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Foreword
Welcome to the third issue of IQ “Connectivity and End-User Computing in Australia”. This series
examines the Australian ICT market through the eyes of the people who actually manage and
deliver these technologies – the CIOs.
These important individuals have a very difficult job. In recent years budgets have tightened and
management has demanded more accountability and greater return on investment from the ICT
function. At the same time many new technologies are competing for investment.
To shed light on various CIO challenges Fujitsu and Microsoft commissioned independent
research firm Connection Research to survey Australian CIOs across a broad range of technology
and business issues – ICT infrastructure, applications, sustainability, mobility, social media,
connectivity, broadband, end-user computing and cloud computing.
In Volume 1 we established a baseline and in Volume 2 we discussed Cloud. This third volume
reports on connectivity and end-user computing issues. Including:
■ BYOD
■ VOIP
■ Mobility
■ Unified Comms
■ And NBN, amongst others.

ICT management is a difficult balancing act at the best of times, but generally speaking most
CIOs are able to navigate their way through the difficulties and conflicting priorities that confront
them. We trust you find the information interesting and useful in setting your own technology
directions. The survey is conducted regularly, so we encourage you to be active contributors by
suggesting potential questions that we can include in the future.

Craig Baty
Executive GM,
Chief Technology & Innovation Officer
Fujitsu ANZ

Greg Stone
Chief Technology Officer
Microsoft Australia
Email us: info@insightsquarterly.com
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Introduction and Key Findings
This edition of Insights Quarterly focuses on communications and connectivity issues, with special
attention to emerging technologies and practices such as mobile computing and bring your own
device (BYOD) computing.
In this survey we discovered, among other things that:
■ BYOD is happening very quickly whether CIOs like it or not
■ Security is a major concern and becoming more-so
■ Unified Comms is a trend not a technology but its rise is also on the increase
■ Mobile Data and Hardware spends will continue to increase
■ Local conditions have greater influence over ICT spending than global
■ The biggest area of communications related growth is IP Telephony (VOIP)
■ Public VPN is rapidly replacing private data networks
■ Virtualisation continues to be the most relevant technology

These and other findings paint an exciting picture for the future of communications, mobility and
BYOD in Australia, but also create significant challenges for CIOs in meeting business demands.
Read on for more detail and analysis.

BYOD is happening – quickly – whether CIOs like it
or not
The biggest growth in expenditure in communications in the next 12 months is forecast to be in
mobile hardware and mobile data. Most CIOs see an increase in the number of users supplying
their own devices. Expenditure on mobile voice is predicted to grow, as landline voice continues
to decline.
There is no doubt that BYOD computing – the trend towards letting end users employ their own
devices in the corporate environment – is growing rapidly. Many CIOs are still holding out against
the trend, but more and more are coming to realise its inevitability and are putting strategies in
place to accommodate it. A large range of end user operating platforms are supported – Apple,
Android and Microsoft, though BlackBerry is declining in popularity among the respondents.

“

Most

„

CIOs see an increase in the number of
users supplying their own devices. There is no
doubt that BYOD is growing rapidly.
Craig Baty Exec. GM, CTIO Fujitsu ANZ
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Security is a major concern
CIOs are concerned about a number of communications and connectivity issues. The most
important have to do with end user computing, particularly the management and security of
mobile devices with the growth of BYOD computing.
There is some concern with the cost, performance and security issues associated with the rise in
high bandwidth traffic, especially video files and streaming, within the corporate network. Allied
to this is a concern with the cost of mobile data, but this is now a major concern to only a minority
of CIOs.
Security, at all levels, remains a serious issue to most CIOs. Worries about hackers and other
external threats has declined in recent years, and been replaced by concerns over internal security
threats from untethered users.

“

CIOs

„

are particularly concerned about the
management and security of mobile devices
with the growth of BYO computing.
Greg Stone CTO, Microsoft Australia

Unified Computing is a trend, not a technology
There is a strong belief amongst CIOs in the inevitability of Unified Communications (UC), but
they tend to believe it will happen naturally over time rather than as a result of vendor push. There
is a feeling that vendors are hyping the technology too much, so much so that it has become
more a marketing term then a technical term.
This is understandable, given the many different technologies involved and the generic nature
of the terminology. One third of respondents say they are well advanced in uniting their
communications systems, but most say they are not. Their responses indicate that they are
generally looking for product evolution to naturally unify their disparate communications systems
over time, rather than looking to initiate current UC solutions from vendors.

