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Unified Communications and 
Collaboration Take Center Stage

» Coming Through, Crystal Clear 
In the IDG survey and this paper, UC&C is defined as 
those technologies that bring about improved commu-
nications and collaboration. It may include any or all of 
the following: video chat, email, instant messaging, file 
sharing, speech recognition, audio conferencing and web 
conferencing, and voice (including voice over IP [VoIP] and 
Session Initiation Protocol [SIP] trunking). A UC&C solution 
seamlessly combines these technologies and presents 
them consistently in one user interface, ideally across 
multiple device types. 

According to the research, IT leaders are well aware of 
the potential benefits associated with a solid UC&C imple-
mentation and know exactly what they want in order to 
achieve a successful deployment. 

For example, 65 percent of the respondents said they 
expect to achieve enhanced productivity with UC&C 
solutions. And among those who have already imple-
mented UC&C, 67 percent said that it had delivered on 
this promise. Interestingly, C-level respondents in the 
research were significantly more likely than those with 
any other job title to cite it as a goal—suggesting that 
they see the immediate effects and rewards.

Survey respondents also said they expect UC&C 
solutions to deliver:
• Increased operational efficiency
• Improved employee collaboration
• Increased flexibility for a more mobile workforce

And then there’s cost savings. It’s a desired benefit, but 
as we’ll see in the next section, its counterweight—
funding restrictions—comes into play as an obstacle. 
That said, it’s most interesting to note that organizations 
recognize that they can achieve cost savings in the long 

Cloud and mobile have turned IT departments on their 
heads. Many companies recognize that these trends have 
made an indelible impact on how business is conducted. 
A digital transformation is taking place as organizations 
swiftly move to support the “anywhere, anytime, any 
device” mantra that is pervasive in today’s workforce and 
business environment.

Within this context, the technology behind communication 
and collaboration is taking center stage. Business leaders 
understand that collaboration and communication must 
be seamless across the organization to effectively connect 
employees, customers, partners, and suppliers. 

That is why it makes sense that we see a heavy emphasis 
among IT leaders on their unified communications and 
collaboration (UC&C) solution deployments. In fact, in a 
recent study conducted by IDG Research Services, 85 
percent of the surveyed senior IT leaders said that data/
voice network management, unification, and innovation 
were priorities over the next 12 months. Even more telling, 
69 percent went a step further to say their companies will 
implement UC solutions or make upgrades to their existing 
UC&C technology within the next three years, including 
increasing adoption of VoIP. 

This paper examines the results of the IDG research—
including the challenges IT leaders are still facing         
when it comes to UC&C—and lays out a path toward 
unified success.

NEW RESEARCH SHOWS THAT IT AND BUSINESS LEADERS ARE 
ACHIEVING ENHANCED PRODUCTIVITY AND COST SAVINGS 
WITH UNIFIED COMMUNICATIONS AND COLLABORATION 
SOLUTIONS. YET THERE IS STILL ROOM FOR IMPROVEMENT. 
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How much of a priority is data and voice network management, unification, and innovation as a 
means of supporting your organization’s business goals over the next 12 months? 
Source: IDG Research Services



run with the right UC&C solution; cost savings was the 
second-most-cited benefit among those respondents 
whose companies have already deployed UC&C, right 
behind enhanced productivity. And while we’re at it, 
this group also reported higher user satisfaction and 
simplified maintenance and management among the top 
achievements from their deployments. 

Another area of emphasis among the respondents was 
VoIP adoption, with 47 percent having already deployed 
managed VoIP and 22 percent having deployed hosted 
VoIP. Furthermore, respondents without it had plans 
to adopt it within the next three years (21 percent for 
managed, 25 percent for hosted). This isn’t necessarily 
surprising: VoIP is nearly synonymous with UC, because 
it offers the same benefits, including significant cost 
savings and enhanced productivity, with the ability for 
users to work anywhere, anytime, with any device.

The survey also pointed to a growing desire to align 
communications and collaboration strategies with mobile 
and cloud strategies. Sixty percent of the respondents 
currently tied enterprise mobility to their UC plans, and 
30 percent were making the connection with the cloud 
and UC. As business and IT environments rapidly become 
more cloud- and mobile-based, it makes perfect sense 
that their communications and collaboration should fall 
in line.

