UCCaadSsS Futures

The Future of Unified Communications and the
Opportunity for Telecomms Providers

Executive Summary

The telecommunications industry is currently navigating a profound structural
transformation, shifting from a utility-based connectivity model toward a platform-centric
paradigm defined by orchestration, intelligence, and sovereignty.

This report, UCCaaS Futures, provides an exhaustive analysis of the innovations
reshaping how businesses and individuals communicate.

It argues that the opportunity for telecommunications operators lies not in competing
directly with hyperscalers on application features, but in leveraging the unique,
inimitable assets of the network—identity, location, Quality of Service (QoS), and
regulatory trust—to build the "neural system" of the digital economy.
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Executive Summary

The telecommunications industry is currently navigating a profound structural
transformation, shifting from a utility-based connectivity model toward a platform-centric
paradigm defined by orchestration, intelligence, and sovereignty.

The global market for Unified Communications as a Service (UCaaS) is projected to
expand from approximately USD 56.14 billion in 2025 to USD 175.83 billion by 2030,
representing a Compound Annual Growth Rate (CAGR) of 25.65%.

However, the composition of this revenue is undergoing a radical realignment. The era
of pure connectivity provisioning is yielding to an era where value is captured through
the "programmability” of the network, the integration of "Agentic Al," and the
enforcement of digital sovereignty.

This report, UCCaaS Futures, provides an exhaustive analysis of the innovations
reshaping how businesses and individuals communicate. It argues that the opportunity
for telecommunications operators lies not in competing directly with hyperscalers on
application features, but in leveraging the unique, inimitable assets of the
network—identity, location, Quality of Service (QoS), and regulatory trust—to build the
"neural system" of the digital economy.

Key findings indicate that the convergence of UCaaS and Contact Center as a Service
(CCaaS) is accelerating, driven by the need to bridge front-office customer engagement
with back-office subject matter expertise.

Simultaneously, the rise of "Agentic Al"—autonomous software agents capable of
planning and executing workflows—is creating a new class of non-human users that
require secure, verifiable, and low-latency connectivity. Furthermore, the retreat of major
hyperscalers from the core network orchestration layer, exemplified by Microsoft’s
strategic pivot in 2024, has reopened the door for operators to reclaim control over the
service innovation stack.

The analysis culminates in a comprehensive product roadmap for telecom operators,
delineating a three-phase evolution: from the Foundational Phase (2025-2026), focused
on APl exposure and sovereign cloud products; to the Orchestration Phase
(2026-2028), characterized by Al governance and 5G New Calling monetization; and
finally the Immersive Phase (2028-2030), driven by spatial computing and integrated
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sensing.

The Macro-Economic Landscape of
Unified Communications

Global Market Dynamics and Growth Vectors

The trajectory of the UCaaS market is defined by aggressive expansion, yet this growth
is unevenly distributed across geographies and customer segments. While the global
market is anticipated to reach USD 175.83 billion by 2030, the drivers of this growth
vary significantly by region.

In North America, which remains the largest market by revenue share, growth is fueled
by the deepening integration of Al into established collaboration suites and the
migration of remaining on-premises PBX seats to the cloud.

The market here is mature, with a high concentration of hyperscale players like
Microsoft, Zoom, and Cisco. Conversely, the Asia-Pacific (APAC) region is projected to
be the fastest-growing market, with a CAGR exceeding 30% through 2030. This growth
is characterized by mobile-first adoption patterns, where Small and Medium Enterprises
(SMEs) are leapfrogging traditional desktop-centric UCaaS in favor of mobile-native
solutions that support a distributed, often deskless, workforce.

Table 1: Comparative Market Growth Analysis by Region (2025-2030)

Region 2025 Market 2030 Primary Key Challenges
Status Growth Drivers
Outlook
North Mature; High Moderate Al Integration, Market
America Cloud Growth Workflow Saturation,
Penetration (+15-18% Automation, Hyperscaler
CAGR) Legacy Dominance
Displacement
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Europe Fragmented,; Strong Sovereign Data Residency
High Growth Cloud, NIS2 Requirements,
Regulatory (+20-22% Compliance, Language
Focus CAGR) GDPR-aligned Diversity
Al
Asia-Pac | Rapidly Explosive SME ARPU
ific Expanding; Growth Digitalization, Pressure,
Mobile-First (>30% Mobile UCaaS, | Device
CAGR) 5G Heterogeneity
Infrastructure
Latin Emerging; High Cost-effective Network
America Cost-Sensitiv | Growth VolP, Hybrid Reliability,
e (from low Work Adoption | Economic
base) Volatility

The SME segment represents a particularly potent opportunity for telecom operators.

