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Winning Employees, Customers, and IT with Al in Business Communications

In this InfoBrief

The data in this presentation is from IDC's Survey of Midmarket
and Enterprise Companies, fielded in December 2025 of 207
decision-makers, sponsored by Lumen. Respondents weighed

in on their preferences, experiences, and business outcomes
resulting from the implementation and management of business
communication solutions.

Respondents included IT and line-of-business management with
decision-making roles in managing business communication
solutions across a range of industries. Each respondent'’s
business is headquartered in the United States and employs

a minimum of 250 full-time employees.

The research provided insights into the goals, benefits,
outcomes, and management approaches toward Al-powered
cloud voice and UC&C solutions, including insights into their
cloud migration journeys.
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U.S. businesses are rapidly adopting secure,
Al-powered, cloud-based voice and UC&C
solutions to enhance competitiveness through
improved productivity, user experience,

and simplified IT administration.”

Jitesh Gera
IDC
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Executive summary

Managed Al-powered cloud communications drive better productivity, experiences, and IT

Situation > =l
t@ Challenge

* Voice is the primary mode of business communications for

over half the companies in the United States, and this share is ¢ Integrating Al and enterprise applications with the communications
expected to grow to ~80%. solution is a key challenge, hindering productivity and experiences.

86% companies use multiple vendors, but 79% would rather e |Tissues persist due to a lack of skills, security management
consolidate business communications with an integrated, concerns, and the complexity of managing multiple vendors.
complete platform.
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Integrating Al across the entire business
communications stack is now
the biggest challenge

Key challenges organizations face with the deployment/

management of communication solutions 1 Incorporating Al

(Percentage of respondents) Al is top of mind across industries, and organizations are struggling
to effectively integrate Al across their communication tools due to

Integrating Al across business communications 4% the complexities of the multi-vendor communications environment.

Finding the right skills in IT 30%

Integrating enterprise applications 30%

Evaluating or managing security 28%

Resistance to change within the organization 27%

Organizing resources to define solution needs 25%

Freeing up personnel for implementation/migration 23%

Consolidating voice/UC&C providers 23%

Capex spend required to update systems 20%

Downtime and system failure 19%

Choosing a managed services provider 19%

Meeting business growth objectives 16%

n =207; Source: IDC’s Lumen Cloud Communications Survey, December 2025
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e

IT complexities are forcing companies .
to consolidate and/or switch businessy. /= |
communications providers

IT operations have become increasingly complex due to the rapid adoption of
multiple hybrid working solutions, including calling and meeting platforms,
as well as videoconferencing devices.

e,
5\
e
-

Now, IT organizations are strongly focused on simplifying their processes by
consolidating business communications on unified, integrated, and interoperable
platforms for all internal and external interactions.

of organizations say that superior platform administration and
34% control features are among their top 3 most compelling reasons
(also most cited) for switching to a new cloud communications provider.

of organizations find it important to consolidate the number of cloud
communications providers they subscribe to for easier administration
and IT management.

n =207; Source: IDC's Lumen Cloud Communications Survey, December 2025
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Most U.S. companies are shifting to integrated,
unified platforms for all business
communication needs

86% of U.S. businesses subscribe to two or more cloud Share of U.S. businesses by the number of cloud-based
@ communications providers, but 79% of those consider it communication providers they subscribe to
important to consolidate on unified platforms serving fmmm o - A== O 1provider
all business communication needs. E \. E 14%
: ‘ : 2 providers
The following are the top 5 reasons why: : | 58%
E E 3 providers
G Improve communication between front-end and back-end employees ! ! 22%
| | O 4 providers
2 Deliver consistent experiences for both employees and customers | | 4%
: : O 5ormore
3 Simplify administration and IT management Lo - SN 2%
. Secure feasible managed services on the entire stack of those with multiple providers
79% find it important to reduce

- the number of solutions in use.
e Reduce the cost of subscriptions

n =180; Source: IDC's Lumen Cloud Communications Survey, December 2025
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Cloud-based solutions are expected to enhance
Al adoption, integrations, productivity,
and experiences

Percent of organizations saying cloud-based communications solutions:

Help improve
employee
productivity
(primarily driven
by Al).

