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In today’s world, we’ve come to expect instant
communication and connection, but businesses
have long struggled with scattered communication
tools since their inception in the 1990s and early
2000s. The never-ending push for industry
innovation continues as companies try to keep up
with the latest and greatest technology until they
eventually wind up maintaining multiple disparate
systems.  

Enter Unified Communications as a Service, or
UCaaS: a revolutionary, cloud-based solution that
allows businesses to communicate and collaborate
with anyone at virtually any stage in their user
experience.  

No longer do organizations need to support and
manage separate phone systems, PSTN, IVRs, file
sharing, instant messaging, video, or even fax
systems. UCaaS successfully funnels all of these
capabilities into a single, one-stop solution that
dramatically simplifies internal operations. 
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Key Challenges:
No Video, IM, or Presence

Separate Cabling

CAPEX

Premise-Based

Decentralized

Administration

Costly to Scale

Separate Billing

Disparate Support for

PBX/PSTN

Interoffice Dialing via

PSTN

Core Features:
Voice-Only Calls

Transfer

Hold

Voicemail

LEGACY VOICE SERVICESLEGACY VOICE SERVICES
First, there was traditional

telephony technology with all

its accompanying on-

premises hardware used to

transmit only voice services

over the Public Switched

Telephone Network (PSTN). 

The Evolution of Enterprise
Communications 
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Simple phone calls could be

quickly and reliably

established and transferred

between users, but only after

a hefty infrastructure

investment. 



Key Challenges:
Mostly CAPEX

Premise-Based

Separate Bills

Disparate Support
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VOIP TECHNOLOGYVOIP TECHNOLOGY

As the workplace progressed beyond the standard office

environment to more flexible and dynamic operational

models, the need for more scalable offerings grew.

Voice over Internet Protocol

(VoIP) technology became the

ideal solution for companies

seeking a more modern,

digitally integrated solution

that could adjust to their

ongoing business needs

without completely

abandoning their existing

legacy voice.

In fact, there are still many

small businesses for whom on-

prem VoIP is a suitable

technology as it offers a great

deal of adaptability across a

core set of voice-centric

services.

Core Features:
Voice+ Video, IM, &

Presence

Same Cabling

Centralized

Administration

Easier to Scale

Interoffice Dialing via

WAN

Reduced PSTN

Unified Messaging
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UC & UCAASUC & UCAAS

However, for complex organizations that require

more robust voice and collaboration tools, neither

legacy voice nor VoIP technology will quite cut it in

today’s market.

While Unified

Communications (UC) was

initially a costly 

on-premise solution that

demanded a significant

investment in hardware,

software, and specialized IT

staff, the cloud revolution

has changed everything.
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Today, UCaaS is the clear choice for modern, hybrid, and

remote-first enterprises that thrive on seamless internal and

external communication services.

“FROM CLUNKY, EXPENSIVE SETUPS“FROM CLUNKY, EXPENSIVE SETUPS
TO ON-DEMAND, SCALABLETO ON-DEMAND, SCALABLE

SERVICES, UCAAS HAS TRANSFORMEDSERVICES, UCAAS HAS TRANSFORMED
THE WAY THAT BUSINESSES TODAYTHE WAY THAT BUSINESSES TODAY
CONNECT AND COLLABORATE.”CONNECT AND COLLABORATE.”  

—— Jason Pennell, Solutions Architect at Advantage Jason Pennell, Solutions Architect at Advantage

Full, Cloud-Based

Collaboration Suite

Little-To-No Infrastructure

Subscription-Based OPEX

Simple to Administer

AI Features

Highly Scalable

Unified Billing

Centralized Support

Better Resiliency & Uptime

More Integrations

Enhanced Analytics
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6 Key Business Drivers &
Benefits

Enhanced security, resiliency, and system redundancy

Seamless software updates and continuous feature
upgrades 

1 .  M O D E R N I Z A T I O N  &  I N N O V A T I O N  

Reduced hardware footprint

Centralized admin console for full control and visibility

2 .  S I M P L I F I C A T I O N  

Predictable subscription-based pricing

Consolidated billing and reduced IT overhead

3 .  C O S T  E F F I C I E N C Y
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Unified experience across applications and devices
  

Real-time global collaboration—no geographical limits
  

UCaaS breaks down silos, fostering innovation, quicker
decisions, and agile teamwork

4 .  E N H A N C E D  C O L L A B O R A T I O N  

Flexible plans aligned with business growth

Support for remote work and disaster recovery  

5 .  S C A L A B I L I T Y  &  B U S I N E S S
C O N T I N U I T Y

Centralized analytics and reporting
  

Proactive customer experience (CX) insights 

6 .  V I S I B I L I T Y  &  I N T E L L I G E N C E



While modern UCaaS solutions are

extremely valuable to worldwide

enterprises, there is often a great deal of

debate around the feasibility of

implementing and integrating these tools

throughout an entire organization. In many

cases, the effort to modernize company

communications is so burdensome that

businesses often prefer to knowingly utilize

outdated and inefficient technologies.

3 Critical UCaaS
Implementation
Considerations 
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Although UCaaS migration may not be

entirely painless, especially for a large, multi-

national organization, there are several

highly effective ways to mitigate the

complexity and chaos of this process,

including: 
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3. SUPPORT FRAMEWORK3. SUPPORT FRAMEWORK

Global 24/7/365 support (“follow-the-sun” model)  

Custom SLAs for responsiveness and uptime  

Choose your model: fully managed, co-managed,

or self-managed

2. TRAINING & ADOPTION2. TRAINING & ADOPTION

Training formats: live, self-guided, or hybrid  

Multilingual and regional support  

Def ine success metrics and track user adoption  

1. DEPLOYMENT STRATEGY1. DEPLOYMENT STRATEGY

Rollout can be phased to minimize downtime  

Flexible approaches: onsite, remote, hybrid  

Options for number porting, temporary numbers,

and call forwarding



At Advantage, we have the privilege of supporting hundreds

of organizations across a diverse range of industries, which

provides us with the unique opportunity to observe

emerging UCaaS trends in real time.
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In recent years, there has

been an undeniable shift

toward cloud-based

solutions as companies

pursue additional

versatility and scalability,

but how are they

leveraging these tools to

overcome industry

challenges and achieve

specific goals? 