Unlike large enterprises that often contract directly with hyperscalers or global systems
integrators, SMEs prioritize bundled simplicity and cost predictability. The transition from
capital-heavy on-premise systems to OPEX-based UCaaS models allows SMEs to
access enterprise-grade communication tools. Operators are well-positioned to serve
this segment by bundling connectivity, security, and UCaaS licenses into a single
invoice, a value proposition that reduces administrative friction for smaller businesses.

The Convergence of UCaaS and CCaaS

A structural shift occurring in 2025 is the dissolution of the operational and technological
barriers between Unified Communications (internal collaboration) and Contact Centers
(external customer service). Historically, these domains operated in silos: distinct
software stacks, separate purchasing decisions, and disconnected user bases.
However, the modern enterprise requirement for "Total Experience" (TX) demands that
customer-facing agents have real-time access to internal experts to resolve complex
queries.

This convergence is driving the market toward integrated platforms where voice, video,
chat, and contact center functionalities coexist. For telecom operators, this necessitates
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a portfolio restructuring. The product separation between "Business Voice" and "Contact
Center Solutions" is becoming obsolete. Instead, operators must offer unified
"Communication Experience" platforms. This integration enables sophisticated routing
scenarios—for instance, a customer support call can be seamlessly transferred to a
field engineer's mobile UC app with full context preservation, or a back-office subject
matter expert can "swarm" onto a customer chat to assist an agent.

Leading providers are already consolidating these stacks. Zoom, for example, has
aggressively expanded its Contact Center (CCaaS) offerings, achieving over 100%
year-over-year growth in high-value customers by bundling it with their core phone and
meeting products. For operators, the opportunity lies in providing the underlying
carrier-grade voice assurance (SLA) that these converged high-stakes interactions
require, which purely Over-The-Top (OTT) providers cannot guarantee over the public
internet.

The Hyperscaler Pivot: A Strategic Opening for Telcos

The relationship between telecom operators and hyperscalers (Microsoft, AWS, Google)
has oscillated between partnership and competition. A defining development in the
2024-2025 period has been the strategic recalibration of Microsoft’s telecom ambitions.
Following the acquisitions of Affirmed Networks and Metaswitch, Microsoft initially
appeared poised to become a dominant vendor of core network functions. However,
recent layoffs impacting "Azure for Operators" and the halting of previews for specific
operator-centric products like the Azure Operator 5G Core indicate a retreat from trying
to operate the telco stack.

This "Hyperscaler Retreat" is significant. It suggests that the complexity and low
margins of maintaining carrier-grade core networks do not align with the hyperscalers'
high-margin software business models. Consequently, the threat of hyperscalers
displacing operators as the owners of the network core has diminished. Instead, a
complementary model is solidifying: hyperscalers provide the application layer and
generic compute (the "glass" and the "cloud"), while operators must reclaim ownership
of the service orchestration, edge intelligence, and connectivity layers.

This shift creates a vacuum in the market for "Network Cloud" orchestration. Operators
who were hesitant to cede their core network sovereignty to public cloud providers are
now reinvesting in private or hybrid telco clouds. This re-empowers the operator to

define the roadmap for network programmability and service differentiation, rather than
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merely reselling a hyperscaler’s standard capabilities.

The Al Paradigm Shift: From Copilots to
Agents

The Rise of Agentic Al

While the 2023-2024 cycle was dominated by Generative Al (GenAl) focused on
content creation and summarization (Copilots), 2025 marks the transition to "Agentic
AL." Unlike passive chatbots that await user prompts, Al agents are autonomous
software entities capable of perception, reasoning, planning, and execution.

This shift fundamentally alters the traffic patterns and requirements of communication
networks. In an Agentic workflow, an Al agent might independently detect a network
anomaly, initiate a diagnostic call to a technician, schedule a maintenance window, and
order replacement parts—all without human intervention.

e Adoption Rates: Research indicates that 56% of telecom executives are already
deploying Al agents in production environments.

e Capabilities: These agents move beyond simple "next best action"
recommendations to executing complex, multi-step workflows. For example, in a
B2B context, an autonomous procurement agent might negotiate bandwidth
allocation with a telco’s sales agent via API.

