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Key Organizational Issues Today

Gartner 2006 ςTop business, societal and government issues affecting organizations

Á Improving business processes

Á Managing enterprise-wide operating costs

Á Attracting, retaining and growing customer relationships

Á Expanding use of information/intelligence in products and services

Á Improving enterprise competitiveness (bottom-line profitability)

Á Reducing security breaches and disruptions to the business

Á Faster innovation

Á Data protection and privacy 



Workforce Effectiveness 
Challenges



Workforce Effectiveness
Macro Issues

ω Globalization

ω New partnership models and outsourcing

Procter & Gamble expects half their innovations to come from 
outside the company (Wikinomics2005)

ω Broader networks and dependencies

ω Knowledge management challenges

Employees get 50%-75% of their relevant information directly 
from other people   (Gartner 2002)



ω Too many communications addresses and numbers

The average information worker gets up to 100 messages a day in 
seven different places

ω Difficulty establishing synchronous connections

Information workers waste 30 minutes a week in phone tag ςover 
60% of calls go to voicemail

The PC has displaced the phone as the primary communications mode 
in the workplace ς61% cite e-mail as primary vs. 31% the phone 

Workforce Effectiveness
Micro Issues

Harris Interactive 2007



Workforce Effectiveness 
aƛŎǊƻ LǎǎǳŜǎ ŎƻƴǘΧ

ω Difficulty transitioning from one communications mode to the next

For 50% of the calls information workers make, they have to look up the 
phone number (Harris 2007)

ω Difficulty working remotely

¢ƘŜǊŜ ŀǊŜ мΦп Ƴƛƭƭƛƻƴ ǇŜƻǇƭŜ άǘŜƭŜǿƻǊƪƛƴƎέ ƛƴ /ŀƴŀŘŀ ǊƛƎƘǘ ƴƻǿ               
(Stats Canada 2007) 

ω Communications overload

By 2009, an estimated 331 billion e-mails will be sent each day worldwide 
(The RadicatiGroup 2006)



No E-mail Fridays: U.S. Cellular

"I'm announcing a ban on e-mail every Friday. Get out to meet your teams 
face-to-ŦŀŎŜΦ tƛŎƪ ǳǇ ǘƘŜ ǇƘƻƴŜ ŀƴŘ ƎƛǾŜ ǎƻƳŜƻƴŜ ŀ ŎŀƭƭΦ Χ L ƭƻƻƪ ŦƻǊǿŀǊŘ 
to not hearing from any of you, but stop by as often as you likeά 

ςJay Ellison, Executive Vice President, U.S. Cellular

"Jay's insane. He's crazy, employees would queue up their e-mails, and 
then at 12:01 a.m. on Saturday, they'd let them flyΦά 

ςKathy Volpi, Marketing Director, U.S. Cellular

ABC News, April 7, 2007 



Security, Compliance, and Business 
Continuity Risks



Security, Compliance, and 
Business Continuity

Macro Issues

ω Increasing information security threats (viruses, spam, intellectual 
property)

ω Difficult to comply with government and organizational policies (e.g. 
legal, financial, environmental)

24% of organizations have had employee messages subpoenaed by courts and 
regulators, and another 15% of companies have gone to court to battle 
lawsuits triggered by employee communications (AMA and The ePolicyInstitute 2006)

ω Disruption to organizations when communications technologies fail

70% of businesses that suffered catastrophic data loss were closed 
within 18 months (The UK Department of Trade & Industry 2002)



Business Continuity and the Bird Flu

ά¢ƘŜǊŜ ƛǎ ŀ ƘǳƎŜ ōǳǊŘŜƴ ƻƴ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ōŜŎŀǳǎŜ ǎƻ Ƴŀƴȅ 
people conduct day-to-day activities from almost 
ŀƴȅǿƘŜǊŜΧфф҈  ƻŦ ōǳǎƛƴŜǎǎ ǿƛƭƭ ƴƻǘ ōŜ ŀōƭŜ ǘƻ ǊŜǎǇƻƴŘ ǘƻ ŀƴ 
!Ǿƛŀƴ ƛƴŦƭǳŜƴȊŀ ƻǳǘōǊŜŀƪ ōŜŎŀǳǎŜ ƻŦ ŀ ƭŀŎƪ ƻŦ ǇƭŀƴƴƛƴƎ ǘƻŘŀȅέ

