
UCaaS & The New Normal: 

Is Your Business 
Ready?



WELCOME TO THE NEW NORMAL:

From a put-out-the-fire 
scramble to planning 
a purposeful future

The COVID-19 pandemic made 2020 

a year of reaction — with businesses 

responding as best, and fast, as possible. 

There were no playbooks, plans, or 

standard operating procedures. The most 

businesses could do was stay nimble to 

stay afloat. Workflows were disrupted, 

schedules were abandoned, and everyone 

grappled with trying to survive.

Now, as the world begins to reopen, 

businesses have found themselves with a 

New Normal, thanks to changes from the 

pandemic. Remote and hybrid work drive 

new policies, technology, and strategies 

needed for today’s success. The earth 

moved.

2020  — where there was little or no 

time to plan or engage for long-term 

success — is over. As we enter the New 

Normal, businesses must proactively 

analyze what is (or is not!) working, to 

institutionalize and codify processes 

and procedures that enable sustainable 

and scalable business practices for the 

transformed future.

Voice technology will be a 
key all businesses must 
reexamine moving forward.

Rapid changes forced many businesses 

to pivot and adopt new voice 

technologies for remote work  — but now 

must reexamine them to ensure they have 

best-for-us voice technology solutions 

to meet new and future goals and 

objectives.

70%

70% OF WORKERS WANT 

FLEXIBLE REMOTE WORK 

OPTIONS TO CONTINUE

63%

63% OF HIGH-GROWTH 

COMPANIES HAVE ADOPTED A 

“PRODUCTIVITY ANYWHERE” 

WORKFORCE MODEL



How the New Normal 
disrupted voice technologies

The COVID-19 pandemic accelerated 

the need for businesses to switch from 

capital-intensive on-premise PBX (private 

branch exchange) solutions to cloud-

based solutions (VoIP or UCaaS). Now, in 

the New Normal, we see four main factors 

driving business decisions around voice 

technologies:

1) The need to allow employees 
to work from anywhere
The New Normal means remote and 

hybrid work. If the pandemic showed us 

anything, it was that allowing employees 

to work from anywhere did not reduce 

productivity or harm business operations. 

If anything, it highlighted the need 

for businesses to deploy technologies 

that allowed employees to collaborate 

and communicate from anywhere. 

This suggests enterprise networks 

and applications, securely available 

everywhere employees are, on any device, 

24/7.

 
2) The need to meet workforces’ 
expectations for tools 
The pandemic taught us that resilient 

employees are the lifeblood of any 

business, crucial to success. This has 

prompted businesses to reexamine 

how they attract, retain, and manage 

their workforce, who expect the tools 

and technology to be as sophisticated 

as the apps and services they use to 

communicate with friends and family. 

Old, legacy PBX technology cannot meet 

these expectations — and will not attract 

or retain top talent.

88% OF KNOWLEDGE WORKERS ARE LOOKING 

FOR JOBS THAT ALLOW FOR COMPLETE 

FLEXIBILITY IN HOURS AND LOCATIONS
88%



3) The need for technological 
advancements to reduce and 
control costs

Legacy, on-premise PBX systems are 

unacceptably expensive to buy and 

maintain. They require large capital 

expenditures for equipment and pile on 

expensive complexity for maintenance. 

Someone must be on-site to install 

updates and add features. It leaves 

you vulnerable to high fees for quick 

fixes, and long periods of downtime if 

the break/fix person cannot come until 

“maybe Tuesday?”

Cloud-based voice solutions, on the other 

hand, transform and simplify the entire 

process by adding greater accessibility 

and cost control. As UCaaS is software- 

and cloud-based, new features can be 

added from anywhere, at anytime. It 

requires no on-premise equipment to 

host, as it is all in the cloud, and can be 

accessed and updated from anywhere, 

on all devices, with ease. 

Customized cloud-based voice solutions 

offer more technological advancements 

that align with the needs of  the New 

Normal’s workforce and workplace.

4) The need to move from 
CAPEX to OPEX

The technological advancements made 

in voice technology no longer require 

businesses to pay upfront with a 

purchase cycle or invest heavily in CAPEX 

for equipment and updates.

A cloud-based, voice-as-a-service option 

lets you purchase voice technology on-

demand, anytime or anywhere you need 

it. There is no upfront payment needed 

for equipment, replaced by ongoing, 

predictable costs based on consumption 

(OPEX). 

Furthermore, voice as a service 

allows costs to be more transparent, 

predictable, and affordable. You don’t 

have to worry about surprise fees or 

expensive equipment updates. 



