
The New 
Power Couple
By Martin Vilaboy

UCaaS and CCaaS 
have never been hot-
ter. As greater reli-
ance on at-home 

and mobile workforces 
become part of the “new 
normal,” cloud services 
such as these enable 
businesses to deliver 
modern, collaborative 
communications environ-
ments that can be rapidly 
scaled, easily expanded 
to new sites and flexibly 
deployed – all without large 
capital investment. 

As of the end of 2019, 
about a third of organizations 
(31.3 percent) surveyed by 
Nemertes Research were using 
UCaaS for their calling, messaging 
and meeting application needs, while 
45 percent were leveraging CCaaS 
for customer engagement. A further 
33.2 percent of those with on-premises 
UC platforms stated plans to move 
to UCaaS. What’s more, cloud com-
munications isn’t just for small compa-
nies anymore as 30 percent of large 
enterprises (with more than 2,500 
employees) and 31.7 percent of mid-
sized organizations (with between 250 
and 2,500 employees) having plans 
to adopt communications-as-a-service 
platforms, show Nemertes surveys.

“Those who fail to take advantage 
of emerging capabilities like AI, en-
hanced collaboration features, reduced 

costs and more flexible deployment 
models risk falling behind their com-
petitors,” analysts at Nemertes Re-
search warned. 

If there is a primary reason why 
organizations are not moving toward 
cloud communications, or harbor 
some doubts, it is likely due to a lack 
of confidence in their networks. “Suc-
cessful deployments require address-
ing network architecture and service 
quality,” said Nemertes analysts. 

Indeed, separate surveys by 
IDG suggest a plurality of business 

are challenged by network 
performance and service 

consistency as they transi-
tion to cloud communica-
tions across increasingly 
sprawling networks. Data 
security is the chief con-
cern, named by seven 
of 10 respondents to 
IDG surveys on the 
matter. Perhaps that’s 
not surprising consider-
ing the sensitive internal 
and customer data be-

ing generated, collected 
and stored in home offices 

and on workers’ laptops. 
Not far behind, however, 

were concerns over delivering 
consistent services globally (63 

percent) and managing network 
performance (57 percent). 

Likewise, when asked to consider 
their number one criterion for making 
UCaaS and CCaaS strategy deci-
sions, network performance and reli-
ability was second only to security, 
which was named number one by a 
whopping 44 percent. 

SD-WAN, say its proponents, di-
rectly and cost-effectively addresses 
these top concerns over switching to 
cloud-based communications. And 
increasingly, SD-WAN’s agile software-
based networking environment, argue 
researchers at Nemertes, is seen by 
providers and buyers as a founda-
tion for communications-based digital 
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UCaaS, SD-WAN working hand and hand
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transformations. This is particularly 
true for organizations that are reliant 
on their communications capabilities, 
such as call centers with work-from-
home agents.

Support for today’s “dynamic 
work-from-home-environment” was 
key to Aryaka’s and 8x8’s recently 
announced partnership that extended 
the 8x8 Open Communications Plat-
form performance across Aryaka’s 
managed SD-WAN service.

“We are living through unprec-
edented times that require enterprises to 
accelerate the move to an online digital 
business and support massive growth 
of remote workers,” said Ghassan Abdo, 
research vice president at IDC, upon 
announcement of the joint offering. “SD-
WAN together with cloud communica-
tions and collaboration is a great choice 
to support this new digital economy and 
address the need for a massively distrib-
uted and remote work environment.”

“SD-WAN offers a path forward that 
can surpass the legacy WAN for predict-
able and reliable performance and miti-
gate the challenges of using the internet 
unaided,” said Nemertes analysts.

Certainly, as Nemertes research-
ers suggest, many enterprise networks 
are not optimized to deliver the perfor-
mance and reliability required to sup-
port cloud-based applications, includ-
ing UCaaS and CCaaS. 

Similarly, cloud traffic for branches 
tends to be at a disadvantage in tra-
ditional WAN architecture as it has to 
pass through a data center twice: once 
as traffic goes from a branch via a 
data center to the cloud, and again as 
response traffic comes back from the 
cloud via a data center to the branch. 

