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Executive Summary

Enterprise communications are no longer simply collaboration 
platforms — they are becoming the real-time intelligence 
layer of the AI-native enterprise, connecting employees, 
customers, AI agents, and business workflows across voice, 
messaging, meetings, and video. Yet AI cannot deliver on this 
potential when communications data remains fragmented 
across collaboration platforms, contact centers, enterprise 
applications, and operational systems, limiting AI to isolated 
assistance rather than enterprise-wide intelligence. The 
next generation of enterprise communications will instead 
be built on AI-native architectures anchored in a unified 
communications data fabric, connecting enterprise context, 
operational telemetry, workflows, and AI-driven decision-
making. This foundation moves organizations beyond isolated 
automation toward intent-based engagement, autonomous 
operations, and self-stabilizing environments. The architectural 
foundation described in this point of view is what enables 
AI to operate intelligently, securely, and at scale across the 
enterprise.
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Enterprise Communications Have Outgrown Traditional Collaboration

Artificial intelligence is rapidly becoming embedded across the 
enterprise, transforming how organizations make decisions, 
automate work, and engage employees and customers. As AI 
evolves from isolated use cases into an enterprise capability, 
expectations for communications platforms are changing just 
as rapidly.

For decades, Unified Communications (UC) was designed 
to connect people through voice, messaging, meetings, 
video, and presence. While that foundation remains essential, 
communications have evolved into the interaction layer 
through which employees, customers, partners, AI agents, 
and business workflows continuously exchange information. 
Organizations now expect these environments to deliver 
seamless experiences across channels, support AI-powered 
assistance, and enable hybrid work. Increasingly, they are 
also expected to provide contextual intelligence that extends 
beyond collaboration into customer engagement and  
business operations.

At the same time, communications environments have become 
increasingly complex. Collaboration platforms, contact centers, 
cloud communications, enterprise applications, knowledge 

repositories, and observability tools have evolved 
independently, creating fragmented ecosystems where 
valuable interaction and operational data are distributed 
across multiple systems. As a result, organizations often lack 
a unified view of communications across the enterprise.

This fragmentation has become one of the biggest barriers 
to realizing AI’s full potential. AI depends on enterprise 
context to understand intent and make informed decisions 
across interactions. When communications data remains 
fragmented, AI can optimize individual tasks but struggles 
to coordinate work across people and business systems. The 
next evolution of enterprise communications is therefore 
about creating an intelligent, governed, and observable 
foundation that supports real-time decision-making and 
enterprise-wide automation. Organizations that establish 
this foundation will be better positioned to scale AI while 
improving operational resilience and delivering richer 
employee and customer experiences.



Fragmented Communications Architectures Limit AI’s Operational Intelligence

Organizations are rapidly embedding AI into communications through meeting copilots, intelligent routing, automated summaries, 
and conversational assistants. While these capabilities improve individual interactions, they rarely transform communications at an 
enterprise level because AI is only as effective as the quality and completeness of the context available to it.

Today, that context remains fragmented across collaboration platforms, contact centers, enterprise applications, IT service 
management tools, knowledge repositories, and observability platforms. Each system captures a valuable part of the employee or 
customer journey, but few organizations have a unified foundation that allows AI to correlate interactions, operational telemetry, 
and business context. The result is an architectural gap between AI ambition and operational reality. 
 
This challenge is driven by four structural barriers:

These aforementioned barriers reinforce a broader reality because autonomous communications cannot be achieved by layering 
AI assistants onto disconnected platforms. It requires an observable and unified foundation that brings together communication 
context, operational telemetry, enterprise workflows, and AI-driven decision-making. Without that foundation, organizations will 
struggle to scale AI beyond isolated productivity gains and unlock enterprise-wide operational intelligence.
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Disconnected communications and interaction data 
Voice calls, meetings, messaging, customer interactions, service 
tickets, enterprise knowledge, and business records often exist 
in separate systems. Without a unified view of these interactions, 
AI operates with only partial context, limiting its ability to 
understand intent and support informed decision-making across 
the enterprise.