“

One

„

third of CIOs say that they are well
advanced in uniting their communications
systems – which means that most are not!
Craig Baty Exec. GM, CTIO Fujitsu ANZ
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The Hype-o-Meter-What’s Hot & What’s Not?
Respondents were asked to rate a number of technologies or business trends in terms of whether
they believe them to be overhyped or underhyped, and whether they are important or not.
Overall results are expressed as a four point radar (“spider”) diagram for each technology or
trend. The thinner the shape the more important CIOs believe the technology to be. The higher
the shape the more the technology is believed to be overhyped.
The Hype-o-Meter shows that CIOs generally accept or reject a new technology or business trend
based on its merits. They evaluate these things in terms of business and ICT objectives, which
evolve over time but which do not change nearly so quickly.
This series of Hype-o-Meter’s focuses on connectivity and end-user computing related trends.
Other sections of this report establish the context of these technologies by looking at the
importance of these objectives to CIOs as well as their budget and implementation plans .

Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for National Broadband Network
The NBN is popular with CIOs – few believe it is underhyped, though some doubt its importance.
Since Volume 1, the proportion of CIOs that doubt its importance has grown – a common
phenomenon as new technologies become more widely adopted.
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Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for Wireless Broadband
CIOs generally believe that wireless broadband is important, but underhyped. Again, this is a
common phenomenon – technologies that have been around for a while do not attract as much
attention as newer ones, no matter how important they are.

Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for VOIP
VoIP’s Hype-o-Meter has a flatter shape than in the previous survey, with more CIOs thinking it is
unimportant and more thinking it is overhyped. But, as results elsewhere in this survey indicate, its
popularity is rising quickly – these results are a reflection of the technology’s increased familiarity.
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Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for Unified Comms
Unified comms has many sceptics – another question in the survey shows that many CIOs regard it
more as a marketing term than a technology. But it is regarded as inevitable.

Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for Social Networking
Social networking Hype-o-Meter shape has not changed since the previous survey. Its usefulness
as a business tool is doubted my many CIOs, though just as many recognise its potential
importance.
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Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for BYOD Computing
This is the first IQ survey that has asked about bring your own device (BYOD) computing –
allowing end users to use their own mobile computing devices in the corporate environment.
More CIOs believe it to be underhyped than overhyped, and they tend to believe it is an
important emerging trend.

Overhyped –
Important

Underhyped –
Not Important

Overhyped –
Not Important

Underyped –
Important

Hype-o-Meter for Tablet Computing
Tablet computers have emerged from nowhere in recent years to become important platforms for
corporate as well as personal computing. More than any other technology, they are driving the
trend towards bring-your-own computing.
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Increases and Decreases - Communications Budget
The biggest growth in expenditure in communications in the next 12 months is forecast to be in
mobile hardware and mobile data, with more than half of CIOs predicting increases in both areas,
and fewer than 10% predicting declines. Half of CIOs see an increase in the number of users
supplying their own devices. Expenditure on mobile voice is predicted to grow, as landline voice
continues to decline.

Increase or Decrease over Next 12 Months

Mobile Hardware
& Data spends will
increase

Mobile hardware
Mobile data

28.4

8.7

30.6

7.1

47.0

26.8

5.8
14.5

72.3

8.8

ISPs

2.5

64.2

11.6

Fixed hardware

4.5

38.0

16.6

Landline data

10.9
44.0

51.8

5.2

13.6

49.5

49.5

Users supplying their own devices 2.0
Mobile voice

48.8

13.4 3.0
51.4

31.6

Landline voice

4.2

10.8 0.3

■ Large decrease (>10%) ■ Small decrease (<10%) ■ Stay about the same ■ Small increase (<10%) ■ Large increase (>10%)

Overall Budgets and Headcounts
Overall ICT expenditure and headcount is expected to increase over the next 12 months, with
many more CIOs predicting rises than falls. But only 10% see a rise in the number of comms staff,
with nearly 88% seeing the number remaining steady.