Drive wider usage Deliver seamless
of Al capabilities integration
across business with enterprise
communications. applications.

n =178; Source: IDC's Lumen Cloud Communications Survey, Dece
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Productivity, agentic task execution, and
customer service are the top three Al goals

Primary goal for using Al

(Percentage of respondents)

26% 18% 16% 15% ) 9% 8%

© 0 O

Productivity Agentic Al Customer service Network Meeting room Administrative Content creation
enhancement capabilities capabilities intelligence videoconferencing capabilities capabilities
capabilities capabilities

n =204; Source: IDC's Lumen Cloud Communications Survey, December 2025
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Al adoption will reach 94% within two years

Al is now the core driver of productivity and user experience.

Status of Al adoption in business communications
» Capabilities such as meeting summaries, note-taking, (Percentage of respondents)
task management, content creation, and generative
Al-based answers to user queries help improve
employee productivity through automation.

The majority of

* In customer communications, Al helps improve CX
current Al users

through capabilities such as automated call handling Plan to use in1-2 years B - from cloud and
. . . . . 52%
and rc.>ut|ng, sen.tlment analysis, live agent §oach|ng, S ——
real-time analytics, and automated resolutions. © :;t sure just 15% of those
(o]

on premises are
currently using Al,
but 78% plan to
within 1-2 years.

 When integrated into a broader enterprise network, Q' Correnilh iz
Al helps improve business continuity and resilience 42%
through proactive network management and
automation of administrative tasks.

« Going forward, agentic Al will drive enhanced
productivity and personalization of communication
experiences.

n =204; Source: IDC's Lumen Cloud Communications Survey, December 2025
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Al is accelerating cloud migration despite
high satisfaction with existing on-premises
and hybrid solutions

In the United States, both pure cloud and hybrid cloud models of deployment are equally prevalent,
but rising demand for Al capabilities is now accelerating the migration of communications to the cloud.

Share of U.S. businesses by deployment model for business communications

Faster access to innovative Al capabilities
is the top driver for cloud migration. X

-
1
1
O Purely on-premises :
N

13%

of organizations say that driving higher of those on the hybrid

79% user productivity through Al is their biggest mlilir::‘ on-premises o or on-prem model are
reason for using a cloud-based solution. and cloud based) _-_E E 62% increasing their share of
44% cloud-based seats.
Purely cloud based (/
of those using the hybrid model and 85% 44% !
79% of those purely on prem are satisfied with : !
their business communication solutions. Lom e mmmm e e m oo - I

n = 207; Source: IDC's Lumen Cloud Communications Survey, December 2025
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Al-driven cloud communications that boost
security, productivity, and customer experience

U.S. organizations reported significantly high year-on-year improvements in three key business
metrics due to the implementation of cloud-based communication solutions and their Al enablement.

i \j S li c . | C/B Employee experlence
ecurlty/comp lance ustomer experience and pI‘OdUCtIVIty
About a third of U.S. businesses reported an “extremely ® While all the companies reported some level of ® 75% of the companies reported “high” to
high" improvement, while over 50% reported a “high” improvement in CX owing to the implementation "extremely high"” improvements in both employee
improvement in security and compliance on account of a cloud-based communications solution, 82% experience and employee productivity due to the
of the implementation of Al-enabled cloud-based said they witnessed “extremely high” or “high” implementation of a cloud communications solution.
communication solutions. levels of improvement over the past year. . . .
® However, Al is the true differentiator for employee
® Businesses are increasingly gaining trust in the security, ® Al enablement of cloud communication solutions outcomes; employee experience and productivity
compliance, and risk management capabilities of further enhances CX, with 75% of companies were the top 2 metrics businesses improved by
cloud-based communication solutions, and their Al reporting “high” to “extremely high” improvements adopting Al in business communications.
enablement further enhances these outcomes. purely due to Al.

Al-powered cloud communication solutions also led to significant improvements in other business outcomes, including revenue growth, operational
efficiency, cost savings, and time to market. While cloud offers a secure and trusted foundation, Al catalyzes improvements across the enterprise.

n =180 (for use of cloud communications solution), n = 86 (for Al enablement of cloud communications solution); Source: IDC’s Lumen Cloud Communications Survey, December 2025
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Return to table of contents

Managed services help reduce complexity
and achieve optimal productivity and
experience outcomes

92%

of the organizations are either
currently using or have used

a managed services provider
in the past for their business
communications solution.

78%

of the businesses reported finding
it either “extremely critical” (21%)

or “critical” (57%) to work with a
managed services provider for their
business communications solution.

n =207; Source: IDC's Lumen Cloud Communications Survey, December 2025

=IDC

Another 8% report planning to leverage

a managed services provider within

the next year, leaving virtually none of the
U.S. businesses with over 250 employees
managing business communications without
the support of managed services providers.

