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Both are already lucrative multi-billion-dollar markets that are 

poised for double-digit growth in the years ahead.  The global 

UCaaS market is expected to grow from $28.96 billion in 

2021 to $69.93 billion in 2028, according to Fortune Business 

Insights. The multi-billion-dollar global CCaaS market will 

increase at 18% annually between 2022 and 2030, according 

to Grandview Research.

These markets are skyrocketing because today’s business 

decision-makers need a robust solution for two of their 

most pressing problems: Keeping employees connected and 

productive – and delivering excellent customer experiences – in 

the work-from-anywhere age. But they’re overwhelmed by their 

options. Partners who offer an integrated UCaaS/CCaaS solution 

help simplify their choices and get past basic misunderstandings 

about the technology – such as the misnomer that this will 

require deep technical expertise on their part (UCaaS/CCaaS 

makes it a cinch) or that a contact center is only for the largest 

enterprises (everyone needs to deliver excellent customer 

service, and CCaaS makes it much easier.)

It’s an enormous opportunity for partners looking to boost 

sales and the timing could not be better. Partners who 

are ready to add UCaaS/CCaaS to their portfolio have an 

important decision to make: What’s the right go-to-market 

strategy? 

There are two main choices: the agent approach and the 

reseller approach. Both can set partners up for success, 

but they are quite different.  In this eBook, we explore the 

differences between the reseller and agent models for selling 

UCaaS and CCaaS solutions, so you can decide which is best 

for your business.

INTRODUCTION:
There’s never been a better time for technology 
providers to enter the Unified Communications-
as-a-Service (UCaaS) and Contact Center-as-a-
Service (CCaaS) markets. 

https://www.fortunebusinessinsights.com/
https://www.fortunebusinessinsights.com/
https://www.grandviewresearch.com/
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OPTION 2:  
THE RESELLER MODEL
With the reseller model, the partner sells the 
same UCaaS/CCaaS solution, but they have a 
wholesale relationship with the vendor. This 
means they retain a lot more control over 
everything – they can brand the solution, 
they set their own margins, and they own 
the customer relationships. They also handle 
most of the pre- and post-sale operations – 
marketing, billing, front-line customer support 
and troubleshooting, and so forth.

Both are proven options – they just have 
different benefits and success factors for 
partners. Below, we’ll go into more detail on 
those considerations to help partners decide 
which path better suits their business and goals.

OPTION 1:  
THE AGENT MODEL
The agent model in partner sales has a 
proven, time-tested track record. In this 
approach, the partner sells the vendor’s 
UCaaS/CCaaS solution as that vendor’s 
representative. The solution wears the UCaaS/
CCaaS platform’s brand, and the vendor 
handles all of the operational requirements, 
such as support, billing, and so forth. It’s 
an ideal option for partners who want to 
sell UCaaS/CCaaS – and receive regular 
commissions for those sales – but want 
the vendor to bring product expertise and 
handle most of the post-sale work. You’re 
representing the manufacturer and selling its 
solutions – and getting paid for those sales.

Getting Started With UCaaS and CCaaS: Reseller or Agent?
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The beauty of the agent model is its simplicity for partners: It’s the best choice for partners 
who excel at cultivating and closing sales but want the vendor to handle significant aspects of 
the long-term customer relationship. That’s reflected in the two overarching success factors 
for agent partners.

1.DESIRE TO UNDERSTAND HOW TO IDENTIFY OPPORTUNITIES IN UCAAS/CCAAS:
This is the critical success factor for the agent approach: A willingness to develop a deep under-
standing of how to identify an opportunity and close sales. It’s that simple – in the agent model, it’s 
all about sales.
 
2. COMFORTABLE WITH THE VENDOR BEING A  
KEY MEMBER OF THE CUSTOMER RELATIONSHIP: 
Since the vendor handles a lot of the other pre-sale and post-sale work to deliver great products 
and services, the company maintains a significant role in the overall customer relationship – they 
handle billing, technical support, and so forth. Successful agents are comfortable with this and 
focus on the sales side and maximizing their commissions.

The simplicity of the agent model makes a great option for partners that want to pursue the 
UCaaS/CCaaS opportunity. 
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1. HAVE THE RIGHT RESOURCES IN PLACE TO  
SUPPORT THE CUSTOMER PRE- AND POST-SALE: 
Resellers do more than sell – they handle all aspects of the customer relationship pre- and post-sale, 
such as billing and customer service. This means resellers need to have in-house resources (including 
available staff, back-office infrastructure, and so on) that aren’t necessary in the agent strategy.