» Understanding Obstacles 
Of course, as with any other technology investment,
IT leaders cite several obstacles to deployment. 
Regarding UC&C, the IDG research finds that the top 
challenges were: 
1. Cost/funding 
2. End user training issues
3. Security/privacy concerns 
4. Integration with existing infrastructure 

There were a couple of interesting twists among these 
impediments. For example, larger enterprises (those with 
more than 10,000 employees) were more likely to say 
they’d encountered issues with legacy integration when 
deploying UC. In fact, it’s their No. 1 challenge. It’s also 
more likely that these companies have more-complex 
IT infrastructures. That’s why it’s crucial to make this 
consideration a priority when choosing a unified commu-
nications and collaboration strategy. 

That integration is the top challenge for large enterprises, 
whereas the other obstacles (cost, training, security) 
remain in the overall lead among all the respondents, 
demonstrates how significant these considerations are 
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for small- and medium-sized businesses. Here again, 
this points to the need to highlight these issues with 
your vendor when adopting a UC&C solution.

Another point worth making: Regardless of company 
size, organizations that have already deployed some 
type of UC&C solution are more likely than those still 
in the evaluation stage (47 percent versus 27 percent) 
to say that end user training is a problem. Take this 
as a note-to-self: make plans for thorough training         
before deployment.

To reframe these challenges: There are three main prob-
lems with the way many organizations approach UC&C 
solutions. First, many companies don’t have a strategic 
roadmap for the deployment, so they haven’t consid-

Running in the UC&C Background: 
The Rise of VoIP

As network capabilities have continued to improve, 
VoIP has grown in acceptance across the enterprise. 
Companies are finding greater productivity, flexibility, 
and cost savings by using a hosted voice solution 
versus an onsite one.

These benefits are reflected in the IDG Research results, 
in which 62 percent of the survey participants said their 
organization was deploying, planning, or evaluating 
hosted VoIP solutions. When asked about their primary 
reasons for considering a hosted VoIP solution, they cited 
three goals, which were statistically of equal importance:
 

• Simplified communications with a single 
  point of contact for voice and data
• Reduced IT staff requirements
• Having a viable option for disaster recovery 
  and business continuity

And yet, if we break apart the responses by role and 
function, these reasons change a bit. For example, 
respondents with business-related titles were signifi-
cantly more likely to cite reduced staffing as a primary 
driver than those with IT-related titles (63 percent versus 
38 percent). Also, those with C-level titles were signifi-
cantly less likely to cite disaster recovery than those in 
any other job position (26 percent versus 49 percent).

Overall, hosted VoIP offers benefits similar to those 
expected by and achieved via unified communications 
and collaboration solutions.



Benefits Experienced from UC Deployments
(among those respondents with UC solutions in place)

ered and planned for  how migration will affect existing 
communication and collaboration technologies as well as 
the existing IT infrastructure. 

Second, some organizations haven’t built enough flex-
ibility into their UC&C plans, so they are unable to adjust 
when they encounter market changes or new business 
needs and their solutions end up not completely satis-
fying their requirements. 

And third, organizations focus only on the UC&C compo-
nent rather than the total business environment. 

Matthew Marion, VoIP product manager with Monroe, 
LA-based CenturyLink, sums up: “Without looking beyond 
the UC&C solution, you run the risk of overloading your 
data network with the additional traffic migrating off your 
voice network. Juggling multiple providers also shifts the 
end-to-end management more to the customer than the 
service provider. If you take the time to look at the full IT 
ecosystem and work with your provider to develop a solid 
plan, moving to UC&C will not only reduce your expenses 
and management but will also improve productivity and 
increase efficiency for your employees.”

» Maximizing Opportunities
We’ve come to the part where we establish the path to 
success for UC&C deployment. It’s critical to shape a   
plan that will not only facilitate a successful deployment 
but also ultimately ensure its long continued use across 
the enterprise. 

Step 1: Assess Needs. Take the time to listen to the    
user base. IT must thoroughly understand which aspects of 
the existing communications and collaboration technolo-
gies are working well and which components fail to meet      
user expectations. 

Brace yourself: This often means listening to frustrations. 
But it will yield helpful insights. For instance, you may find 
that people are not using video collaboration offerings 
because the existing technology is far too complex and 
confusing. The lack of user-friendliness might be leading to 
frustration whenever users are faced with having to make   
a video call. 

