)

UCC vision

Provider 1 UCC vision is dedicated to providing talored solutions centered around Microsoft Teams
for general telephony. It focuses on cultivating profound expertise in both solutions through subject
matter experts and proprietary solutions developed to enhance the native experience. With a ® BFSI

commitment to being a leader in both applications, it aims to leverage its deep expertise combined Electronics, hi-ted

with its proprietary applications integrated within its dedicated network, to achieve a leading position FITROR Uy munication and Cc a e Service vider Cor J
in Microsoft Teams.

Adoption by industry

Energy and utiitiq

Overall UCC specialist services revenue (2023) Soiim Provider 1 profile (page 2 of 3)
Key capabilities and investments

<US$2 million US$2-10 million US$10-50 million >US$50 million
Adoption by servict
® Communication s T H
Key (proprietary i ) Investments
Meeting services Solution/IP Capabilityloffering details Investment name  Details
Solution 1 This solution offers an Integrated Teams experience to improve and modemize Investments .
Adoiiion by bliyer communications with clients and employees. It aligns SMS and MMS features
with communication styles and lets users to connect with anyone via text from . a d Colla C) Specisist Services - Provider Com
@ Small (annual rev| business phone number from a single operable dashboard of Microsoft Teams.
<US$100 million) Talent development  Iny . .
Solution 2 This solution enables inbound SMS to a Teams channel. Pri OVIder 1 profl Ie (page 3 Of 3)
Adoption by geogrs Solution 3 This is an in-house solution, which is a single module for cross-application number Partnerships
® North America bhalicasiuc
Solution 4 This solution is used to enhance user and call queue analytics. ; TATI 1IN u
Partner name Details
Solution 5 This solution is used to enable always-on call recording for users.
Partner 1 Leverages its partnership with XYZ to provide UCaaS capabities
Brerest Groug® Partner 2 Leverages its partnership with XYZ to provide carier services
Partner 3 Leverages its partnership with XYZ to use its cloud contact center application to integrate all communications channel and calls flows
Partner 4 Leverages s partnership with XYZ to provide carrier services
Partner 5 Leverages its partnership with XYZ to help enterprises bring its voice services into Teams through operator connect, enabling calls to anyone-anywhere, over the PSTN
Pariner 6 Leverages its partnership with XYZ to provide carrier services
Partner 7 Leverages its partnership with XYZ to provide carrier services
/ Ererest Group®
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