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One thing is for sure: the leaders in the cloud 

communications market who will define what 

transformation looks like will emerge in the next 12 months. 

Those who have successfully navigated the pandemic will 

pave the way for others. 

I hope this data is illuminating and useful. Thank you to all 

who participated in the survey. We look forward to 

watching the exciting progress of this industry.

Cheers,

Clark Peterson
Chairman, Cloud Communications Alliance 

The CCA has partnered with Cavell to issue this second 

annual State of the Cloud Communications Market report 

based on results from the CCA Survey Initiative. Each year, 

we gather data from the cloud communications industry to 

deliver insight into service providers’ thoughts, 

perspectives, and strategies in the current climate. The 

responses to our survey come from an international 

community of CCA members – spanning a range of 

executives across organizations in cloud communications. 

This year, the impact of COVID-19 is still very much in play – 

resulting in some expected and unexpected moves. As 

predicted, online sales grew, video conferencing became a 

strong part of portfolios, and everyone is finding ways to 

offer Teams integrations. But service providers are also 

making clear choices about core platforms and how they 

will continue to try to compete with hyperscalers like 

Microsoft and Google. 



The cloud communications market is moving 

full-steam ahead after reeling from the effects of 

2020. Some of our 2020 predictions manifested in 

reality, and some unexpected results emerged as well 

this year.

The in-depth research conducted by the CCA and 

Cavell included a global survey of executives from 

more than 50 cloud communications service providers 

and their affiliates. The following is a side-by-side 

comparison of 2020’s and 2021’s research to analyze 

the changes this industry has experienced.

Introduction “The industry is going through so much change 
post-pandemic, and this survey represents an insight into how 
the industry itself sees the changes affecting the market." 

– Matt Townend
   Director of Europe, Cloud Communications Alliance

"This is the only survey of hosted cloud communications 
providers in the world that looks at data points from the 
industry’s perspective." 

– Joe Marion
    President, Cloud Communications Alliance
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Over the last 12 months, we’ve seen the largest increase in two categories: 
online sales – with 15% more providers doing them – and direct account 
management with 19% more providers. We believe COVID-19 boosted the online 
sales increase in 2020, but we also believe online sales will continue to grow as a 
channel in future normalized years.

Over the next two years, the indirect channel through master agents is 
projected to increase as companies look for alternative distribution to augment 
their current direct and online efforts. Wholesale and white-label show a 
decrease into next year, which is also influenced from a bump up in the 
COVID-19 years now normalizing. White-label options will be influenced by the 
build vs. buy momentum of having a proprietary platform that providers can 
influence more directly to differentiate themselves. 

The Channels That 
Providers Are 
Selling Services 
Through – and How 
They’re Changing

How Is the Sales 
Process Changing?



The channel is still quite important to most providers, with 53% of sales done 
through partners. The global landscape breaks down into different segments 
and preferences for using the channel: the U.S. leans toward an agent/master 
agent model; the UK leans more toward the white-label channel; and Germany is 
specifically agent-focused. The largest single channel continues to be direct 
account management sales as companies try to control their own destiny and 
sell through a potentially lower cost channel but need the complement and 
diversity of the indirect channel partners.

How Is the Sales 
Process Changing?
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Key Takeaway:
How Is the Sales Process Changing?

 
While online sales have grown as a result of COVID-19 – with providers needing to 

reach end users digitally and expanding online efforts to do so – online has not 
replaced the more traditional channels of agent or master agent sales.

In terms of volume of sales through specific channels, direct account 
management remains a huge avenue for providers, but ultimately it’s about even 

with the channel itself – where the majority of providers send their sales. 



New products and services are gaining fast ground on the typical offerings of 
service providers. To no one’s surprise, video conferencing has grown and is now 
being offered by 80% of the providers surveyed. CRM integrations and team 
collaboration technologies are climbing the charts as providers realize they 
need to package solutions together instead of offering products individually. 
The services that have typically been ubiquitous are now joined by fast-growing 
offerings that support remote work.

How Are Providers’ 
Product Portfolios 
Changing?
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Key Takeaway:
How Are Providers’ Product Portfolios Changing?

 
Providers are now offering newer products and services at higher rates than they 

are offering the products and services they had provided for over 20 years. For 
example, they’ve all offered SIP trunking for decades; in 2021, video conferencing 

overtook that offering. Newer services are now just as much table stakes as the 
stalwart offerings of old, and providers are increasingly offering multiple products 

integrated together in bundles. Integration now also becomes key both for the 
providers’ own product bundles but also to integrate with the customers’ CRM 

and other applications. APIs become critical for these integrations.
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As service providers make the continued effort to offer Microsoft Teams to 
customers, they have a choice before them about how exactly to do that. This 
year, slightly more providers are offering Teams integration directly into their 
own UCaaS products, but a similar number of providers offer direct routing as 
well. A third of providers planning on offering Microsoft integration would use 
direct routing through SIP access. A point of interest: 35% of providers offer 
both avenues to Teams. 

How Do Providers Offer Teams?

A Focus on 
Microsoft Teams
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As the customer experience evolves and remains one of the most critical 
components of any service provider’s offering, providers are looking more 
closely at what integrations will keep them competitive. From CRM to email to 
collaboration to workforce management, integrations into UCaaS, CCaaS, and 
CPaaS with these tools will be the way providers differentiate themselves.