Marion recommends taking the time to thoroughly under-
stand what use cases are fueling the end user community’s 
reliance on unified communications. In fact, this is crucial if 
IT hopes to establish a clear strategic vision that aligns with 
future needs while addressing ongoing concerns. 

“This often includes developing a solid plan for mobility and 
BYOD [bring your own device],” he says. “It’s also important 
to have a detailed project plan for transitioning to UC&C and 
a solid assessment of your current solutions.”

Be sure to involve multiple user groups in this assessment 
process, because it’s the one sure way to gain a clear 
picture of what the organization really needs. 

Step 2: Establish and Deploy a Strategic Roadmap. 
Once IT has a clear picture of organizational UC&C needs, 
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Q: Which of the following benefits has your organization already experienced from its unified communications deployment? Based on those respondents with UC solution in place. Source: IDG Research Services
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building out a workable roadmap is significantly easier. 
The overarching goal here is to establish a clear picture of 
what the solution should look like, so you can place the 
appropriate priorities on individual components of the 
overall UC&C solution. 

Here, it’s important to remember that just because you 
might deploy a multidisciplinary UC&C solution, it doesn’t 
necessarily mean that all the components are in line with 
your organizational needs. In other words, the biggest 
and most sophisticated solution may still not tick all your 
users’ boxes. Pay close attention to solution strengths 
and weaknesses. 

It’s also important to ensure that the organization has 
the infrastructure in place to properly support the 
investment. That means appropriately assessing the 
existing IT infrastructure—from software to hardware 
to networking—so the systems integration goes as 
smoothly as possible.

Step 3: Find Value in Assistance. As the survey 
results demonstrate, integration with other IT invest-
ments plays a key role in determining whether a deploy-
ment will yield anticipated results. Seeking solution 
providers that can help with the transition process is a 
great worthwhile step. 

Find a solution vendor that gets the whole picture of your 
company. Make sure the provider will address your entire 
stack and vision—not just the UC&C portion—so that 
you’re not stuck juggling multiple providers and uncon-
nected technologies. 

Also, work with what you have, but don’t overdo it. A 
UC&C transition will be much easier if your vendor can 
work alongside your existing IT resources. Considering 
that your IT teams must be focused on multiple day-
to-day activities, don’t overburden them with the sole 
implementation of a large new solution. 

It’s not uncommon to have a big wish list, but in some 
cases, companies try to go about making those wishes 
a reality with multiple providers. The challenge of taking 
this route is that the pressure is then on IT to ensure 
the total integration of all of the disparate components. 
When integration suffers, it often has a ripple effect, 
where, for example, training is incomplete and the user 
base ultimately fails to make solid, meaningful use of the 
available suite of communication and collaboration tools. 

Step 4: Embrace Education. Even the best-sourced 
and most properly integrated solution will result in 
failure if the intended user base is uncomfortable with 
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To learn more about how to find the right UC&C 
solution for your enterprise, visit 
www.centurylink.com/business/enterprise/voice/.

leveraging its various features. Paying close attention to 
user statistics can quickly bring issues or problems to   
the surface. 

For instance, it’s important to note whether the busi-
ness units that requested enhanced mobile capabilities 
are making use of the solution’s features. If not, this may 
signal a need for more in-depth training. The same is true 
for any other component that, properly utilized, could 
prove beneficial to the enterprise—including videoconfer-
encing, chat, or collaboration tools.

Embrace a comprehensive training program, preferably 
one conducted by your vendor, which can then tailor it 
for multiple uses and disciplines.

Step 5: Nurture and Re-evaluate. Keeping 
communication lines open enables you to ensure that 
the UC&C investment remains in alignment with your 
strategy and needs. 

Be proactive, on an ongoing basis, about how users 
are getting along with the UC&C technologies. And 
be up-front with your vendor about issues that arise, 
including business changes that may dictate a need for 
upgrades or different features and functionalities. 

Organizations are constantly evolving, and your core 
investment needs to remain fluid. 

» The Bottom Line
The IDG Research points not just to expected benefits 
but also to the reality of UC&C solutions: They provide 
enhanced productivity, cost savings, and increased user 
satisfaction, among others. 

And although there are still obstacles to overcome, 
deploying a UC&C solution can become much easier if 
you follow a clear strategy that addresses your business 
and user needs. 


