
UC Management Impact Report: 
The True Cost of Unified 
Communica�ons and Collabora�on

Today’s UCC management is largely unautomated, 
�me-consuming, and costly

UCC tasks for MACDs are �me-consuming, too:

And they are expensive:

Unified Communica�ons and Collabora�on is a costly and labor-intensive process. Decision-makers 
are in agreement on this, as all reported to be evalua�ng the efficiency of their process. In par�cular, 
comple�ng MACDs (moves, adds, changes, deletes) - a core responsibility of UCC teams - is a tedious 
process that has a nega�ve financial impact. Despite external threats like fraud, decision-makers 
agree that in order to pace with growing user flux, automa�ng MACDs is cri�cal. Most find errors in 
the database, making automa�ng this process an easy choice. 
 
Pulse and Kurmi So�ware surveyed 100 UCC prac��oners and UCC team managers to understand the 
true business cost of using outdated, manual or home-grown processes to handle the drama�c 
increase in usage and associated IT tasks related to UCC management. 

There is a clear consensus among respondents as 100% evaluate the efficiency of their 
UCC teams and processes. Decision-makers’ number one concern was cost savings, 
followed by �me savings.

Respondents spend as much as 50% of their �me each week on end-user MACDs in 
their organiza�on’s Unified Communica�ons (UC) pla�orm.

90% of UCC prac��oners and managers value the �me they spend managing MACDs 
in their UCC pla�orm each year at $100,000 to $500,000.

Data collec�on: October 15 - December 13, 2021 Respondents: 100 UCC decision-makers

Q1: Which of the following do you consider 
when evalua�ng your UCC teams and processes?

Q2: What percentage of your �me each 
week is spent on end-user MACDs in your 

organiza�on’s UC pla�orm?

Q3: What is the approximate financial cost 
of �me your team spends managing MACDs 

in your UCC pla�orm on an annual basis?

Cost savings (less licenses, 
rightsized contracts)

Time savings (up�me, 
user popula�on/

employee produc�vity)

Team’s ability to mul�task 

Employee sa�sfac�on 

We don’t currently evaluate 
the efficiency of our  

UCC teams and processes

Other

Less than 10% 
of �me spent 
each week

11-25% of �me 
spent each week

$500,000 - $999,999

$1,000,000+

$250,000 - $499,999

26-50% of �me 
spent each week

51-75% of �me 
spent each week

More than 75% of �me 
spent each week

$100,000 - $249,999

$50,000 - $99,999

<$50,000

We don’t track this
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Most UCC prac��oners and managers are embracing 
automa�on as cri�cal to managing increasing end users 
and new collabora�on technologies

84% of UCC prac��oners and managers agree or strongly agree that automa�ng 
MACDs is cri�cal to keep pace with the growing volume of work.

When it comes to new collabora�on technologies, 99% of UCC prac��oners and 
managers either already have a plan to automate and manage them or will in the 
next 12 months.

Q4: To what extent do you agree with the following: 
“To keep pace with the growing volume/frequency of 
user flux at our organiza�on, it is cri�cal to automate 

MACDs more comprehensively.”

Q5: As new collabora�on technologies (MS Teams, ZOOM, 
Slack, etc…) emerge and their usage by end-users is 

accelerated by the pandemic, does your organiza�on have 
a plan in place to automate and manage those tools?

Agree

Strongly agree

Neither agree 
nor disagree

Disagree

Yes, we do this 
already

No, and we aren’t 
planning to 

I’m not sure

No, but we are 
planning to in the next 

12 months

Strongly disagree 

81%

3%
16%

0%

43%

1%

0%

56%

0%

While automa�on is clearly the future for many, only 5% of 
organiza�ons describe their MACDs process as completely 
automated today

75% of respondents describe their current process for managing MACDs as mostly 
automated. However, only 5% have completely automated these processes.

Q6: To what extent is the process you use to 
manage MACDs automated today?

Completely Mostly Somewhat
5% 75% 20%

Not at all

Unsure

0%

0%

Automa�on is needed because UCC processes are simply 
too inefficient today

83% need more than half an hour to onboard a new end user onto their 
organiza�on’s UCC pla�orm. If it takes more than 30 minutes, it isn’t automated!

Automa�on also helps prevent errors. Today when managing MACDs in their UCC 
pla�orm, 76% of users find an error one-third of the �me or more.

Q8: How much �me does it take you to 
onboard a single, new end user onto your 

organiza�on’s UCC pla�orm?

Q9: To the best of your knowledge, what 
percentage of the �me when managing 

MACDs in your organiza�on’s UCC pla�orm 
do you discover errors in the database?

15-30 minutes

Less than 15 minutes

31-60 minutes 

More than 
an hour

Unsure 

16%

0%

77%

6%

1%

0% - 
automation 
prevents all 

of these 
errors 
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80% of the 

time

Respondent Breakdown

COMPANY SIZETITLE

5,001 - 10,000 
employees

10,001+ 
employees

14%

Manager

Individual 
contributor

15%

85%

86%
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REGION 
 

APAC 1%, EMEA 1%, North America 98% 

Too easy to defraud 
from the outside

Backlog in 
support requests

Lack of governance, 
policies and/or 

rules related  
to UCC user 

management 

Managing risk 
associated with 
MACDs (i.e. a 

former  
employee s�ll 
having access) 

Managing costs associated with MACDs (i.e. paying for a license for an ex-employee) #6,  
Can’t delegate responsibili�es to local teams (i.e. HR managing provisions for one tool, finance 
for another) #7, Manual errors in end-user informa�on [not ranked], Other [not ranked]

Lack of self-service 
capabili�es

A�er fraud, the most difficult UCC management challenge is handling the backlog of 
support requests. There could be many reasons for this backlog, but lacking 
automa�on can easily lead to an excess accumula�on of support requests as the team 
deals with more pressing issues.

Q7: Please rank the following UC management 
process challenges from most difficult, to least 

difficult to solve.
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About Kurmi So�ware
Kurmi So�ware is a global provider of solu�ons that simplify the management and 
administra�on of enterprise Unified Communica�ons. Our so�ware offers simple, 
customizable, and ultra-scalable management of market-leading UC pla�orms.

http://kurmi-software.com/