The remaining either felt undecided
or reported that it was slightly
critical for their business to use
managed services.

March 2026 | #US54312926-1B | Sponsored by Lumen Technologies

Top 5 managed services valued
by U.S. businesses:

2
3

Integration of Al capabilities, analytics,
and enterprise apps

Network quality and reliability analytics

Management and mitigation of security risks

Usage analytics for features and
functionalities of the solution

Support and consultation at times of scale
for business expansion
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Key takeaways

Create a unified, Al-powered communications environment

Evaluate complexity
in communications

Assess the vendors in use
for their seamlessness

of integrations with one
another, in-office meeting
equipment, and enterprise
applications.

Identify the potential
productivity and customer
experience improvements
through Al-enabled voice
and UC&C.

Engage a managed

service provider

It is critical to engage a
partner that understands
your operating environment
and the needs of your

user groups (e.g., front
desk, knowledge workers,
customer service) to help
manage the complexity

of integrations, manage
networks, and gain insights
into your systems.
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Consolidate
communications
workload

Create a unified, voice-first
communications environment
that delivers consistent
experiences for both
employees and customers
and integrates natively with
enterprise applications for
seamless flow of information
and Al-based insights.

Return to table of contents

Manage Al adoption

at scale

Al will propel user
productivity through the
automation of time-intensive
manual tasks and enhance
user experiences through
capabilities such as Al front
desk management, live agent
coaching, and personalized
assistance from Al agents.
Companies must treat Al as
an ongoing initiative.
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About the IDC analysts

Denise Lund

Research Vice President,
Worldwide Telecom and Unified Communications, IDC

Denise Lund is a research vice president on IDC's Worldwide
Telecom team. Her research focuses on advanced
communications services, including VolP and unified
communications as a service. In this position, she provides
coverage of voice communications, including fixed and
legacy voice (local, long distance, and PRI ISDN) and IP voice
(hosted VOIP with/without UC, SIP trunking, IP phone),

as well as emerging migration and usage trends occurring
in the voice market. In addition to fixed telecom research,
Lund’s research has a strong emphasis on the unified-
communications-as-a-service market, particularly from the

perspective of telecom and cable providers and OTT vendors.

( More about Denise Lund - >

— I D‘ March 2026 | #US54312926-1B | Sponsored by Lumen Technologies

Return to table of contents

Jitesh Gera

Research Manager,
Unified Communications and Collaboration (UC&C)

Jitesh Gera is a Research Manager within IDC's UC&C
continuous information service (CIS) research practice.

He tracks developments across the UC&C market including
conferencing and UC collaboration solutions integrated with
unified communications as a service (UCaaS), internet protocol
(IP) telephony, including a broad range of software/SaaS and
hardware solutions. His research and advisory work is focused
on technology buyers and suppliers, as well as service providers
covering trends, technologies, innovations, investment priorities
and market forecasts. Jitesh also assists clients with custom
consulting and go-to-market initiatives, including user surveys,
spotlight papers, and buyer case studies, collaborating closely
with IDC Insights and other research groups to assist clients
with their specific requirements.

< More about Jitesh Gera > )
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Message from the sponsor

LUMeN

Lumen communications and collaboration solutions offer
businesses the flexibility to adapt to a changing workplace.

Lumen’s portfolio helps your company stay competitive as your voice and
collaboration services evolve. We are there at every point of the journey,
helping ensure your digital transformation has a smooth transition to the
new environment.

See how we partner together to provide innovative solutions for your voice and UC&C needs
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IDC Custom Solutions produced this publication.
The opinion, analysis, and research results presented herein are drawn from more detailed research and analysis
that IDC independently conducted and published, unless specific vendor sponsorship is noted. IDC Custom Solutions

makes IDC content available in a wide range of formats for distribution by various companies.

This IDC material is licensed for external use and in no way does the use or publication of IDC research indicate IDC’s

endorsement of the sponsor’s or licensee’s products or strategies.

< idc.com > Clﬂl @idc > CX@idc >

International Data Corporation (IDC) is the premier global provider of market intelligence, advisory services, and events for

the information technology, telecommunications, and consumer technology markets. With more than 1,300 analysts worldwide,
IDC offers global, regional, and local expertise on technology and industry opportunities and trends in over 110 countries.

IDC's analysis and insight helps IT professionals, business executives, and the investment community to make fact-based

technology decisions and to achieve their key business objectives.

©2026 IDC. Reproduction is forbidden unless authorized. All rights reserved. CCPA
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