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As businesses give employees more power to work wherever and  
whenever they want, IT and business leaders are tasked with creating 
connected, collaborative work environments that are optimized for all 
devices. Rather than investing in point solutions that employees may or may 
not use, many organizations are investing in Unified Communications (UC) 
— more specifically, UC as a Service (UCaaS) or UC services  
delivered through the cloud.

Unified Communications is the 
convergence of business  
communications, phone systems, 
messaging and collaboration workflows.

Organizations that invest in UC can reap a number of benefits,  
including operational efficiency and agility, and improved customer 
experiences. As these and other benefits become more widely known,  
the UC market is expected to flourish: Wainhouse Research predicts  
that it will have a compound annual growth rate of 21 percent from  
2017 to 2022. That means IT and business leaders will have greater 
opportunity to explore the ever-expanding market and identify the right 
solution — and service provider — for their teams’ unique communication 
and collaboration needs.
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The Biggest Bang for Your Buck
As with any IT investment, total cost of ownership (TCO) should be a top 
consideration as you research different UC solutions. You’ll need to consider 
any upfront costs (unlike on-premises technology, UC in the cloud has no 
upfront costs) and getting your entire business up and running. You also 
need to consider any longer-term costs that may arise (such as ongoing 
maintenance and equipment upgrades), as well as the value you and your 
team members will see, including:

• Reduced upfront investment
• Fewer configuration and installation fees
• More predictable monthly expenses

There are also some foundational criteria that IT buyers should consider 
as they research and compare UC service providers. Together, these traits 
serve as the basis for your team’s success, and add to the overall value of 
your technology investment:

• Ongoing technological innovation
• Service quality and reliability
• Top-notch security and industry compliance
• Analytics and reporting

Among IT decision 
makers:

of current users  
expect to reduce costs 

with UC.

of future users  
expect to reduce costs 

with UC.

Must-have

1

It may feel daunting navigating the UC market, especially 
with so many players offering solutions that are essentially 
identical. However, there are five things that make the  
best-in-class solutions stand out from the pack.

36+64
43+57

36%

43%
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A Seamless, Intuitive User  
Experience (UX)
Want your team members to embrace UC in their day-to-day lives? A 
seamless, intuitive UX is key to driving technology adoption and user 
retention. But the reality is most vendors have disparate applications for their 
different offerings. Employees are forced to jump between different tools to 
accomplish different tasks, making their experience clunky and frustrating.

A best-in-class UC solution gives your people access to everything they need to 
be productive in one place. All features and capabilities are easy to find and use, 
and everything is packaged up into a beautiful, seamless experience.

A Collaboration-Forward Product
There are many UC products in the space that can likely check off most of the 
boxes on your list; they provide all the core features your employees need to 
communicate with each other, their customers and business partners, such 
as video, web conferencing, screen sharing and chat functionality. But many 
UC providers don’t have collaboration tools and capabilities built natively 
within their business model and, in turn, their solution.

In order to maximize business productivity and innovation, look for a solution 
that is built “collaboration-forward.” This means that collaborative principles 
and requirements are built into the UX so it’s fluid and frictionless for everyone. 
Other providers have acquired or partnered with collaboration providers, 
which forces your teams to use disjointed, bolted-together solutions

44% of executives  
say a good user interface 

is a key factor when 
evaluating UC solutions.1

39% of CIOs and 
IT professionals say 

their current end-user 
computing systems 

and technology are not 
facilitating collaboration 
between employees, or 

between employees and 
business partners.

Must-have

2

Must-have
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Mobile-Native Technology
Many UC solutions include add-on mobile application capabilities so people 
can access specific features using their smartphones and tablets. However, 
this approach isn’t ideal for the countless employees who primarily work 
out of the office or prefer to conduct all work-related tasks and meetings on 
their mobile devices.

Businesses need a solution that’s mobile-native. This means that rather 
than forcing employees to download several apps to access all mobile 
capabilities, these services are natively available within the platform.

Adoption-Driving Services
It takes lots of time and energy to research and find solutions that align with 
all your teams’ collaboration needs. The amount of time and money it takes 
to actually implement the technology is another story entirely.

Why, then, are so many organizations still purchasing tools and solutions 
that aren’t being used? This status quo needs to change, and it’s up to 
vendors to help drive buy-in and adoption within their clients’ organizations. 
Look for a vendor that isn’t just a technology provider, but a trusted partner. 
Think bigger than “implementation services.” Your service provider should 
not just get you and your teams up and running; it should ensure every 
team member is using the technology to its fullest potential.

72% of people have 
used their mobile devices 

for work purposes.

of UC users are actively 
leveraging features 

available  
to them.2

Must-have

4

Must-have
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See how your business can benefit from 
UC and how PGi can help ensure your 
people are empowered to be more  
productive and collaborative.

REQUEST A DEMO

1 Frost & Sullivan, What is UCaaS – and How Do I Buy It?, 2018
2 Wainhouse Research, The State of Unified Communications, February 2017

https://www.pgi.com/products/globalmeet/ucaas/demo/?utm_source=c4dcontent&utm_medium=contentcta&utm_campaign=gmuc101&utm_content=5musthaveschecklist
https://www.pgi.com/resources/white-papers/what-is-ucaas-and-how-do-i-buy-it/
https://cp.wainhouse.com/content/state-unified-communications-2017