Increase or Decrease over Next 12 Months
Overall ICT expenditure
Overall organisational headcount (not just ICT)

11.1

43.6

13.8

Overall ICT headcount

6.1

Comms staff headcount

2.0

33.1
55.4

9.7
22.8

67.1

5.4

22.0

87.4

3.5
8.1 1.3

■ Large decrease (>10%) ■ Small decrease (<10%) ■ Stay about the same ■ Small increase (<10%) ■ Large increase (>10%)

Factors Affecting ICT Spending
CIOs expect local economic conditions to have a greater effect on ICT sending than global

Local conditions have
greater influence than
global

conditions. The carbon tax, and the cost of electricity, are not expected to have a major effect by
most CIOs.

Factors Influencing ICT Spending
Local economic conditions
Global economic conditions
Cost of elecrticity
Australia‘s carbon tax

10.8

29.2

20.3

35.0

31.4

31.7

22.7
33.3

30.5

28.6

10.2

23.1
36.9

12.3
15.5

9.9

■ No impact ■ Small impact ■ Stay about the same ■ Large impact ■ Very large impact
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Communications and Connectivity Concerns
CIOs were asked to rate their level of concern about a number of communications and
connectivity issues. The most important have to do with end user computing, particularly the

Security at all levels
remains a concern

management and security of mobile devices.
Concern about users employing their own devices on the corporate network is a related factor,
but its comparatively low level of concern is a reflection of the fact that most organisations have
still not adopted the practice. The other areas of concern show that as usage grows, so will
security and management problems associated with it.
There is some concern with the cost, performance and security issues associated with the rise in
high bandwidth traffic, especially video files and streaming, within the corporate network. Allied
to this is a concern with the cost of mobile data, but this is now a major concern to only a minority
of CIOs.
Security, at all levels, remains a concern. But worries about hackers and other external threats
has declined in recent years, and been replaced by concerns over internal security threats from
untethered users.

Key Connectivity Related Concerns
Management of mobile devices
End User Security
Endpoint (device) security
Rise in hi-bandwith video traffic within the
corporate network
Security in the Cloud
Users using their own devices
with the corporate network

43.7

17.5
37.7

14.8

38.0

12.2
9.8

37.9
26.2

18.3
15.0

27.6

Malware / Hacking / Viruses

10.9

Shortage of good staff in this area

10.8

26.2

Cost of mobile data

11.1

25.2

30.7

■ Top priority ■ Very concerned
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Communications and Connectivity Investment
The biggest area of growth in communications and connectivity investment is in IP telephony –
VoIP. One quarter of CIOs say it is a major area of investment for their organisation. This is entirely
consistent with other findings in the report – VoIP has come of age.
Investment in the core communications infrastructure and wide area networks remains important

The biggest area
of comms related
growth is IP
Telephony (VOIP)

to many organisations, with much of that investment now being directed towards the usage of
virtual private networks over broadband Internet as a substitute for leased lines and internally
managed data networks. There is an increase in videoconferencing and online meeting software,
again driven by the wider availability and lower cost of broadband communications.

Investment in Communications & related
24.3

IP Telephony
15.7

Core comms infrastructure

14.5

WANs 1.0
Video conferencing 1.0

11.3

Smart phones

10.7

Unified communications

10.4

Wireless broadband 1.0
Online meeting software 1.0
Bring -your-own computing (end user supplied) 0.3

9.3
4.9
3.5

■ Top priority ■ Very concerned

% of Respondents

The IQ Matrix

(Investment vs Implementation)
The chart on the next page shows the level of investment mapped in a quadrant against current
implementation. Respondents were asked for the level of current implementation and planned
investment they had in various communications and EUC technologies/trends. The answers
were then analysed and put into a quadrant mapping implementation against investment. The
positioning of a technology within the IQ Matrix shows their status relative to each other within
each matrix and are not designed to reflect actual market shares.
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Higher
Base