For telecom providers, Agentic Al represents a dual opportunity: as a consumer of
network services (requiring APIs and bandwidth) and as a value-added capability
embedded within the network itself.

The "Al-Native" Telco: The SK Telecom Pyramid Strategy

Leading operators are not merely users of Al; they are restructuring their entire
corporate strategy around it. A prime example is SK Telecom’s "Al Pyramid Strategy,"
which serves as a blueprint for the modern "Al-Native" telco.

TelcoFutures.net | Page 7



https://telcofutures.net/

The pyramid consists of three layers:

1. Al Infrastructure (The Foundation): Building Al-centric data centers and securing
"Telco-specific LLMs." SK Telecom is doubling its data center capacity and
deploying multi-LLM structures that combine proprietary models with those from
partners like Anthropic.

2. Al Transformation (AIX - The Core): Injecting Al into core business operations.
This includes "Network Al" that optimizes deployment and energy usage, and "Al
Contact Centers" (AICC) that automate customer support with high fidelity.

3. Al Service (The Value Add): Launching consumer-facing Al services, such as "A."
(A-Dot), a personal Al assistant that integrates call recording, summarization,
and task execution directly into the dialer.

Insight: This strategy illustrates that operators must move beyond being connectivity
providers to becoming Al infrastructure/service providers. By owning the specialized
"Telco LLM" trained on vast amounts of network and customer data, operators can offer
B2B clients Al capabilities that generic models (like GPT-4) cannot match, such as
predictive network maintenance or telecom-specific fraud detection.

Al Governance as a Product

As enterprises race to adopt Al, they face significant risks regarding data privacy,
sovereignty, and "hallucinations." Hyperscale models are often "black boxes" hosted in
foreign jurisdictions, raising compliance red flags under regimes like the EU’s NIS2 or
GDPR.

Here, the telecom operator finds a potent new product category: Al Governance as a
Service.

Operators can deploy "Al Gateways" at the network edge. When an enterprise
employee uses an Al tool, the traffic passes through the operator’s gateway, which
performs real-time sanitization (redacting PIl), enforces policy (blocking sensitive
document uploads), and logs the interaction for audit purposes. This establishes the
operator as the "trust broker" for the Al economy, leveraging their history of regulatory
compliance to solve the primary barrier to enterprise Al adoption.

TelcoFutures.net | Page 8



https://telcofutures.net/

The Programmable Network: Monetizing
APls

The GSMA Open Gateway & CAMARA Initiative

The telecommunications industry has historically struggled to monetize its unique
network capabilities due to fragmentation—developers could not write code that worked
across different carrier networks. The GSMA Open Gateway initiative, underpinned by
the Linux Foundation's CAMARA open-source project, has resolved this by
standardizing network APIs globally.

As of early 2025, over 47 operator groups representing 65% of global mobile
connections have committed to these standards. This federation allows a developer to
write a single application that interacts with the networks of Deutsche Telekom, Orange,
Telefonica, and Verizon seamlessly.

Key APIs and Monetization Models

The "Programmable Network" transforms network features into consumable code.
Several high-value APIs have emerged as the vanguard of this strategy:

e Number Verification & SIM Swap: These APls act as a "silent authentication"
layer. Instead of sending an insecure SMS One-Time Password (OTP), a banking
app can query the network API to verify that the phone number is associated with
the device in real-time and that the SIM card hasn't been swapped recently. This
is critical for the fintech and banking sectors.

e Quality on Demand (QoD): This API allows an application to request a temporary
boost in bandwidth or latency prioritization. Use cases include remote robotic
surgery, high-density mobile gaming, or broadcasting live events where stable
uplink is non-negotiable.

e Device Location: By triangulating the device’s position relative to cell towers
(independent of GPS), this API offers verification for logistics, geo-fencing, and
fraud prevention (e.g., ensuring a transaction is happening in the same country
as the user's phone).
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Table 2: Network APl Monetization Models