Fragmented employee and customer journeys  
Internal collaboration and customer engagement continue 
to operate as separate technology domains despite sharing 
common workflows, enterprise knowledge, identity systems, 
and operational context. This fragmentation limits AI’s ability to 
orchestrate seamless, end-to-end experiences across  
the enterprise.

Reactive communications operations  
Many environments still rely on manual monitoring, threshold-
based alerts, and ticket-driven support. Problems are frequently 
addressed only after users experience degraded service, 
increasing operational complexity, downtime, and support costs 
instead of preventing issues before they occur.

Growing complexity across hybrid environments 
Modern environments span multiple collaboration platforms, 
contact center technologies, cloud services, legacy infrastructure, 
and business applications. The challenge is creating an 
interoperable architecture that delivers consistent governance, 
observability, security, and service assurance across an 
increasingly diverse ecosystem.
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The Future is an AI-native, Autonomous Communications Architecture

The next generation of enterprise communications will 
be built around an AI-native architecture that connects 
communications, enterprise data, operational telemetry, and 
intelligent automation through a unified communications 
data fabric. This foundation enables AI to move beyond 
isolated assistance and actively coordinate workflows, support 
decisions, and orchestrate interactions across employees, 
customers, and business systems.

At the core of this architecture is the communications data 
fabric, a shared contextual layer that connects communication 
events, enterprise workflows, operational telemetry, and 
business data into a unified view of enterprise activity. 
By connecting information that would otherwise remain 
isolated, it provides AI with the enterprise context required to 
understand intent, correlate interactions, and act intelligently 
across the communications ecosystem. This fabric becomes the 
foundation for autonomous decision-making across employee 
experience, customer engagement, service assurance, support 
operations, and enterprise workflow orchestration.

Built on this foundation, agentic AI transforms communications 
from passive assistance into intelligent orchestration. Unlike 
traditional copilots that respond to individual prompts, 
intelligent agents continuously interpret intent, summarize 
interactions, recommend next-best actions, coordinate 
workflows, trigger service provisioning, detect anomalies, 
resolve known issues, and collaborate across IT operations 
and business applications. Operating with shared enterprise 

context, they become active participants in business processes 
rather than standalone productivity tools.

The shift toward agentic AI is already underway. By 2028, 
one-third of enterprise software applications are expected to 
include agentic AI capabilities, accelerating the move from AI-
assisted productivity to autonomous execution. 1

As unified context and agentic intelligence converge, 
communications evolve from channel-based to intent-based 
engagement. Instead of requiring employees or customers 
to navigate platforms and workflows, AI determines the most 
effective combination of people, multimodal communication 
channels, enterprise knowledge, and business processes 
needed to achieve the desired outcome. The result is 
experience-led communications characterized by intelligent 
routing, contextual assistance, personalized collaboration, low-
latency voice AI, always-on translation, meeting intelligence, 
and proactive experience management. Communications 
become adaptive, responding to enterprise intent rather than 
requiring users to adapt to technology.

The business impact is becoming measurable. For example, 
a German manufacturing company automated 60 percent of 
incoming voice calls through an AI-powered virtual assistant, 
reducing average handling time by 23 percent while improving 
customer satisfaction by 22 percent. The deployment illustrates 
how AI-native communications can simultaneously improve 
operational efficiency and user experience. 2

1 https://www.gartner.com/en/newsroom/press-releases/2025-06-25-gartner-predicts-over-40-percent-of-agentic-ai-projects-will-be-canceled-by-end-of-2027
2  https://www.infosys.com/about/knowledge-institute/insights/documents/redefining-work-2025.pdf

https://www.gartner.com/en/newsroom/press-releases/2025-06-25-gartner-predicts-over-40-percent-of-agentic-ai-projects-will-be-canceled-by-end-of-2027
 https://www.infosys.com/about/knowledge-institute/insights/documents/redefining-work-2025.pdf
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The same intelligence extends into communications 
operations. By continuously analyzing operational telemetry, 
AI can predict service degradation, correlate events across 
platforms, automate diagnostics, initiate remediation 
workflows, and improve service assurance before users 
experience disruption. Operations shift from reactive 
troubleshooting to proactive management, improving 
resilience, reducing operational complexity, and strengthening 
business continuity.

