
Enterprise UCaaS Buyer’s Guide:
12 Critical Factors for 2026

2026



www.clearspancloud.comPage 02

If someone did not really know any better, they would think that AI is the only
thing that matters for large enterprise communications. And that makes some
sort of sense because that is the only thing you really hear about if you listen to
podcasts or read about it on social media posts. It’s the bright new thing and so
everyone is talking about it. But it is important not lose sight of the bigger picture
when deploying a UCaaS solution.  
It is not just about AI.  
There is a lot more that goes into determining the right UCaaS solution. For large
enterprises—often managing thousands of employees across multiple regions—
the expectations for a UCaaS platform go far beyond AI. One cannot lose sight
of the basic need – first and foremast they need real call control capabilities.
And then they are seeking robust, scalable, secure, and intelligent solutions that
align with broader business goals and digital transformation strategies. 



Page 03

Call Control

This is really the most
important aspect of UCaaS,
because it is the most basic
thing about UCaaS. The
ability to make and receive
voice and video phone calls,
and to route these phone
calls to the right place.
There are two main types of
UCaaS solutions – one that
is “phone call” centric and
one that is “collaboration”
centric. The fact that many
“collaboration” centric
UCaaS systems often tie
into a “phone call” centric
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 UCaaS system to actually make and receive phone calls tells you everything
you need to know about which type of UCaaS system is the right one for you.
And remember, the “phone call” centric UCaaS systems DO have collaboration
clients as well. 

1.
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Scalability
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Large enterprises operate at a scale that demands flexibility. Whether
expanding into new markets, onboarding thousands of employees, or
integrating acquisitions, a UCaaS solution must scale seamlessly. Enterprises
look for platforms that can support global operations with minimal latency,
regional redundancy, and consistent performance. 

2.
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Customization
& Flexibility 

No two enterprises are
alike. Large organizations
often have unique
workflows, compliance
needs, and operational
structures. A one-size-fits-
all solution is rarely
sufficient. 
Enterprises value
customization—whether it
is tailoring user interfaces,
configuring workflows, or
building custom
integrations. Flexible
licensing models and
modular feature sets also
allow organizations to
adapt the platform to their
specific needs. 
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Integration Capabilities

UCaaS systems do not just
make phone calls and that
is that. They need to
integrate these phone calls
into other company
enhancement tools such as
CRM systems, ERP
platforms, productivity
suites, and enhanced
contact center solutions. A
modern UCaaS platform
must integrate seamlessly
into this environment. 
 
And remember, most
modern UCaaS systems
should come with at least a
departmental (ACD) contact
center capability as part of
the UCaaS system.  
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POTS Replacement &
Integration
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Right now, many enterprises are struggling with POTS replacement. While over
the years many analog endpoints have been replaced, some still exist in
enterprises for specialized, legacy, or critical safety roles. And while some of
these analog endpoints have nothing to do with phone calls, some of them do.
And so it’s important to consider that the POTS replacement solutions should
integrate with your UCaaS system so that the proper phone calls can me made
from the analog endpoint.  



Page 08

User Experience and Adoption 
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6.

This is an oft-overlooked
consideration. Most
employees have experience
with some kind of UCaaS
solution. So ensuring
employees keep using a
UCaaS solution, including
new features the enterprise
wants them to us, is
important. The business
does not want its
employees to get “lost” and 

“frustrated” with a new system. Because even the most
feature-rich platform will fail if employees do not use it. 
Enterprises need to prioritize intuitive, user-friendly
interfaces that require minimal training, and possibly are
as close to what the employees used to use. And
sometimes that means keeping the interface as
consistent as possible. And Consistency across devices
—desktop, mobile, and browser—is also key. 
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Enterprise-Grade
Security and Compliance 
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Security is non-negotiable. Large organizations handle sensitive data and must
comply with strict regulatory frameworks such as GDPR, HIPAA, or SOC 2. A
UCaaS provider must offer end-to-end encryption, advanced identity
management, and continuous monitoring. 

7.
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Reliability and Service
Level Agreements (SLAs) 
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Downtime is costly. Large
enterprises require near-
perfect uptime backed by
strong SLAs. A UCaaS
provider must
demonstrate high
availability architecture,
failover mechanisms, and
proactive monitoring. 
Beyond uptime
guarantees, enterprises
also evaluate support
responsiveness.
Dedicated account
management, 24/7
enterprise support, and
rapid incident resolution
are critical factors in
vendor selection. 

8.
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Advanced Analytics 
and Insights 
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Data-driven decision-
making is a priority for
large organizations.
UCaaS platforms are
increasingly expected to
provide detailed analytics
on usage, performance,
and user behavior. 
Enterprises look for
dashboards that offer
insights into call quality,
meeting engagement,
adoption rates, and
employee productivity.
Advanced solutions may
incorporate AI-driven 

9.

insights—such as sentiment analysis, meeting summaries, or predictive
performance alerts—helping leaders make informed decisions and optimize
communication strategies. 
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Hybrid & Remote 
Work Enablement
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Features like virtual whiteboarding, meeting transcription, and asynchronous
collaboration are increasingly valuable. Enterprises are looking for platforms
that not only replicate in-person interactions but enhance them. 

This is an old one that
goes back to Covid,
but it changed the
game permanently.
The shift to hybrid
work has
fundamentally
changed enterprise
requirements. UCaaS
platforms must
support seamless
communication
regardless of location.
This includes high-
quality video
conferencing,
persistent messaging,
and collaboration
tools that bridge the
gap between in-office
and remote
employees. 
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Cost Management 
and Predictability 
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While enterprises have significant budgets, cost control remains a priority.
UCaaS solutions must offer transparent pricing models with predictable costs.
Hidden fees or complex billing structures can quickly become a barrier. 
Enterprises often evaluate total cost of ownership (TCO), factoring in not just
subscription fees but also implementation, training, and ongoing support costs.
Solutions that consolidate multiple communication tools into a single platform
can offer significant cost efficiencies. 
 

11.



Finally, large enterprises
are not just buying for
today—they are investing
in the future. They seek
UCaaS providers with a
strong innovation
roadmap, particularly in
areas like artificial
intelligence, automation,
and immersive
collaboration. 
Capabilities such as AI-
powered assistants, real-
time translation, and
advanced automation are
becoming increasingly 
important. Enterprises want assurance that their chosen platform will evolve
alongside technological advancements and business needs.
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Innovation and
Future-Readiness 
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12.
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Selecting a UCaaS solution is a strategic decision for large enterprises,
impacting everything from employee productivity to customer experience. The
ideal platform goes beyond basic communication, offering a secure, scalable,
and integrated ecosystem that supports modern work environments. 
As the market continues to mature, enterprises will increasingly favor providers
that combine reliability with innovation—delivering not just communication tools,
but a foundation for digital collaboration and transformation. 

Conclusion
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