Model

Mechanism

Target Use Case

Pricing Strategy

Transactional

Charge per API
call

Identity
Verification, SIM
Swap Checks

Micro-transactio
n (e.g., $0.05
per check)

Subscription Recurring fee for | Fleet Tiered monthly
capability Management, SaaS fee
access Logistics Tracking

Dynamic/Usage Charge based Quality on Per-minute or

on duration/QoS | Demand (QoD), Per-GB
level Bandwidth Boost premium
Revenue Share % of transaction Mobile Gaming, Partnership
value enabled Premium Content model with app
Streaming developers

The Aggregator Ecosystem and Strategic Risk

To reach the millions of global developers, operators are partnering with aggregators
like Vonage (owned by Ericsson), Infobip, and public cloud marketplaces (Azure/AWS).
While this expands reach, it introduces a strategic risk of commoditization, where the
operator becomes a wholesale supplier while the aggregator captures the margin and
the developer relationship.

To mitigate this, operators must adopt a hybrid strategy: utilize aggregators for
high-volume, standardized APIs (like Number Verify) while retaining direct sales
channels for high-complexity, high-value APIs (like Network Slicing or Private 5G
configurations) for large enterprise clients and systems integrators.

5G New Calling: Revitalizing the Native
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Dialer

The Stagnation of Voice and the VoNR+ Opportunity

For two decades, the native phone dialer has remained functionally stagnant, driving
users toward OTT apps like WhatsApp, Zoom, and FaceTime for richer features. "5G
New Calling" (Voice over New Radio+, or VONR+) represents the industry's concerted
effort to repatriate this engagement. Spearheaded by China Mobile and technology
partners like Huawei, this standard utilizes the IMS Data Channel (IDC) to establish an
interactive data pipe parallel to the voice path.

Technical Innovation and User Experience

5G New Calling enables the native dialer to support multimedia interaction without
requiring the user to download an app.

e Visualized Voice Calling: Instead of an audio-only IVR ("Press 1 for Sales"), the
caller sees a visual, interactive menu on their screen. This reduces call handling
time and improves customer satisfaction.

e Real-Time Translation: The network intercepts the audio stream, translates it,
and overlays the text as subtitles on the user's screen in real-time. This capability
breaks down language barriers in cross-border business without requiring
third-party translation tools.

e Interactive Content Sharing: Users can share screens, files, or manipulate AR
objects together directly within the native call interface.

Commercial Success and Monetization

China Mobile has demonstrated the commercial viability of this technology, amassing
over 20 million subscribers for New Calling services by late 2024. Monetization models
are diversifying beyond the "voice minute":

e Subscription Add-ons: Consumers pay a monthly fee for features like real-time
translation or "fun calling" avatars.

e B2B Interaction Fees: Enterprises pay the operator to host visual [VR menus or
to deliver rich content (e.g., product visuals) to customers during support calls.

e Content Partnerships: Operators like China Mobile Shanghai have launched
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specific 5G-Advanced packages (e.g., for football fans) that include prioritized
network access and exclusive interactive calling features related to the matches.

Insight: 5G New Calling is a critical defensive and offensive tool. Defensively, it prevents
the further erosion of voice traffic to OTT players. Offensively, it creates a new "screen"
for monetization—the dialer itself—which operators control exclusively.

Sovereignty as a Service: The Regulatory
Moat

The Regulatory Imperative: NIS2 and DORA

In the European Union and other regulated jurisdictions, "Digital Sovereignty" has
transitioned from a political buzzword to a hard legislative requirement. The NIS2
Directive (Network and Information Systems 2) and DORA (Digital Operational
Resilience Act) mandate rigorous cybersecurity, supply chain security, and operational
resilience standards for critical infrastructure sectors, including energy, healthcare, and
finance.

These regulations create a "compliance moat." Many organizations are increasingly
wary of relying solely on US-based hyperscalers due to the US CLOUD Act, which can
theoretically compel US companies to provide data stored on foreign soil to US
authorities. This conflict between EU privacy laws (GDPR) and US surveillance laws
drives demand for sovereign alternatives.

