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The cloud communications market growth has accelerated 

because of the COVID-19 pandemic. People have been 

forced to realize the power of the cloud and a virtual world. 

It has quickly been realized as a business saving solution in 

the short-term and a new, more flexible and global way of 

doing business for the long-term. Service providers are 

looking at the massive demand for their products and 

seeking new ways to stay competitive and capitalize on this 

pivotal moment. 

We hope this data proves insightful and helpful to all those 

interested in this dynamic and growing industry of cloud 

communications.

Cheers,

Clark Peterson
Chairman, Cloud Communications Alliance 

In partnership with Cavell, the Cloud Communications 

Alliance conducts the CCA Survey Initiative annually to 

provide insight into service provider and vendor attitudes, 

trends, and forecasts for the cloud communications 

industry. These international responses give us a unique 

window into how our market is evolving. 

This year, members were asked to fill out the survey in 

July/August 2020, so the impact of the COVID-19 

pandemic is reflected in the data.

Overall, we’re seeing some expected results such as a drive 

toward more online and virtual sales because of the 

pandemic. But other findings were surprising. For example, 

the perception of Microsoft as a major key competitor 

rings true for many providers today while Slack's and 

Google’s perceived competitiveness slid year over year.



The cloud communications market has changed dramatically over the 

last year. The predictions we saw in 2019 gave way to some surprising 

results in 2020. 

The CCA conducted in-depth research into what service providers are 

doing to keep up and stay competitive. 

The following is a side-by-side comparison of 2019’s and 2020’s research 

to shine a light on the ever-evolving state of cloud communications.

Introduction

“The research gives a unique insight into the 
preferences and intentions of the Cloud 
Communications Alliance international service 
provider community. This year was extra special 
as we got an insight into the implications the 
COVID-19 pandemic has had on the cloud 
communications market." 

– Matt Townend
   Director of Europe, Cloud Communications Alliance

"This C-level insight is unique to the Cloud 
Communications Alliance survey. This resource 
provides in-depth, candid analysis of the market 
today and shows a unique picture of how service 
providers have responded to the global 
pandemic. With access to the largest sampling 
of cloud communications leaders, the CCA was 
able to capture invaluable data and some 
surprising trends." 

– Joe Marion
    President, Cloud Communications Alliance



2019: 
Around 32% of providers 
had proprietary, self-built 
platforms, and many used 
more than one platform.

2020: 

Self-built platforms are still 
prominent – and even growing 
in use – while Cisco maintains 
the largest market share. 
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We were surprised as to how many service providers were still content with 
large third-party platforms versus feeling the need to develop proprietary 
platforms that we had seen trending prior. 66% of providers have no plans to 
change their platforms.

If you combine Cisco’s and WebEx’s use, that’s the largest platform share.

In Europe, you’ll find more regional vendors in use providing much 
widespread choice.

28% of providers are looking for differentiation and increased functionality 
around collaboration – something platform providers should note.

The Percentage of 
Providers That 
Currently Use 
These Platforms



2019-2020 Platform Data
Key Takeaway:

 
The use of self-built platforms dipped a bit but is steady, Cisco stays in the 

lead, and some providers are beginning to offer wholesale options. Many 
providers are good with their current platforms, and the ones that are 

shopping for new platform providers are doing so because they want to 
differentiate with collaboration. 



2019: 
40% of providers were 
moving upmarket to target 
the large enterprise segment 
(1000+ users).
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2020: 
Service providers are still 
focused on going upmarket, 
but the majority of sales are 
projected to come in the
10-99 segment.
.
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While just over 90% of providers in 2019 noted they were currently 
successfully targeting the mid-market sector of 100-999 users, only about 
5% reported looking at that market for future targeting. Providers were 
much more focused on larger enterprises last year.

The widening of providers’ scopes to include the SME market in 2020 is a 
bit of a change from 2019’s data that showed providers with zero interest 
in pursuing that market segment. Not only will providers look to that 
segment for the short-term, but they have said they will continue to 
do so for the next 24 months.

Despite that focus, the mid-market sector will remain a 
healthy target for providers for the future.
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2019 - 2020 Market Focus
Key Takeaway:

 
The COVID-19 pandemic has blurred the lines between the small office and 

home office (SOHO) and created immediate opportunity for the SOHO 
segment. As a result, it has widened providers’ scope to focus on the SME 
market more than last year, but upmarket opportunities and the enterprise 

segment are still in play. The invigorated focus on the 10-99 segment will 
persist through 2022.