Higher
Base

Lower
Spend

Higher
Spend

Lower
Base

Lower
Base

Lower
Spend

Higher
Spend

Research by Connection Research

11

IQ Matrix for Communications and Connectivity
The IQ Matrix for communications and connectivity shows that most investment is in areas that
already have high levels of implementation – there is little propensity to invest in untried areas of
technology. Note the position of IP telephony – the previous chart (from Volume 1) showed that
it is an area of intended investment growth, but levels of investment trail that of more mature
technologies.
The most established area of implementation – core communications infrastructure – also remains
one of the largest areas of investment. This is the basic keep-the-lights-on investment. It may not
be exciting, but it is essential.
Smart phones are showing the highest level of intended investment. The previous chart showed
that it is a major area of investment for only around 10% of organisations, but investment is
steady across the board. Indeed, it is now the case that this falls under the category of core
communications infrastructure.
Higher base, lower spend

Higher base, higher spend

High
Implementation

Core comms infrastructure
WANs
Smart phones
Wireless broadband
IP Telephony

Low
Investment

Video conferencing
Online
meeting software

Unified comms

High
Investment

Bring-your-own computing

Low
Implementation

Lower base, lower spend

Lower base, higher spend

Newer areas of comms technology are showing lower, but growing, levels of investment. Bringyour-own computing, a comparatively recent phenomenon, shows low levels of investment, but it
is in the nature of this technology that the investment is by the individual, not the organisation, so
is understated in data of this nature.
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Internal and External Voice Traffic
CIOs were asked to estimate how the total amount of their organisation’s internal and external
voice traffic is accounted for by different technologies, now and in the future. POTS (plain

POTS is set to decline
further

old telephone system) traffic, already down to half of internal and a little over half of external
communications, is set to decline further over the next five years, to less than a quarter of both
internal and external traffic.

Internal Voice Traffic
49.5

Now
33.1

1 year from now
5 years from now

32.1

5.7

40.1

17.1

45.8

10.4
14.2

■ POTS ■ VoIP through PABX ■ Skype ■ Other VoIP

12.6
16.5

23.0
% of Respondents

External Voice Traffic
32.3

39.0

1 year from now
5 years from now

27.3

54.4

Now

37.9

22.6

6.8
12.0

16.1

■ POTS ■ VoIP through PABX ■ Skype ■ Other VoIP

11.5
16.7

23.3
% of Respondents

VPN Over Broadband
There is a strong trends towards virtual private networks (VPNs) running over the public Internet
replacing private data networks. Only 3.2% of respondents say it will never happen, and less than
10% of respondents say that have already done so. 9.3% are moving in that direction and 8.6%
are planning such a move.

Public VPN is rapidly
replacing private data
networks.

More than one third (35.2%) believe it will start to happen in their organisations within five years,
and another quarter (25.3%) believe it will happen, but more than five years from now.

VPN over Broadband to Replace Data Networks
8.9

They have already done so

9.3

We are already moving in that direction

8.6

We are plannung a move in that direction
No plans, but believe it will happen
within five years
No plans, nothing much will change
in the next five years

35.2
25.3

Very long term
Never

9.6
3.2
% of Respondents
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Bring Your Own Device (BYOD) Computing
BYOD computing – the trend towards letting end users employ their own devices in the corporate
environment – is growing rapidly. Only one organisation in eight currently has more than 10%
of its end users using their own devices, but that proportion is expected to grow to nearly a half

BYOD is growing
rapidly

in the next 12 months. At the same time, the proportion of organisations that don’t allow the
practice at all is expected to drop from one third to one quarter.

% if CIOs Supporting BYOD
33.1

Not allowed

24.2
37.7

1% - 5%

13.4
16.3
16.2

5% -10%
7.7

10% - 50%

41.0
5.1
5.1

More than 50%
■ Now ■ 12 months from now

% of Respondents

Supported End User Operating Systems
Most organisations support a number of end user operating systems. Virtually all support some
version of Microsoft Windows, but most attempt to limit the number of versions supported.
Windows 7 has almost totally replaced Vista. (Windows 8 and IPAD 3/iOS 6 were excluded from

Virtually all CIOs
support a Windows
environment

the survey due to their relative newness at the time the survey was conducted).
Mobile operating systems are widely supported. RIM’s Blackberry OS remained the most popular,
but iOS, Windows Phone and Android are also widely supported. Most organisations do not allow
the use of Apple Macs – their use is still not widespread in the corporate world.