UCaaS In Action

$5.1+$5.1+
TRILLIONTRILLION

Estimated Cloud

Computing Market

Size by 2034

Source: Precedence Research

https://www.precedenceresearch.com/cloud-computing-market


UCaaS delivers both by

integrating with many major

electronic health record (EHR)

software platforms to

guarantee secure and readily

available communication

between a provider and their

patients.
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USE CASE #1: HEALTHCAREUSE CASE #1: HEALTHCARE

Hospitals and care facilities are tasked with the critical

responsibility of protecting sensitive personal information

while simultaneously promoting a seamless patient

experience for anyone in need of their services. 

HIPPA Compliant Integrations
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USE CASE #2: RETAILUSE CASE #2: RETAIL
Enhancing the Customer Experience

UCaaS is an invaluable

resource to online retailers

as these solutions offer a

reliable online shopping

experience 24/7/365 to

consumers, plus

instantaneous personalized

customer support via online

chat and other key contact

center functionalities. 

TheThe  
e-commercee-commerce
crazecraze
continues withcontinues with
$7.9 trillion in$7.9 trillion in
market salesmarket sales
expected byexpected by
20272027..  

K E Y  S T A T

By ensuring seamless IT

operations, AIOps enables

smooth data flow, efficient

communication, and

uninterrupted workflows

across the organization. 

https://www.forbes.com/advisor/business/ecommerce-statistics/
https://www.forbes.com/advisor/business/ecommerce-statistics/
https://www.forbes.com/advisor/business/ecommerce-statistics/
https://www.forbes.com/advisor/business/ecommerce-statistics/
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USE CASE #3: MANUFACTURINGUSE CASE #3: MANUFACTURING
Effective Resource & Budget Planning

This improved situational awarenessThis improved situational awareness

can drive incremental advancementscan drive incremental advancements

that ripple across all levels of thethat ripple across all levels of the

company to generate higher levels ofcompany to generate higher levels of

productivity and dramatic cost savings.productivity and dramatic cost savings.

By leveraging intelligent UCaaS

tools, manufacturers can gain

incredible insights and

analytics on daily operations.



WWW.ADVANTAGECG.COM USE CASES | PAGE 16

USE CASE #4: GLOBAL BUSINESSUSE CASE #4: GLOBAL BUSINESS
Simplifying Internal Collaboration

There is perhaps no better use case for a unified

communications solution than a global organization

with the need to transcend multiple languages,

government regulations, time zones, cultures, and

economic markets at once.

UCaaS empowers these businessesUCaaS empowers these businesses

to operate at scale with real-timeto operate at scale with real-time

video conferencing, instantvideo conferencing, instant

messaging, file sharing, and moremessaging, file sharing, and more

without geographical limitations.without geographical limitations.



SENTIMENT ANALYSIS

LIVE PHONE CALL
TRANSCRIPTIONS &
CLOSED CAPTIONING

CALL SUMMARIES &
HIGHLIGHTS

AI-GENERATED ACTION
ITEMS

PERSONAL ASSISTANTS
Source: Aberdeen

The Pivotal Intersection of
UCaaS & CCaaS
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40%40%
Of Companies Are Already

Leveraging UC to Enrich

Contact Center

Communications

AI-DRIVEN INSIGHTSAI-DRIVEN INSIGHTS
Vendors have been quick to highlight ways they are using AI

in the UCaaS stack. AI-provided insights empower

organizations to remain industry leaders by providing the

next generation of customer service with: 

https://www.aberdeen.com/hcm-essentials/contact-center-cx-trends-2019/
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Conclusion: UCaaS Is a
Strategic Imperative, Not a
Trend 

In our hyperconnected world,

communication silos are

obsolete, but it’s not just about

replacing old tools — it’s about

reimagining collaboration for a

digital-first world. 

UCaaS integrates diverse tools

into a single, powerful platform

to deliver efficiency, agility, and

resilience. UCaaS isn’t just a

tech solution; it’s a business

enabler that:

“For organizations“For organizations

committed tocommitted to

innovation andinnovation and

sustainablesustainable

growth, UCaaS isgrowth, UCaaS is

no longer optional,no longer optional,

it’s essential.”it’s essential.”

— Steve Rome, Advantage

CRO & Co-Founder

REDUCES OPERATIONAL
FRICTION

ENHANCES CUSTOMER AND
EMPLOYEE EXPERIENCES

ADAPTS TO EVOLVING
WORKFORCE DYNAMICS



The First Global
Connectivity MSP

Advantage eliminates the complexity of an ever-changing IT landscape
with a one-of-a-kind methodology and unmatched expertise. 

The result? 

We invest our efforts into
your business goals,
leveraging our extensive
service provider network to
deliver superior
performance, pricing, and
visibility across your entire
connectivity ecosystem. 

We serve as an extension of
your team and work
optimize your voice
solutions from design and
sourcing through
implementation, ongoing
operations, and continued
contract validation.

20-40%
Avg. Cost
Savings

800+
Partner

Providers

150+
Countries
Covered
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info@AdvantageCG.com

AdvantageCG.com

+1 212.872.1700

Get in touch. 
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‘Advantage’ is a registered trademark of Advantage Communications Group, LLC