2. DESIRE AND AVAILABILITY FOR SOME  
EMPLOYEES TO DEVELOP PRODUCT EXPERTISE: 
To maximize long-term sales and long-term business value, you need to have team members 
willing and able to become product experts. This is critical to being able to fully support customers 
in all aspects of the relationship, from pre-sale requirements to post-sale technical support and 
more.

3.MAINTAINING DIRECT CONTROL 
OF THE CUSTOMER RELATIONSHIP: 
Successful resellers want to maintain 100% control over their customer relationships to build the 
long-term value of their business. It’s their brand and their business – and they’re willing to do 
everything necessary to build and grow that business.

4. MAINTAINING CONTROL OVER  
PRICING AND MARGINS: 
In addition to owning their customer relationships, resellers also set and control their own pricing 
and margins – which are often higher than in an agent strategy.

BOTTOM LINE: 
There is no single “best” option for partners looking to break into the UCaaS/CCaaS market. There is 
only the best option for you and your business. 

If you want to build a dependable new revenue stream by selling UCaaS/CCaaS but don’t want to deal 
with many of the other aspects of the customer relationship, consider the agent model.

If you want to fully own the customer relationship, branding, pricing/margins – and handle long-term 
management and operations – then the reseller model offers maximum control and business value.

The reseller model is an end-to-end approach to selling UCaaS/CCaaS that has different suc-
cess factors but also some different benefits.

Getting Started With UCaaS and CCaaS: Reseller or Agent?
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The first thing to look for in a UCaaS/CCaaS 
vendor is straightforward: You should have the 
flexibility to choose the approach that’s best for 
you. Here are some of the key characteristics.

FLEXIBLE MODELS  
THAT SERVE YOUR NEEDS:
That’s where Intermedia shines: We meet 
partners where they are. If you want to pursue 
the agent model, we offer excellent commissions 
and a top-notch platform: We take care of the 
customer, and we take care of you.

If you want to go all-in with the reseller model, 
that’s built into our DNA with our award-winning 
CORE program. You own the customer and handle 
everything from prospecting to implementation 
and long-term management, and we offer white-
label options that you can brand. No one does the 
reseller approach as well as Intermedia.

We serve you no matter which model you choose. 
Intermedia wins when you win – that’s what 
drives us and our innovative partner programs.

FULLY INTEGRATED UCaaS/
CCaaS PLATFORM: 
Your customers need whole solutions that 
support not just voice communications but 

multi-channel employee collaboration and 
customer support. Intermedia offers a robust 
UCaaS platform that integrates seamlessly 
with its CCaaS solution. This increases your 
sales opportunity because it offers a complete 
solution to meet employee and customer 
needs – not a patchwork of siloed point 
solutions. Your customers will recognize  
and appreciate that you can meet all of their 
needs with a single platform.  

ROCK-SOLID RELIABILITY  
& SUPPORT: 
Intermedia’s experts and resources are 
always behind you at every step of the 
customer buying journey with prospecting, 
marketing, and sales support. And, the 
support doesn’t end there. We’ve earned J.D. 
Power certification for six years in a row, a 
recognition of our technical support policies 
and processes for more than 130,000 business 
customers and 7,200 channel partners. And 
that’s on top of our highly reliable platform 
and 99.999% uptime.

Ready to get started? 
Schedule some time with  
an expert to discover your 
path with UCaaS/CCaaS.

Getting Started With UCaaS and CCaaS: Reseller or Agent?

https://intermediacommunicationsinc.orpluto.com/c/Brendan_Leary#/select-time
https://intermediacommunicationsinc.orpluto.com/c/Brendan_Leary#/select-time


REF#:1390A_DIR_Beyond Disruption_How Dealers Win With UCaaS_Rpt_EN_US_082922©2022 Intermedia.net, Inc.

Intermedia has been recognized by J.D. Power for providing “An Outstanding Customer Service 
Experience” for its Assisted Technical Support. J.D. Power 2021 Certified Assisted Technical 
Program, developed in conjunction with TSIA. Based on successful completion of an audit and 
exceeding a customer satisfaction benchmark for assisted support operations. 
For more information, visit www.jdpower.com or www.tsia.com. 

Connect With Us
Phone number: 800.300.1310
Email
Schedule Time To Talk

mailto:partnerrecruitment%40intermedia.net?subject=
https://intermediacommunicationsinc.orpluto.com/c/Brendan_Leary#/select-time