This shift is already underway. AI-driven call quality 
diagnostics, anomaly detection, and predictive insights are 
already being applied across platforms such as Microsoft 
Teams and Cisco Webex to identify issues before they  
affect users. 3

Over time, these capabilities give rise to self-stabilizing 
platforms. Rather than relying on repeated manual 
intervention, communications environments continuously 
monitor their own health, adapt to changing conditions, 

optimize performance, and prevent recurring issues 
through AI-driven reasoning, automation, and policy-based 
governance. The objective is not simply faster incident 
resolution, but resilient platforms capable of maintaining 
service quality across increasingly complex hybrid 
environments.

This represents a fundamental shift in the role of enterprise 
communications. Unified Communications is no longer solely 
a collaboration layer, and the contact center is no longer only a 
customer interaction platform. Together, they are evolving into 
an intelligent engagement and operations fabric that connects 
people, processes, enterprise knowledge, and AI to enable 
faster decisions, autonomous operations, and context-aware 
experiences across the enterprise.

3 https://www.infosys.com/about/knowledge-institute/insights/documents/redefining-work-2025.pdf

https://www.infosys.com/about/knowledge-institute/insights/documents/redefining-work-2025.pdf
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Build the Communications Data Fabric Before Scaling Autonomous AI

For many organizations, the immediate response to AI is to deploy copilots and intelligent assistants across existing 
communications platforms. While these initiatives deliver measurable productivity gains, they rarely create enterprise-wide 
transformation because fragmented technology environments prevent AI from delivering measurable business value at scale.  
The priority should be establishing the architectural foundation that enables AI to operate with enterprise-wide context, 
governance, and operational intelligence.

The strategic shift is clear: AI-native communications cannot be achieved through isolated copilots alone. It requires an architecture 
where data, context, operational intelligence, workflows, and AI agents operate as part of a unified communications foundation.

Modernize
through architecture-led transformation. Enterprises do not 
need to replace every platform at once. Organizations can 
modernize by progressively connecting existing systems, 
embedding AI into operational workflows, introducing  
agentic automation, and expanding autonomous capabilities 
over time.

Govern
AI responsibly. As AI assumes a greater role in enterprise 
decision-making, AI-driven actions should be transparent, 
auditable, policy-driven, and supported by appropriate human 
oversight to ensure trust, compliance, and accountability.

Embed
AI into operations, not just user experiences. Beyond meeting 
intelligence and conversational assistance, organizations 
should use AI to strengthen service assurance, automate 
diagnostics, orchestrate workflows, and proactively manage 
communications environments. These capabilities improve 
resilience while reducing operational complexity and  
support costs.

Design 
for interoperability rather than platform consolidation. 
Hybrid and multi-vendor environments will remain the norm, 
making open integration, normalized telemetry, consistent 
governance, and end-to-end observability essential for scaling 
AI across diverse communications ecosystems.

Build 
a unified communications data fabric that connects 
communications platforms, enterprise applications, 
operational telemetry, and workflows into a consistent layer 
of enterprise context. This foundation enables AI to reason 
across interactions rather than within isolated applications, 
creating the enterprise-wide visibility required for autonomous 
decision-making and operations.
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From Connection to Intelligence

Unified Communications is evolving from a platform for 
connecting people into an intelligent layer for driving 
enterprise action. The organizations that get there first won’t 
be the ones deploying the most AI capabilities - they’ll be 
the ones that treat the communications data fabric as core 
infrastructure, not an add-on, giving AI the context it needs to 
act rather than just assist.

Infosys helps organizations build this foundation by combining 
communications engineering, unified data, observability, 
agentic AI, and responsible autonomy into a modern 
communications architecture. The outcome is not simply a 
more intelligent communications platform, but an enterprise 
better equipped to operate, innovate, and compete in an AI-
driven future.
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