“This alone makes the traditional ar-
chitecture ill-suited to an agile, cloud-
powered enterprise, as it introduces 
unnecessary latency and increases the 
likelihood of packet loss and jitter by 
creating opportunities for congestion,” 
said Nemertes. 

Simply flipping from a legacy WAN 
to direct internet connectivity at home 
and remote offices would mitigate the 
problem of extra hops but introduces 
problems with the reliability of these 

“best effort” networks on which packet 
loss is higher than on a private WAN, 
and latencies are far more variable.

With SD-WAN’s ability to virtual-
ize underlying network services and 
to build enterprise-grade WANs using 
both public connectivity and private 
WAN connectivity, IT leaders can le-
verage it to support cloud-based apps 
while reducing network costs.

Nemertes researchers found that 
organizations with at least 90 percent 
of the WAN converted to an SD-WAN 
see a 56 percent reduction in staff time 
spent troubleshooting WAN problems. 
They also see a 20 percent reduction 
in staff time required to run the WAN, 
and a 26 percent reduction in branch 
WAN staff, decreasing further as the 
rollout concludes.

SD-WAN supports UCaaS and 
CCaaS specifically in four key ways, 
said the research firm. The first two 
include performance and uptime as-
surance. One of SD-WAN’s primary 
benefits is the ability to mitigate packet 
loss, latency and jitter of real-time traf-
fic ensuring that voice and video are 
delivered with acceptable performance. 
Likewise, SD-WAN’s smart and invisible 
failover and dynamic traffic redirection 
protects from network outages between 
offices and UCaaS and CCaaS ser-
vice providers. Among organizations 
with SD-WAN 90 percent deployed or 
further, Nemertes research found man-
aged/in-net solutions deliver 70 percent 
lower annual downtime and 82 percent 
shorter outages when outages occur.

Next there’s security assurance, 
and SD-WAN often comes integrated 
with embedded security features in-
cluding basic firewalling, next-genera-
tion firewalling, encryption, DDoS miti-
gation and the ability to chain-in servic-
es not offered directly by the provider. 
Lastly, economic efficiency comes by 
way of allowing UCaaS and CCaaS 
customers the ability to take advantage 
of lower-cost internet access services 
while still maintaining acceptable per-
formance, security and reliability.

A recent Nemertes study found that 
while just 28.7 percent of those us-
ing UCaaS and CCaaS are also using 
SD-WAN, there is a direct correlation 
between success of cloud communica-
tions initiatives and SD-WAN adoption. 
More than six in 10 (63.4 percent) 
of those that are satisfied with their 
UCaaS/CCaaS deployments are us-
ing SD-WAN versus just 21.9 percent 
of those that were unsatisfied with the 
performance of their cloud communica-
tions services. 

Going one step further, as managed 
in-net SD-WAN services have matured 
and spread, integrated SD-WAN and 
UCaaS/CCaaS offerings have emerged 
with specific advantages compared to 
a basic add-on or an over-the-top ap-
proach. These can include true end-to-
end visibility, integrated optimization, and 
the ease of layering on additional man-
aged network and security services. 

“Using combined solutions should 
vastly reduce the amount of effort an 
enterprise has to put into deploying 
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UCaaS or CCaaS services, as well as 
simplify IT operations by providing a 
unified portal for all monitoring, report-
ing and management functionality, and 
a single technical support apparatus,” 
said Nemertes. 

Business operations also can be 
simplified by reducing the number of 
vendors, contracts and bills managed, 
while providers can better ensure se-
curity by monitoring both communica-
tions and contact center applications 

as well as the underlying network.
Common layered services in an 

integrated approach include security 
functions such as firewall as a service, 
DDoS protection, DLP as a service, 
secure web gateway services, cloud 
exchange integration and SIP trunking.

“When the UCaaS/CCaaS provider 
also offers SD-WAN, they will want to 
build on their own network services, 
which they will be confident can meet 
SLAs,” said Nemertes.

Illustrating the power of an offer 
that bundles UCaaS/CCaaS with SD-
WAN, the vast majority of respondents 
to a IDG survey (93 percent) find it 
“highly important that” their UCaaS/
CCaaS solutions come bundled with 
network services in a single, seamless 
approach. When considering network 
service to support UCaaS/CCaaS, 90 
percent of the respondents rated a fully 
managed service with 24/7 monitoring 
as a highly important criterion.  o
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