The Sovereign Cloud Architecture

Telecom operators are uniquely positioned to win in this environment because they
possess "Physical Sovereignty"—ownership of the data centers, the fiber, and the legal
jurisdiction of operations.

e BT’s Sovereign Platform: BT has launched a dedicated sovereign platform for the
UK public and private sectors. This infrastructure is managed exclusively by
UK-cleared personnel, ensuring that data and metadata never leave the national
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jurisdiction. This platform supports secure Al and cloud workloads that cannot
reside on public hyperscale clouds.

e Orange and T-Systems: Continental operators have adopted similar strategies.
Orange Business offers "Cloud on Europe's Terms," and Deutsche Telekom
(T-Systems) provides sovereign cloud services that align with the Gaia-X
initiative, ensuring interoperability while maintaining strict data residency.

Sovereign UCaaS

The product opportunity extends to Unified Communications. While Microsoft Teams is
ubiquitous, it faces scrutiny in high-security environments. Operators can offer
"Sovereign UCaaS": a secure, encrypted communication platform (often based on open
standards like Matrix or hardened versions of proprietary tools) hosted entirely within
the operator’s sovereign cloud. This product targets defense, government, and
healthcare sectors that require "Sovereign by Design" guarantees that OTT players
struggle to provide.

The Mobile-First Workforce: Fixed-Mobile
Convergence 2.0

The Deskless Majority

Traditional UCaaS has largely saturated the "knowledge worker" market (laptop users).
However, approximately 80% of the global workforce is "deskless"—nurses, delivery
drivers, retail staff, and field technicians. This demographic relies on mobile devices, not
desktops, yet has historically been underserved by enterprise IT.

FMC Technologies and "Bring Your Own Device" (BYOD)

New Fixed-Mobile Convergence (FMC) technologies are enabling a revolution in how
these workers communicate. Solutions like Tango Extend and Microsoft Teams Phone
Mobile allow a personal mobile device to function as a fully integrated extension of the
corporate PBX using the native dialer (often via eSIM provisioning).
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This approach offers distinct advantages over "Over-the-Top" VoIP apps:

e Native Experience: The user makes calls using the phone's built-in dialer,
ensuring high adoption rates as no training is required.

e Network Quality: Calls are routed over the cellular voice network (VoLTE/5G),
which has QoS priority over best-effort data networks used by apps like
WhatsApp or Zoom. This is crucial in environments with poor Wi-Fi, such as
warehouses or construction sites.

e Compliance Recording: For regulated industries (e.g., finance), the operator can
record the voice stream at the network level. This enables compliance with
regulations like MiFID Il even when employees use mobile devices, a capability
that is virtually impossible with standard BYOD plans.

Case Studies:

e \erizon has emphasized mobile-first solutions for small businesses, enabling
employees to present their business number from personal devices, thus
maintaining professional identity and privacy.

e AudioCodes has deployed FMC solutions for financial institutions to ensure that
every trader's mobile call is logged and archived, regardless of their location.

Orchestration Platforms: The Singtel
Paragon Model

The Need for Multi-Network Orchestration

As enterprises adopt 5G, Edge Computing, and Cloud, the complexity of managing
these disparate resources explodes. Enterprises need a "single pane of glass" to
orchestrate their digital infrastructure. Operators are moving to fill this gap with
"Network-as-a-Service" (NaaS) platforms.

Singtel Paragon: A Blueprint for the Future

Singtel’'s Paragon platform represents the cutting edge of this trend. It acts as an
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all-in-one orchestration platform that allows enterprises to manage 5G network slices,
edge computing resources, and applications through a unified portal.

Key Capabilities:

e Self-Service Slicing: An enterprise can spin up a 5G network slice with specific
latency characteristics for a drone fleet or a pop-up event in minutes.

e Marketplace Integration: Paragon integrates a marketplace of pre-tested
applications (e.g., video analytics, AR tools) that can be deployed to the edge
with a single click.

e Hyperscaler Agnostic: It abstracts the underlying cloud infrastructure, allowing
workloads to move between AWS, Azure, and the Telco Edge based on cost or
performance rules.

Singtel has also partnered with Ericsson to integrate "Service Orchestration and
Assurance," ensuring that the service requests made in the portal are automatically
provisioned and assured in the network layer. This platform model transforms the
operator from a connectivity vendor into a digital transformation partner.

Future Horizons: Spatial Computing and
6G Sensing

The Spatial Computing Shift

Looking toward the 2028-2030 horizon, the user interface for communication will evolve
from 2D screens to 3D spatial environments. The spatial computing market is forecast
to grow at a CAGR of over 21%, driven by industrial digital twins, immersive training,
and "phyagital" retail experiences.