Increase or Decrease over Next 12 Months
Microsoft Windows XP

30.2

6.5

Windows Phone (Mircosoft)

MacOS (Apple Macintosh)

50.2
16.4

24.7

14.7

8.1

35.5

32.9

27.7

37.0

26.9

25.4
12.2

66.1
39.8

28.3
59.2

■ Don‘t allow at all ■ Allow, but don‘t support ■ Partial support ■ Full support
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53.7

13.0

Microsoft Windows Vista
Android (Google)

14.8

40.1

BlackBerry OS (RIM)
IOS (Apple iPad and iPhone)

8.8

22.8

Microsoft Windows 7
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11.6
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20.0

10.2
8.1

14.5
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Unified Communications
There is a strong belief amongst CIOs in the inevitability of Unified Communications (UC), but
they tend to believe it will happen naturally over time rather than as a result of vendor push. There
is a feeling that vendors are hyping the technology too much, so much so that it has become
more a marketing term then a technical term.
This is understandable, given the many different technologies involved and the generic nature
of the terminology. One third of respondents say they are well advanced in uniting their

Unified Comms will
happen naturally over
time

communications systems, but most say they are not. Their responses indicate that they are
generally looking for product evolution to naturally unify their disparate communications systems
over time (e.g. Skype unifying VoIP and instant messaging), rather than looking to initiate current
UC solutions from vendors.

Current and Future Use of Unified Comms
Unified Comms will happen naturally over time 5.2 11.6
The vendors are hyping the idea too much 1.3 10.3
I want all my comms systems to be unified 5.4
The term „Unified Comms“ is more a
marketing term than a technical term
We are well advanced in unifying our
comms systems

9.3

65.8
23.1

11.0

53.3

23.1

33.0

■ Strongly disagree ■ Disagree ■ No opinion ■ Agree ■ Strongly agree
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45.9
25.8

2.2 21.2

17.2
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16.3
36.7

25.2

14.1
21.7

9.1
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3/4

Technology Relevance
In each survey we ask respondents how relevant a number of ICT strategies or technologies are to
their organisation. More than three quarters consider virtualisation the most relevant technology,
with more than one in four saying it is their top interest. Integrated enterprise-wide access is
also important to respondents, as is mobile computing, security enhancements and unified
communications.

Virtualisation
continues to be most
relevant technology

Importance of Technology/Trend to Organisation
27.1

Virtualisation
Integrated enterprise-wide
information access

In the first survey virtualisation
was the most popular
technology and its popularity
has increased even more over
the last 12 months.

15.5

Mobile working solutions
Security enhancements

45.2
14.5

17.5
13.1

41.3

Unified communications for the
10.9
enterprise
Adoption of IT governance
10.0
frameworks
Localised software or service
support 2.8
Cloud Computing

49.5

28.5
26.7
24.3

6.7

16.7

Increased use of third-party IT
3.3
service suppliers

17.1

■ Top interest ■ High interest

% of Respondents

ICT Challenges
The top ICT challenges are improving service responsiveness, protecting and securing the
network, and meeting changing business requirements. Meeting regulatory compliance and data
sovereignty are the least challenging areas. Reduced ICT headcount rates lowest in importance –
indicating that CIOs generally are not concerned about losing staff – but note that they are much
more concerned about skills and training.

Top Challenges for the ICT Organisation
Improving service responsiveness

10.9

Protecting / securing the network

There has been little change
in the rankings over the last
12 months, with the biggest
challenges having to do
with business, rather than
technology, issues.

18.8

Changing business requirements

13.1

Business continuity

12.7

Optimising and controlling costs

12.0

Developing / delivering
applications

12.5

Insufficient IT skills / training
Decreasing IT budgets
Workers wanting to be mobile
Data sovereignity /
ownership of data
Meeting regulatory complians

53.9

7.2

46.0
50.4
47.0
45.7
37.4
39.7

10.4
8.1
6.5
9.2

36.0
32.5
32.6
25.5

■ Top challenge ■ Major challenge
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Considerations When Making ICT Improvements
…want applications
to better fit business
processes

Respondents were asked how important a number of considerations are to their organisation
when making ICT improvements. More than three quarters say improving applications to better
fit business processes is a major consideration, and nearly as many mention improved access to
information.

