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Executive
Summary

The use of Unified Commmunication and
Collaboration (UCC) applications are widespread
in the modern workforce, becoming employees’
oreferred method of cormmunication with
colleagues, customers and partners,

Organizations demand increased
efficiency and productivity.
Employees demand faster
communication, easier collaboration
and more flexible working
arrangements.

These demands are met in large part
by utilizing UCC apps. And there are
a no shortage of tech companies
developing new apps, all promising to
service these demands, each better
than the last.

The aim of this study was to
understand the actual benefits and
challenges that organizations face
in the UCC space, as well as the
real impact these applications have
on employees’ productivity and
satisfaction.

The key findings uncovered in this
report include the following:

* Overall, only 62% of users are
satisfied with UCC apps they use
at work. There is a significant
disparity in satisfaction between
seniority levels, with C-Suite
indicating a much higher level of
satisfaction (82%) as opposed to
those in non-manager roles (54%).

* There are a significant number
of issues with UCC apps that
go unreported by end users.
One in four respondents said
they do not report 75+% of
issues they experience.

* The biggest impacts of poorly
performing UCC were identified
as reduced productivity
(58%) and underutilization
of UCC apps (37%).

* The top four issues encountered
with UCC apps are all related
to performance, as opposed
to usability.

* The use of performance
management tools to monitor
UCC ecosystems leads to an
increase in satisfaction with
UCC applications.

As the use of UCC apps in the
workplace continue to increase

in prevalence, enterprises that

focus on ensuring these real-time
collaboration aids work as they are
intended, and measure engagement
with them in a meaningful way,

are those that stand to emerge

as the winners in this new cloud-
transitioning, video-enabled, mobile-
supported business environment.

This study was conducted
independently by market
research company GfK.

GfK is an independent market
research company, connecting
data and science. GfK Australia
is a member of the Australian
Market and Social Research
Organisations (AMSRO) and
complies in full with the Market
Research Privacy Principles. In
addition, all senior researchers
at GfK Australia are AMSRS
members and are bound by
the market research Code

of Professional Behaviour.

For an audience breakdown
and overview of the research
approach, see the appendix on
page 17 of this report.
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UCC Usage o
g Ilo

Breakdown

End users spoiled for choice in UCC

As organization size grows, so does their usage of UCC applications.
Unsurprisingly, the heaviest usage of UCC applications is seen in larger
organizations (10000+ people), due to their often geographically dispersed
employee base.

The top UCC applications used across all organizational sizes:

Skype for Business . Microsoft Teams . Up and comers
Skype for Business is the Microsoft Teams is The smaller end of the market
most commonly used UCC becoming more popular, sees a fragmentation, with lots of
app in large enterprises ¢ particularly in organizations ¢ different “up and coming” apps

i up to 5000 employees :  being used
o e e
a 10,000+ . a <5000 . «500-2000

Usage of specific
UCC applications Microsoft Yammer

Mitel 1 5% Cdngeom/eomber

HipChat

WhatsApp l

17%

Zoom

1%

Google Hangouts

Workplace @ 2 2 /o
by Facebook Blue Jeans

Other ; 8%
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UCC Usage il.
Features

Calls and conferencing vitally important

Ona doily basis, the Audio conferencing (60%) and video (61%) are also frequently used,

though not necessarily on a daily basis.
most frequently used N Y Y

features of UCC apps are While frequency of use varies among features, over 60% of respondents
) indicated that all of the features were very or vitally important to doing
calendars and scheduling  their job.

O . .
<é/] éo>’ instant messagmg Some of the most important features of UCC apps, as identified by
(57 /O), and voice and respondents were voice/telephony and audio conferencing, with 78%
telephom\/ (49%)) and 74% respectively, saying these features were very or vitally important.

Frequency of using

the UCC features
"1? o
@ Use daily >
Less than daily
o\°
P 8
N
8
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Satisfaction

There is room for improvement

Only 62% of UCC Satisfaction with Q:erolll
users are satisfied with UCC applications satistaction
the UCC opplications % Very /

Completely Satisfied

they use at work.

Satisfaction is highest in more
senior roles and declines sharply
as seniority levels decrease.

This is likely related to frequency
and volume of use. Non-manager
end users are likely to use UCC |
applications more in their day-to- C-Suite
day activities. They would therefore
have greater exposure to the issues
associated with their use, which
could lead to a decline in satisfaction.

Key Decision Makers

Senior Management
While those in more senior roles are

likely to receive more thorough and
prompt attention from IT support
when they do encounter issues,
resulting in a better experience
using the applications.