We were surprised as to how many service providers were still content with 
large third-party platforms versus feeling the need to develop proprietary 
platforms that we had seen trending prior. 66% of providers have no plans to 
change their platforms.

If you combine Cisco’s and WebEx’s use, that’s the largest platform share.

In Europe, you’ll find more regional vendors in use providing much 
widespread choice.

28% of providers are looking for differentiation and increased functionality 
around collaboration – something platform providers should note.
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Indirect channels remain important, but online and virtual sales are increasing. 
Wholesale resellers are of particular relevance with some European providers, 
and providers that are focused on larger segments are going more direct.

The master agent and direct-to-agent channels combined is the clear 
majority of the routes to market, but there will be massive change in the 
online sales world. Providers are making important efforts to bring 
self-service portals and self-activation tools to fruition to facilitate the virtual 
sales process.

Providers are underscoring their efforts to drive activation through online 
mechanisms and their own portals with social media and digital marketing. 

Percentage of 
Sales Made 
Through These 
Routes to Market



2019-2020 Trending Channels
Key Takeaway:

 
Device ubiquity and work-from-home prevalence have shifted 

provider focus to online sales and self-activation efforts for the future, 
but combined master and direct agents are still the current majority 
route to market. Expect investment in online and telesales to grow 

well through 2022. 



2019: 
Call recording, basic contact center, SIP 
trunking, mobile client, and UCaaS were the 
unsurprising core of 2019’s providers’ 
offerings. While 40% offered AI, nearly the 
same percentage was looking to offer it in the 
coming year. SD-WAN investment was strong.
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2020: 
Alongside the usual suspects – call recording 
and UCaaS – 50% of providers report 
offering Microsoft Teams Direct Routing, and 
just over 50% report offering Client Microsoft 
Team Integration. SD-WAN is still a main area 
of investment.



You would think that collaboration would be further along in service 
providers’ offerings today, but it is still clearly an area for big growth. The 
table stakes of call recording and CRM integration remain familiar. 

Only 20% of providers were looking at offering team collaboration in 2019, 
but 70% of them reported offering it in 2020. Microsoft Teams leapt 
forward as a service offering because of the pandemic while CPaaS – 
which was thought to see strong growth – is still an offering with only 53% 
of providers.
 
Data access increased as an offering from 60% in 2019 to 
nearly 80% in 2020 as service providers work to meet 
upmarket needs. There is still room for providers to 
differentiate with video, SD-WAN, CPaaS, and 
Microsoft Teams.

Current Services Offered



2019-2020 Current Services Offered
Key Takeaway:

 
Providers are aiming to address the skyrocketing need for ultimate 

collaboration, and Microsoft is answering the call. SD-WAN investment stays 
strong. Service providers are augmenting current services with more robust 

feature sets, better quality, and secure delivery options to appeal to the 
growing upmarket segment. There is plenty of room for differentiation yet 

with collaboration and SD-WAN.



Indirect channels remain important, but online and virtual sales are increasing. 
Wholesale resellers are of particular relevance with some European providers, 
and providers that are focused on larger segments are going more direct.

The master agent and direct-to-agent channels combined is the clear 
majority of the routes to market, but there will be massive change in the 
online sales world. Providers are making important efforts to bring 
self-service portals and self-activation tools to fruition to facilitate the virtual 
sales process.

Providers are underscoring their efforts to drive activation through online 
mechanisms and their own portals with social media and digital marketing. 

2019: 
Providers were planning to incorporate more 
CPaaS and APIs. They expected more 
artificial intelligence to be deployed across 
the industry. 20% were planning on investing 
in SD-WAN. (50% were already offering it.)
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2020: 
While 24% of providers still plan on offering 
SD-WAN, their plans are now largely focused 
on Microsoft Teams Integration (35%) and 
Microsoft Teams Direct Routing (32%). 25% 
of providers reported looking to omnichannel 
contact center for the future as well.



With the 138% increase in existing customer demand for video 
conferencing, providers are turning their focus toward that area of 
investment. 

Most notably, they are moving full steam ahead with investment in 
Microsoft. Teams will continue to be a key area of product development as 
Microsoft tries to migrate people from current licenses to other robust 
licenses that include collaboration features. 

We saw omnichannel contact center investment penetration mostly 
from a platform standpoint with Cisco/Broadsoft, and the 
investment in SD-WAN will persist so providers can control 
quality of service.