What Other Cloud Applications Do Providers Integrate With?

A Focus on Customer 
Engagement



As providers continue to build out their UC and CC offerings, they have 
increasingly realized they need additional services: 

A Focus on Customer Engagement: 
Where Is Development Going for the Next 12 Months?

The 6 Services Providers Will Add in the Next 12 Months:

1 Integrated UC and contact center

6 Harnessing platform as a service options vs building everything themselves

2 Omnichannel contact center

3 CPaaS/API store

4 Self-provisioning/ordering portals

5 Security products



Key Takeaway:
Two New Areas of Focus for Providers

 
The majority (over 80%) of service providers are either offering Microsoft Teams 

today or they are planning to offer it in the future. The question for providers is 
not if they’ll offer Teams – but how. As more providers offer both direct routing 

and integration with their own UCaaS products, it’s clear that the provider 
community is hedging its bets so it can play to multiple customer desires. 

With integrations, providers are looking at ways to offer better customer 
engagement on both sides of the communication spectrum: external with 

customers and internal with employees. They are also incorporating additional 
services such as self-provisioning, CPaaS, and security in order to solidify their 

future competitive advantages. Key to the future will be simplifying the customer 
experience with digital marketplaces, automated on-boarding and provisioning 

tools, and simplified integration and single sign-on (SSO) to the customers’ 
existing platforms and tools.

 



With a 15% increase in providers reporting they have no wish to change 
platforms compared to 2020, it’s clear providers have spent the last year 
making more strategic decisions and moves about their futures. Of those who 
reported a plan to change their UCaaS platform, the main reasons were to 
increase functionality and not wanting to develop their own platform. Providers 
are also looking to be able to integrate with third parties more easily.

The State of the Core Platform
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Key Takeaways:
The State of the Core Platform

 
We are always intrigued to see what choices have been made as far as service 

providers building their own platforms or buying from existing platform providers. 
This year, with 47% having built their own proprietary platform, no wonder 82% of 

providers have no plans to change their core platform. They’re lying in the bed 
they’ve made, while just 18% are still looking to make their choices. 

There will come a time when smaller providers who have built their own platforms 
will struggle to keep up with the pace of development and will look for new 

platforms from a platform as a service provider.

We are also seeing providers look to add a platform as a second service so they 
can target other areas of the market. 



In European markets alone, nearly 25 million cloud communications users will be 
added by 2025. Our industry knows the pressure is on.

Providers are wondering, “how do we become meaningful in this industry? How 
do we stay relevant?” Top strategic initiatives over the next year for scale 
involve launching in new geographies and vertical markets, focusing on digital 
sales, and acquisitions. Many CCA members were involved in mergers and 
acquisitions this past year, and that trend isn’t going anywhere anytime soon.

Looking Ahead at the Race to Scale

Looking Ahead at 
the Race to Scale

74%
of businesses who have not already 
chosen a cloud communications 
provider will pick their provider 
within the next two years.
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Cloud hyperscalers are by far the biggest threat. Cloud companies offering 
communications are viewed as a bigger threat than the communication 
companies offering cloud communications. With the exception of RingCentral, 
all the most threatening companies are the world’s top cloud providers with 
global customer bases and ever-growing product suites. Even though threats 
have decreased from others, don’t dismiss Tier 1 operators. They have 
considerable leadership in many market spaces.

Looking Ahead at 
the Biggest 
Perceived Threats

The Biggest Threats, in Order of Their Perceived Threat

Decreasing Perceived Threats From:

PBX Vendors: Tier 1 Operators:



Without a doubt, security is a key priority for service providers. They need to 
look at how they add security features to their overall bundles. Mobility and 
CPaaS are also smart growth sectors – especially as 5G emerges. Integrations 
and video and collaboration are essential to provide the ultimate goal: the 
perfect customer experience.

Looking Ahead at 
Growth Sectors

What Will Increase in Importance to Customers in the Future?
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Key Takeaways:
Looking Ahead

 
With millions of new cloud communications users added every year, 
the race to become the next leader in our industry is on. Who will be 

leading the charge? Who will lead which market segments? These 
questions will be decided in the next 12 months. It’s clear from the 

money pouring into our industry from investors and all the mergers 
and acquisitions activity, there is massive growth on the horizon.

The cloud providers that have huge customer bases and suites of 
products are adding communication services – presenting a 

mounting threat to service providers.

Security is the next must-have for any
 service provider hoping to stay competitive.

 



Key Findings: 2021

Providers’ go-to-market 
approaches will see an 
increased emphasis on online, 
telesales, the use of master 
agents, and wholesale channels.

CPaaS is an enabling 
technology, and 
service providers will 
continue to enhance 
products including 
video, collaboration, 
CRM integrations, UC 
and CC, and security.

While Microsoft is seen as a 
threat, the majority of providers 
are working with Microsoft to 
offer integration with Teams.

The race to scale is critical 
through expanded distribution, 
launching into new markets, 
and M&A.

Customer 
engagement grows 
ever-more-important 
to providers looking to 
get and keep their 
piece of the growing 
cloud communications 
pie.
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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

https://www.cloudcommunications.com/contact/
https://www.cloudcommunications.com