Other Managers

Influencers 9 64%
63% @&
Implement/Manage

Not involved 6 2 %

End Users

54%

Satisfaction

Seniority
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Challenges

Issues Encountered

Poor user experience negatively impacts productivity

60+%

of end users had

recently encountered
issues when using
UCC applications

in the workplace.

The top issues employees
encountered relate to
conferencing and collaboration
features of UCC applications.

25% of respondents said they had
experienced poor audio quality, 23%
said they encountered connectivity
problems, a further 19% said there
was insufficient internet bandwidth
to run the application effectively, and
17% experience poor video quality.

These issues are related to an
applications’ performance, while
less frequently encountered issues
are related to usability. The most
frequently encountered issues

were also the most

likely to cause

a moderate to severe impact on

productivity.

Issues
encountered

Impact
(moderate / severe)

Poor quality audio

_ 25%

Poor quality video - 17% - 9%
.I nablhtho Sharescreen ....................... - ....... 14% . - e 9 .(%.
o  IECE T
Inability to share file/document - 1M1% . 7%
puaccrenl IS NN
Poor usability - 9% . 6%
.';l ophone/tablet ; ppverSI on ................ . ............. 6% . I .................. 3 .o./.o.
Other ................................................ F ................ 1%F1%
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n
Issues Reported

Significant non-reporting of UCC problems

Onein four respondents % unreported UCC issues
said they do not

report /5% or more 0 - 25% not reported
of issues when they ..............................................................................................................

are encountered. 25 - 50% not reported

Emp|0yees in smaller OFQANMIZALIONS o oeee et ettt ettt ettt ettt
tend tg bg more proactive in 50 - 75% not reported

reporting issues when they 0

are encountered Compored ..............................................................................................................
to larger organizations.

This suggests there could be

a significant gap between the
perceived success and the actual
success of UCC app performance
and adoption, as a large portion
of problems are not being
reported to IT departments.

Anecdotal feedback suggests the
primary reason for this is a lack of
faith in IT departments to resolve
the issue in a timely manner.

“OurIT
department is
over worked
and slow to
respond”

“It takes at least
1-2 days to resolve
even the most dire
emergency and we

needed a solution

righ'l: then” "y .
ve complained so many

times and there is no
resolution so it’s a waste of
time to keep reporting it”
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Work arounds

Reactive solutions are unproductive

In lieu of reporting issues
encountered, employees

often resorted to for “working
around” the issue. The most
common methods include

asking everyone to dial back in,
using an alternative form of audio
and using a different device.

Smaller organizations are more
agile in finding different ways to
work around the issues.

As organization size grows and
IT ecosystems increase in scale
and complexity, there is less
flexibility in finding alternative
ways to solve issues.

While reactively “working around”
issues may solve them temporarily,
the requirement to identify and
coordinate an alternative solution
is a an unproductive use of time
and resource.

Methods of working around the issue

Asked everyone Used an alternative Used a different
to dial back in form of audio device
Rescheduled the Used a different Changed
meeting / call / UCC application meeting rooms
discussion

Called meeting
participants
separately

Gave up / cancelled
the meeting

7%

Other

Survey Report | Unified Communications and Collaboration in the Workplace



Challenges

Impact

Poor performance is impacting ROI

Respondents identified that poorly
performing UCC apps could have a
negative IMpact on user experience
and adoption.

Impact of the recurring issues

37% General underutilization of UCC

32% Data quality issues

24% Loss of trust in management

. 3% Don’t know

The biggest impacts were identified
as reduced productivity (58%),
followed by underutilization of UCC
applications (37%), and workflow
problems (34%).

All of these factors can impact the
efficiency and accuracy of the

return on investment (ROI) on your
organizations’ UCC investment.
Productivity/workflow and profitability
have a strong correlation, while UCC
applications cost money to purchase
licenses, deploy and maintain.

Reduced productivity can also lead
to ongoing negative effects on a
workplace which further impact
profitability, such as low employee
morale and motivation.

Survey Report | Unified Communications and Collaboration in the Workplace

n






Transition to the Cloud Ilo

Current Landscape

Microsoft and Cisco leading the way to the Cloud

Almost two thirds of % of organizations that have migrated to cloud-based
organizations have UCC applications

migrated at least some
of their UCC applications
to cloud-based services.

Unsurprisingly, the most popular
of these applications are Microsoft
Teams, Skype for Business Online
and Cisco Webex Teams. Though
there is a huge variety of cloud-
based tools and applications that
organizations are utilizing.

