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Researching and analyzing the global unified communications (UC) market 

reflects a significant undertaking by The Eastern Management Group.

To create the report, we gathered global data both from vendors and customers.

Bringing this report together required completed surveys from 50,000

Information Technology (IT) managers and technology vendors worldwide. Surveys 

were done by the Eastern Management Group with businesses ranging in size

from one employee to more than a million in 19 vertical markets and seven world 

regions.

To this information, the Eastern Management Group added 35 years of quarterly 

PBX market data from our Monitor℠ reports. All of the data was used in

proprietary models and analyzed by our consulting team in order to produce this 

important 143-page report including more than 50 tables and charts.



Copyright © 2024 The Eastern Management Group,

Inc.

Table of Contents

Part 1 Research Study

Overview Part 2 Marketing

Installed Base of Unified Communications Systems 

Installed Base by UC Platform: Premises, UCaaS,

Hybrid, Server Virtualization

Systems Installed Base by World Region 

System Installed Base by Vertical Industry 

Current Market Size

Seat Shipments by World

Region System Shipments World

Region

Cloud and Premises System Sales by World Region

System Shipments by Seat Size

Top Premises & Cloud Sales by Vertical Market 

Premises & UCaaS Sales by Industry Sector 

Average Sale Seat Size by UC Platform

5-Year Sales Forecast

System Shipment 5-Year Forecast by UC Platform 

Installed Base 5-Year Forecast for Seats/Lines

Seat Shipments 5-Year Forecast by UC Platform



Copyright © 2024 The Eastern Management Group,

Inc.

Business Voice Calls by UC Platform & World Region

Adds Moves and Changes Forecast – Hosted PBX

Premises PBX Market Analysis

Premises PBX Market Changing

How to Reinvent the Premises PBX

Industry The Premises PBX Market

Opportunity

UCaaS Market Analysis

Analysis of 2-Distinct Size UCaaS Markets: Small & Mid-

Market/Enterprise

2- Distinct Size UCaaS Markets Distinguishing

Characteristics UCaaS Industry Does Not Grow Uniformly

CPaaS a Quick-to-Market Roadmap

UC Pull-through Revenue

System Pull-through Revenue

UCaaS Customer Churn

UCaaS Churn Rates by -Customer Size

Unified Communications Customer Purchase

Drivers Yearly IT Manager System Purchases

7 Reasons Businesses Get a New Unified Communications System

12 UC System Purchase Criteria

Unified Communications Applications Importance to Business



Copyright © 2024 The Eastern Management Group,

Inc.

Pull-through Services

Unified Communications System Pull-through Sales and Margins

Services Pull-through Revenue Frequency Distribution

Systems Integration Pull-through Revenue Frequency Distribution 

3rd Party Pull-through Revenue Frequency Distribution

Managed Services

Managed Services Pull-through on Unified Communications System

Sales

Managed Services Revenue Types and Quantities

9-Managed Services Applications Pull-through Revenue 

Managed Services Growth by Solution

Managed Services Profit by

Solution Managed Services Cost

Model

UC Sales Cycle

UCaaS New System Sale Cycle Time

UCaaS Roadmap Follow-on Sales Cycle

Time UCaaS Initial Customer Sale – 1-10

Seats

UCaaS Initial Customer Sale – Branch

Offices UCaaS Customer Second Sale

UCaaS Customer Contracts Length

UC Street Prices

UCaaS Customer Price Per

Seat Market Basket Pricing

UCaaS Market Basket Prices

UCaaS “Come-On” Prices and

Gimmicks Unified Communications

Promotions



Copyright © 2024 The Eastern Management Group,

Inc.

Unified Communications Promotions Are Transaction Influencing Drivers

(TIDs)

Transaction Influencing Drivers Effectiveness Mapping

Unified Communications Best Practices

Unified Communications Customer

Survey Unified Communications System

Providers

Best Practices for Unified Communications

Part 3 Technology

Platforms

Unified Communications Premises &

Cloud UC System Platforms

UCaaS System Attributes

Hybrid Premises and Server Virtualization System

Platforms Multi-Tenant and Multi-Instance Hosted PBX

Platform

Features

PBX and UCaaS Features

Unified Communications Features Useful to Businesses

Customer Satisfaction with 12 Unified Communications

Features

Vendor Offers Unified Communications Feature Packages

Integrations

3 Business Application Integration Types for Systems

8 Integrations Classifications

Popular Integration Applications

Part 4 Distribution 

Distribution Channels System

Distribution Channels



Copyright © 2024 The Eastern Management Group,

Inc.

Distribution Channels – Agents

Distribution Channels – Born-in-Cloud

Distribution Channels – Partner 

Distribution Channels – Direct Sales

Distribution Channels – Direct and Inbound Marketing 

Distribution Channels – Distributor

Distribution Channels – Ecosystem Partner, ISV, IT Consultant 

Distribution Channels – MSP, Referrer, Reseller, Service Provider

Distribution Channels – Systems Integrator 

Distribution Channels – White Label 

Carriers

4 Carrier Tiers Are a Large Unified Communications Distribution

Channel What Distinguishes Carriers as a Distribution Channel

Thousands of Carriers Need System Portfolio Products 

White Label

White Label Issues

Partners

How a Premises & UCaaS Partner Sales Channel Could

Work Calculating the Number of Sales Partners Required

Keys to Partner Success

How We Expect Partner Channels to Change

Part 5 Finance

P&L Statements

Hosted and Premises PBX Margin

Pro Forma Financial Statement – Provider’s Own Platform



Copyright © 2024 The Eastern Management Group,

Inc.

Pro Forma Financial Statement – Softswitch Platform

Pro Forma Financial Statement – CPaaS Platform

Part 6 Appendix

Appendix 1 Research Methodology

Appendix 2 Vertical Markets Represented by Our Surveys

Appendix 3 Global Surveys

Appendix 4 10 Employee Size Segments

Appendix 5 About The Eastern Management Group

Appendix 6 Contact

Contact Us

Orders for this report, and general inquiries, may be

made by contacting The Eastern Management Group below.

John Malone

1 212 738 9402 ext. 2201

jmalone@easternmanagement.com

Please visit our web site to learn

more about The Eastern Management

Group www.easternmanagement.com
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