This shift places immense demand on the network. Rendering high-fidelity 3D
holograms requires massive bandwidth and ultra-low latency. Operators can monetize
this by offering "Split Rendering": offloading the heavy graphical processing from the XR
headset to the Telco Edge (GPU-as-a-Service), enabling lighter, battery-efficient
devices.
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Integrated Sensing and Communication (ISAC)

With the advent of 6G, the network will evolve into a sensor. Integrated Sensing and
Communication (ISAC) utilizes the radio waves used for communication to
simultaneously "sense" the physical environment.

Emerging Use Cases:

e Drone Traffic Management: The network can detect and track non-cooperative
drones (those not broadcasting ID) by analyzing the reflection of radio waves,
selling this data to airspace regulators or logistics firms.

Environmental Monitoring: By measuring the attenuation of signals between
towers, operators can provide real-time hyper-local rainfall and flood data to
municipalities and insurance companies, creating a "Weather-as-a-Service"

revenue stream.
e Smart City Flow: Analyzing traffic and pedestrian density without cameras
(preserving privacy) to optimize traffic lights and public transport schedules.

Strategic Product Roadmap for Telecom
Operators (2025-2030)

Based on the analysis of these converging trends, the following roadmap outlines the
strategic phases for telecom operators to capture the UCCaaS opportunity.

Phase 1: The Foundational Phase (2025-2026)

e Objective: Re-establish trust and expose the network's value.
e Key Initiatives:

1.

Launch CAMARA APIs: Commercialize the "low hanging fruit" of Identity
and Anti-Fraud APIs (Number Verify, SIM Swap). Integrate with major
aggregators (Vonage, Infobip) to ensure ubiquity.

Sovereign Cloud 1.0: Define and launch a certified "Sovereign Cloud"
offering for public sector and regulated industries, leveraging local data
center assets and complying with NIS2.
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3. FMC for Frontline: Roll out "Mobile-First" UCaaS bundles targeting the

deskless workforce. Bundle ruggedized devices, 5G connectivity, and
native-dialer integration (Teams Phone Mobile) to capture the SME and
logistics markets.

Phase 2: The Orchestration Phase (2026-2028)

e Objective: Monetize Intelligence and Quality.
e Key Initiatives:

1.

Al Governance Gateway: Launch a "Secure Al Gateway" product for
enterprises, offering PIl redaction, logging, and sovereign LLM access as
a managed service.

5G New Calling Commercialization: Enable IMS Data Channels on the
core network. Launch B2B "Visual Calling" pilots with
customer-service-heavy verticals (Banking, Airlines).

NaaS Platforms: Deploy an orchestration platform (akin to Singtel
Paragon) to allow enterprise customers to self-provision network slices
and edge compute resources.

. Premium UC Slicing: Partner with major UCaaS vendors (Zoom/Teams) to

offer a "Premium" tier where specific meetings are guaranteed via a
network slice.

Phase 3: The Immersive Phase (2028-2030)

e Objective: Power the Spatial and Autonomous Economy.
e Key Initiatives:

1.

ISAC Data Products: Commercialize "Network Sensing" data feeds.
Launch "Airspace Monitoring" for drones and "Hyper-local Weather"
services.

Spatial Edge Rendering: Deploy GPU-at-the-Edge infrastructure to
support mass-market XR glasses and spatial computing applications.
Agentic Economy Rails: Establish the transactional and identity framework
for autonomous Al agents to negotiate and purchase network resources
dynamically (Machine-to-Machine commerce).
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Conclusion

The telecommunications industry stands at a pivotal juncture. The commoditization of
connectivity is an existential threat, but the simultaneous rise of Agentic Al, Sovereign
Cloud, and Spatial Computing provides a powerful counter-narrative. By evolving from
"Dumb Pipe" providers to "Orchestrators of Sovereign Intelligence," operators can
secure their position in the digital value chain.

The path forward requires a fundamental shift in mindset: seeing the network not just as
transport, but as a programmable, sensing, and intelligent platform. Those operators
who successfully execute this roadmap—integrating the reliability of the carrier world
with the agility of the software world—will not only survive the transition to 2030 but will
define the infrastructure of the next digital age.
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