The New Normal requires a 
future where communications 
are unified in a cloud

Here’s a common scenario we face in the 

New Normal: an employee is working on a 

project and needs to consult a colleague 

and sends a chat via instant message. 

Soon, however, they need to elevate their 

conversation to include audio to discuss 

the project further. Then, they need 

to share their screen with each other 

to display a presentation on the topic, 

so they start a web meeting. They ask 

another colleague to join to help them 

brainstorm even more, and add video to 

see each other. One of the colleagues 

needs to pick a child up from school, so 

needs to join the call from their mobile 

device in the car. 

It’s a scenario that could never have 

happened with legacy PBX technology. 

But with a unified communication system 

based in the cloud, integrating voice, 

messaging, video, and collaborative tools 

is possible and needed more than ever. 

Top talent and employees expect it. 

Empower collaboration in 
your organization

The New Normal brought the need to 

empower collaboration from anywhere, 

on any device, in a variety of ways, 

whether voice, video, or messaging. 

From Mac, Windows, IOS, to Android, 

businesses must accept the New Normal.

Employees now expect unified tools they 

can access no matter their environment. 

Failure to provide such technology, in 

today’s New Normal, will make it difficult 

to find and attract talent. 

81% OF EMPLOYEES FEEL THAT 

COLLABORATION APPS IMPROVE THE OVERALL 

PRODUCTIVITY OF THE COMPANY
81%



The benefits of a unified, 
cloud based voice solution:

Reduced Costs
UCaaS solutions offer on-demand, predictable costs based on user demand 

and consumption — a pay-as-you-go model. Compare this to legacy systems, 

where businesses must pay for the initial costs and complexities of purchasing, 

maintaining, and upgrading separate phone and collaboration systems where 

there can be disruptive, hard-to-predict maintenance costs.

Business Continuity 
Because UCaaS voice technology resides in the cloud, your infrastructure will 

still function during power outages, storms, fires, server theft, or other disasters. 

Seamless, unified collaboration
Cloud-based voice solutions let you collaborate, on any device, combining 

voice, video, and messaging into one platform. This unified platform creates an 

environment where productivity can flourish.

Greater agility and productivity 
IT staff is freed from day-to-day operations and maintenance with UCaaS. No 

need to worry about on-premise PBX solutions, installing updates, or keeping 

track of that closet rack of legacy equipment. Your best UCaaS providers handle 

support and updates, offering you a “set it and forget it” assurance around voice 

and collaboration tools.

Easy compliance and security
Data security is more important than ever. Your UCaaS provider leverages the 

latest professional network monitoring and threat prevention measures, so 

your teams can be confident your data is protected at all times, with the proper 

regulations and compliance measures followed.



Select the best-for-you 
UCaaS provider:

• Enables your employees to 

communicate and collaborate from 

any device, at any location, at any time

• Empowers employees to instant 

message, screen share, participate 

in multi-party video meetings, and 

handle complex call capabilities from 

any device, on any network

• Delivers top security and a user 

experience of the highest quality

• Offers a predictable cost structure 

from a user- or usage-based 

subscription model

• Can integrate UC functionality across 

applications with telephony, instant 

messaging, video, screen sharing and 

more

• Offers easy (and fast!) installation 

and use for all employees and 

administrators 

The COVID-19 pandemic caused many businesses to quickly adapt and deploy a voice-

based solution to get through 2020. Now that we are in a New Normal, continuing to 

offer cloud-based technology will be absolutely necessary. You must work with the 

best-for-you UCaaS provider.  Make sure your partner:



HOW TO THRIVE IN THE NEW NORMAL:

Partner with voice 
technology experts

2020 was all about reacting. 2021 is 

about recovering and planning for 

the future. The pandemic sped up the 

adoption of many new technologies, 

changing forever the way we work and 

collaborate, bringing the New Normal for 

us all. 

To succeed and flourish, all businesses 

must wisely create strategies, processes, 

and procedures to adapt.

To adapt to the New Normal and deploy 

best-for-you technologies, partner with 

IT and telecom experts, like Spearhead, 

who can ensure your business is ready to 

conquer the New Normal.

Technology experts, like Spearhead, can 

design, procure, and deploy your UCaaS 

for you to ensure you are configuring your 

platform correctly.

About Spearhead
Spearhead works with over 4,000 clients 

of all sizes, ensuring they are matched 

with best-for-you vendors to meet all 

business objectives and goals. Having 

deployed over 80,000 UCaaS instances, 

they have the capabilities and knowledge 

to make sure your enterprise is taking full 

advantage of new technologies. 

To learn more about Spearhead, visit 

Spearhead.io or call us at 888-688-6005. 