Focus

Sale strCe Slack ™ Data idea Jira imun
nstant - Wavefront BYOD Riven

_paynol Enterprlse Webex Vrvlware5
~'Content What's
Migration Of‘IOEfITeaI I ISCIOUd %E)% rcrml;hos;gﬁgﬂ

AWS tools < Deployment
Hangouts 0% Busm“ess |
ICTOSOf ...
procedures H

verizon Az re Note O |Ce Edw N 50ﬁ
. Pandora
Srj.lawr;?]g; File SDClaikype Intel leessagmg L”mmlr: rated

10
sap Amazon GOO benefits sjage

Windows

sharing (CiSCO s« Qracle

Accenture STOI’BQE skyp Secunty Dynam\c
Facebook systems workday Pl

W
Employee ale A\readyy?rgrener X

' disaster

m|crossofl
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Barriers

Security a major concern

Of the organizations that have
migrated some or part of their
UCC applications to the cloud,
many encountered issues
during the transition process,
mostly around applications’
usability and connectivity.

Of organizations who are

not currently using cloud-based
UCC applications, the main

barrier to migration was security
concerns (48%). Interestingly, other
organizations reported resisting
the transition to cloud-based
applications as they didn't see the
need for it (24%) or didn't see the
value they could provide (24%).

Main reasons for not planning to migrate

Security
concerns

48%

Don’t see
the value they
could provide

Never heard
of them

Don’t see
the need

Too
expensive

Don’t know
enough

7%

Performance is
slow and use is
inconsistent.

Some workers had
trouble using the
device upgrades.

Access is controlled
by a parent
company in another
country and this
created difficulties.

We had limited
ability to connect
employees remotely.

Difficult to integrate
existing apps.

Survey Report | Unified Communications and Collaboration in the Workplace






\

Tools

Link between performance management and satisfaction

Only 3in 5 organizations are
currently using performance
management (PM) tools to monitor
their UCC environments. Of those
companies, 78% of users reported
being satisfied or extremely satisfied
with the performance management
tools and benefits they provide.

organizations are
currently using PM tools

There is a strong correlation between
using performance management
tools to monitor UCC environments
and overall satisfaction with UCC
apps. Employees in organizations
that use performance management
tools reported a 78% satisfaction
level, while the satisfaction

level of those in organizations
that do not use performance
management tools was only 53%.

Of the 2 in 5 organizations not using
performance management tools,
the primary reasons were that they
did not know enough about them
(29%) and security concerns (29%).

Reasons for not using performance management tools:
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Appendix

The Approach

When the research was conducted

21-31May 2019

Length of the survey
12 min online survey

Total sample size
n=503 employees
of US businesses

Who was included in the research

Work for an
organization with
500+ employees

Seniority across

four levels:

+ Owner/Exec/C-suite

* Senior Management

+ Other Managers /
Associate Directors

* Non-manager

For more information,
please visit gfk.com

Sample breakdown

By organization size

2,000-4999

19%

5,000-10,000

19%

Decision makers by org size

ITDMin )
ITDMin
5000-10,000 EpylWEr

18% B PD

GfK is an independent market
research company, connecting
data and science. Innovative
research solutions provide answers
for key business questions around
consumers, markets, brands and
media — now and in the future. As a
research and analytics partner, GfK
promises its clients all over the world
“Growth from Knowledge”.

By role in [T decision making

Influence &
recommend

24%

Implement
& manage

15%

GfK Australia is @ member of the
Australian Market and Social
Research Organisations (AMSRO)
and complies in full with the Market
Research Privacy Principles. In
addition, all senior researchers at GfK
Australia are AMSRS members and
are bound by the market research
Code of Professional Behaviour.
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For more information
visit ir.com

¥ twittercom/IRPrognosis Americas Germany Asia Pacific,
B linkedi y y +1(303) 390 8700 +49 (89) 9700 7132 Middle East & Africa
Inkedin.comycompany/ir info.usa@ir.com info.germany@ir.com +61(2) 9966 1066
g youtube.com/IRPrognosis info.ap@ir.com
V Vi firvid United Kingdom Singapore
VISSERIY Iz +44(0) 1895817800  +65 6813 0851
[ £} focebook.com/lRPrognosis info.europe@ir.com info.ap@ir.com

IR is the corporate brand name of Integrated Research Limited (ASX:IRI), a leading global provider of proactive performance management software for critical IT infrastructure, payments
and communications ecosystems. More than 1000 organizations in over 60 countries — including some of the world's largest banks, airlines and telecommunication companies rely on
IR Prognosis to provide business critical insights and ensure continuity-critical systems deliver high availability and performance for millions of their customers across the globe. For more
information on IR visit www.ir.com

©2019 Integrated Research Limited. All rights reserved. Prognosis is a registered trademark of Integrated Research Limited. All other brand and product names are trademarks or
registered trademarks of their respective companies.