Top ICT Challenges

Once again, the key emphasis
is on business issues. All of the
most important considerations
are centred around improving
the way ICT can help the
business.

Improve applications to better fit
14.9
business processes
Improve access to information
13.0
or data
Improve security of information of
20.7
IT infrastructure
Ensuring IT personnel are trained
5.2
to support improvements
Lower cost of underlying IT
8.2
infrastructure
Monitoring end user experience 4.5

60.8
55.2
42.5
46.8
37.3
37.8

Improve IT support time to an
on-emand format 3.4
Organisational changed
(adding users) 2.7

37.3
17.4
% of Respondents

■ Top consideration ■ High consideration

ICT Challenges
The top ICT challenges are improving service responsiveness, protecting and securing the
network, and meeting changing business requirements. Meeting regulatory compliance and data
sovereignty are the least challenging areas. Reduced ICT headcount rates lowest in importance –
indicating that CIOs generally are not concerned about losing staff – but note that they are much
more concerned about skills and training.

Top ICT Objectives
26.1

Improving process

CIOs understand that ICT’s
main role is to serve the
business and make it operate
more efficiently – improving
process remains important in
any business environment, and
is an essential component of
aligning ICT with business.

22.0

Cost savings
Increasing productivity

22.3

Managing risk

21.6

Organisation-wide integration
Gain competitive edge

56.2

16.5

Meeting customer / partner
expectations

Increasing ROI

59.0

60.7
54.7
54.9

9.9

61.9

15.9
11.7

55.0
33.5

■ Top priority ■ High priority
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Conclusions
Information and Communications technology is at an interesting stage. Many new technologies
are becoming available, but at the same time economic times are difficult and most organisations
are watching their expenditure – on ICT and most other areas very closely. That, and the fact that
many ICT investments in the past have not demonstrated a tangible or demonstrable return on
investment, have made many organisations and individuals wary of new technology.
The pace of technological change, and the imperatives of new technologies and business models
such as cloud computing and the proliferation of mobile devices, are forcing many of them to
adapt to the new realities, in many cases more quickly than they might like. A good example is
bring your own device (BYOD) computing, where CIOs’ hands are in many cases being forced by
the speed of adoption by the user community.
There is little sign that this pace of change will slow. CIOs have never had an easy job – it is now
much more difficult, given the range of competing priorities they need to juggle. And few of
these priorities exist in isolation – they comprise a complex web of interacting trends, all of which
impact different organisations in different ways. There is no clear way forward.
But some things remain the same. With all the new technologies, the key objectives of corporate
ICT remain the same – ensuring the business is supported as efficiently and as effectively as
possible. Servicing the needs of end users, ensuring ICT is aligned with business objectives,
improving processes and innovating where possible.
Connectivity and communications have always been an integral part of ICT. They are becoming
more so. The technology is increasingly about having business operations, individuals, and
devices communicating with each other. And that will also not change.
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Appendix: Respondent Base
The survey was conducted by Connection Research through an online survey of 179 Australian
CIOs and IT managers. Respondents came from a wide range of industry sectors and sizes of
organisation.

By Industry Sector
The largest represented industry sector is Financial / Business / Services / ICT with 29% of
respondents from this industry.
Government Administration/ Defence is the next largest with 22%, Health/ Education/ Welfare
with 18%, Manufacturing at 13% and the rest at 9% each.

9%
Wholesale / Retail /
Logistics

9%
Primary Industries /
Utilities / Construction
/ Mining

29%
Financial / Business /
Services / ICT

13%
Manufacturing

18%
Health / Education /
Welfare

22%
Government /
Administration /
Defence

By Number of Employees
Almost half (42.1%) of the respondents come from organisations with 100-500 employees.
Organisations with 500-5,000 employees represent 38.1% of respondents.

Employees
50-100

13.3

100-500

42.1

500-1000

18.5

1000-5000

19.6

Above 5000

6.5
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