ςKen McGee, Vice President and Fellow, Gartner

Searchnetworking.com, August 8, 2006 



Difficult for IT to secure and build policies for disparate systems and 
difficult to implement new policies without disrupting employees.
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Security, Compliance, and 
Business Continuity

Micro Issues



Increasing Cost of Communications



Increasing Cost of Communications
Macro Issues

ω Rapid rate of technology innovation in isolation causing organizations 
to make non-strategic investments

ω Limited ability to adapt to changing organizational needs due to 
ǇǊŜǾŀƭŜƴŎŜ ƻŦ ǇǊƻǇǊƛŜǘŀǊȅ ŀƴŘ άŎƭƻǎŜŘέ  ŎƻƳƳǳƴƛŎŀǘƛƻƴǎ ǎȅǎǘŜƳǎ

ω Increasing pressure for organizations to be efficient ςTCO is 
prioritized over ROI

ω Heavy travel requirements for Canadian employees



Increasing Cost of Communications
Micro Issues

ω Increasing costs of managing disparate technologies in terms of 
dedicated time required and the need for varied skill sets

ω VoIP implementations have traditionally required expensive 
hardware replacements

By 2010, more than 95% of mid-sized and large companies will have started 
or completed the convergence of their entire voice and data networks onto 
a single network (Gartner 2005)

The average cost of a VoIP implementation is significant with VoIP phones 
making up 40 ς45% of the total cost (Gartner 2006)



The State of Communications Today

1. People are the most important asset in your organization -
communications chaos devalues them 

Ҧ ¢ƻŘŀȅΩǎ ƻǾŜǊ ǊŜƭƛŀƴŎŜ ƻƴ ŀǎȅƴŎƘǊƻƴƻǳǎ ŎƻƳƳǳƴƛŎŀǘƛƻƴ Ґ ǎŜǾŜǊŜ 
inefficiency and information overload 

2. ¢ƻŘŀȅΩǎ ŘƛǎŎƻƴƴŜŎǘŜŘ ŎƻƳƳǳƴƛŎŀǘƛƻƴǎ ǎȅǎǘŜƳǎ ŎǊŜŀǘŜ ǎŜǊƛƻǳǎ ƛǎǎǳŜǎ 
for organizational leaders

Ҧ Too challenging to stay secure, compliant, and ensure business continuity

3. 9ǾƻƭǾƛƴƎ ŎƻƳƳǳƴƛŎŀǘƛƻƴǎ ǘŜŎƘƴƻƭƻƎȅ ǎƘƻǳƭŘƴΩǘ ōŜ ŀǎ ŜȄǇŜƴǎƛǾŜ ŀǎ ƛǘ ƛǎ

Ҧ Innovation is required today and the technology is there ςwhy should 
organizations have to wait?



What is Microsoft 
Unified Communications?



Communications Evolution

1977 1987 1997 2007



Bridging the Divide



Unified Communications Defined

Microsoft unified 
communications integrates 
all communication tools to 
deliver messaging, 
conferencing, and telephony 
to your computer. 



With Microsoft Unified 
/ƻƳƳǳƴƛŎŀǘƛƻƴǎΧ

VThe computer starts to work like a phone

VThe phone starts to work like a computer

VVoicemail becomes e-mail



Microsoft Unified Communications 
Components

1. Messaging and Presence

2. Software-Powered Telephony

3. Conferencing



Messaging and Presence

ω{ŜŜ ǇŜƻǇƭŜΩǎ ŀǾŀƛƭŀōƛƭƛǘȅ

ωFind someone on the first try

ωDetermine how much 
information others see

ωClick to communicate



ωComputer is the phone 
ςwith or without any 
other hardware

ωClick to call contacts

ωEasy to use call controls

ωVoicemails in e-mail 
inbox

Software-Powered VoIP