Services Providers Planned (and Plan) to Offer



2019-2020 Future Services
Key Takeaway:

 
Provider focus sharply shifted as video conferencing and collaboration 

demand spiked in 2020. Plans to go heavy on CPaaS were somewhat 
abandoned while collaboration services take center stage. Microsoft Teams 

is in the spotlight while advanced contact center solutions enter the fray 
in a stronger position than 2019. SD-WAN will continue to be a part of 

future offerings.
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2019: 
Existing providers were concerned about 
potential competition from MegaCloud 
companies like Google and Slack because 
many of these companies were already 
deployed to customer sites. They presented 
a threat to the status quo.

2020: 
Perception of Microsoft as a competitor has 
grown by 10% while perception of Slack and 
Google has fallen dramatically. Perception of 
Cisco as a competitor has dwindled as 
providers may view the company more as 
a partner.

Increased Percentage of Providers That View These Companies as Threats



The previous fear that surrounded Cisco’s purchase of Broadsoft – with 
providers worrying about direct competition – has subsided. More 
providers trust the Cisco/Broadsoft platform. Their worries have shifted to 
Microsoft – the surprise player. 

While it is additionally surprising that Slack’s and Google’s perceived 
competitiveness has slid, what’s even more notable is the persistence of 
Zoom’s strong position as a perceived competitor. As the company touts 
its Zoom Phone product, providers keep a close eye.
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2019-2020 Perceived Competition
Key Takeaway:

 
The spiked demand for enterprise collaboration solutions such as 

Microsoft Teams has set Microsoft in the lead with Zoom in a close second 
as a result of the pandemic. Perception of Zoom as a strong competitor 

may likely grow as the company issues its phone product to tie in with its 
growingly popular collaboration platform.
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2019: 
Providers had their sights on mobility as a key 
area of development and anticipated to see 
both investment in and development of new 
tools and approaches.

Key Strategic Initiatives Providers Had Planned (and Now Plan) for the Next 12 Months

2020: 
Providers are now focused on the race to 
scale, which is leading them to look at new 
geographies and vertical markets. Other 
initiatives include more integrations and 
expanding offerings beyond UCaaS.



Whether it’s launching virtual sales, moving into more geographic areas, 
acquiring companies, or adding verticals to differentiate, providers are 
in a state of “we’ve got to execute on growth.” The mobile piece remains 
important given the pandemic’s push on work-from-home devices.

Partnering is at play in providers’ strategies as well – a crucial 
component of scaling. They are looking to differentiate with continued 
consolidations while keeping the ever-evolving need for digital and 
online sales top of mind.

Key Strategic Initiatives Providers Had Planned (and Now Plan) for the Next 12 Months



2019-2020 Key Strategic Initiatives
Key Takeaway:

 
The pandemic has reinforced the importance of digital and online 

portal sales, and it has caused providers to continue to think globally about 
their reach. Despite a downturn in M&A, providers will continue to 

consolidate with acquisitions. Additional key focus areas for the future 
include more integrations, SaaS reseller channel growth, and expanding 

offerings beyond UCaaS.



Key Findings: 2019

54%
of service providers were 
looking to grow through M&A. 

25%
expected to launch mobile 
initiatives throughout the year.

40%
Providers projected 
strong growth approaching

over 12-24 months.

Providers expected increased competition across 
all markets – even from new entrants. Slack saw an

26% increase in competitive perception 
(which fell to 6% in 2020).

5%
Only

of providers were looking at the 
mid-market sector as a future target.

40%
were aiming at the 
upmarket opportunities.

52% – a number that held 
steadfast through 
2020’s pandemic.

SD-WAN investment was strong at



increase in competitive perception 
(which fell to 6% in 2020).

Key Findings: 2020

There are fewer providers

just
34%

looking to grow by 
expanding through 

M&A, but that number is 
still a significant sign 

acquisitions will persist. 

Service providers were forced to react to the 
pandemic with new offerings and products.

35% now seek to offer Client 
Microsoft Team Integration.

The perception of Microsoft as a competitor grew by

10% with Zoom and Amazon close behind 
as collaboration grows in demand.

The pandemic has widened providers’ investment 
scopes to include the SME segment. They expect

39% of their sales to come from the 
10-99 segment over the next 
24 months.

Platform providers should note that 
of service providers are looking to 
differentiate through collaboration and are 
willing to move platforms to achieve that goal.28%
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The CCA is the largest global not-for-profit 
organization that represents the interests of 
hosted communications providers – regardless 
of platform. We are dedicated to supporting and 
educating businesses on the best ways to build, 
sell, and scale enterprise communications 
systems. We serve as a voice for the cloud 
communications industry for customers, 
vendors, service providers, analysts, and 
regulatory bodies across the globe.

Contact us to learn more about how you can join 
the CCA and make a difference in the cloud 
communications industry.

CCA Overview


