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EXECUTIVE SUMMARY

As companies wrestle to compete in an increasingly global marketplace, one thing has become 
clear: collaboration is key to success. If the 20th century was the Information Age, then the 
21st century is the Innovation Age—one in which shared ideas, knowledge and expertise are 
the currency of business. Going forward, companies must enable collaboration with technology 
and management practices that encourage communication across cultures and time zones. The 
goal should be to ensure that employees are connected to the right people at just the right 
time, regardless of where they are located or what network they are connected to.

Frost & Sullivan research shows that companies that use advanced unified communications 
and collaboration technologies gain a clear competitive advantage. Of those companies that 
have deployed unified communications and collaboration tools, 72 percent say that they have 
experienced better performance; 77 percent believe UC&C technologies enhance employee 
mobility; and 86 percent say the tools have improved innovation within the organization.

But even as companies are faced with the need to drive collaboration, they also are increasingly 
asked to support a growing number of remote and mobile workers. This so-called virtual 
workplace demands a new level of personalization—one that allows executives, managers and 
employees to work from anywhere, rather than requiring them to meet in person, or even 
in pre-configured conference rooms or other limited public spaces. They also want to extend 
their collaboration to partners and customers who reside outside the corporate firewall. Until 
now, many conferencing and collaboration solutions haven’t been able to satisfy their needs.

This is especially true for video conferencing. While many businesses have deployed video 
conferencing over the past several years, they have primarily done so in conference rooms, 
with expensive room-based and telepresence systems. Such systems can take the place of 
in-person meetings among large groups of participants, but they are expensive, complex and 
unavailable to most employees. They require advanced scheduling, robust management and 
training, and often a steep up-front cost.

Today’s managers and executives need something different: a multimedia collaboration solution 
that is delivered as an easy-to-use, all-in-one appliance that enables collaboration in personal 
meeting spaces, like side tables in an executive or manager’s office, and small satellite locations. 
Such a system should be priced to allow broad deployment and include high-definition audio, 
video and remote collaboration capabilities for up to four parties—the typical number of 
participants in the majority of productive collaboration sessions.

This paper will examine the changing nature of business and the modern workplace; highlight 
the need for communication and collaboration in small, private meeting spaces; identify the 
technologies and management best practices that can support the new environment; and 
suggest next steps for success.

http://www.frost.com


Frost & Sullivan

4 Frost.com

THE CHANGING NATURE OF BUSINESS

As the world becomes flatter, the business environment is changing. More organizations are 
operating on a global basis, with employees located across the country or around the world, 
and customers coming in from just about anywhere. These far-flung employees still need to 
communicate and collaborate with one another, their business partners, and their customers on 
a regular basis—and they need to do so without traveling, which is expensive, time-consuming, 
and a drain on productivity.

The Virtual Workplace

Research shows that more and more people are working at home or small remote offices 
on a regular basis. For instance, in a recent Frost & Sullivan survey of more than 200 C-level 
executives at a wide variety of companies, 84 percent report that some percentage of their 
employees regularly work outside the office; at 20 percent of organizations, more than 50 
percent of all employees do so.

Figure 1-1
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Percentage of Workforce Working Away from Their Office Desks:
North America, 2011 (N=205)

0% of workforce spends at least a quarter of their time working remotely

1-25% of workforce spends at least a quarter of their time working remotely

26-50% of workforce spends at least a quarter of their time working remotely

51-75% of workforce spends at least a quarter of their time working remotely

76-99% of workforce spends at least a quarter of their time working remotely

100% of workforce spends at least a quarter of their time working remotely

 Source: Frost & Sullivan

The virtual workplace offers real, measurable benefits to most organizations. It allows companies 
to save on facilities and related costs, since employees who work at home don’t require office 
space, and those who work in small, satellite offices may not need as much square footage as 
in the past. It enables flexibility so that employees can productively work outside of “normal” 
business hours, whether they need to collaborate with colleagues in different time zones or 
better balance their own work and family lives. And it ensures companies can hire and retain 
the best and brightest, regardless of where those employees are located in relation to the 
larger organization—or whether they want to move closer to a corporate office.

But the virtual workplace also requires an investment in technology, so that remote employees 
can always be productive. Advanced collaboration tools such as Web and video conferencing, 
for instance, can go a long way toward enabling better communications among far-flung workers 
and their constituents. 

http://www.frost.com
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Collaboration is Key to Success

Regardless of where they are located, today’s employees are not only ready and willing 
to collaborate with one another, they are eager to do so. This is good news for business 
leaders, since Frost & Sullivan research shows that collaboration has a measurable impact on 
the bottom line. In a study of more than 3,500 organizations, 72 percent of companies that 
deployed collaboration tools experienced better performance, compared to only 46 percent 
of companies that did not deploy them.

Furthermore, our research shows that positive network effects can underlie the business 
performance improvements that collaboration delivers: the greater the number of users 
involved in collaboration, the greater the return on investment. This is also why so many 
forward-thinking companies are reaching out beyond the firewall to partners and customers; 
the more they collaborate with their key constituents, the more likely they are to meet their 
needs and quickly resolve any problems early and satisfactorily.

If companies don’t give their employees access to advanced communications and collaboration 
tools, their employees will deploy and use them on their own. Indeed, in Frost & Sullivan’s 
survey of C-level executives, two-thirds of respondents acknowledged that personal and/or 
consumer tools are in use at their organizations, whether or not they are sanctioned or 
supported by IT; of the remaining 20 percent, almost half don’t know whether employees are 
using these devices and services (although experience suggests they are).

Figure 1-2
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Source: Frost & Sullivan
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This so-called “consumerization of IT” can have positive effects, in so far as it enables 
collaboration on employees’ terms, but it also opens the company up to serious security and 
compliance risks. Therefore, Frost & Sullivan recommends that companies assess what tools 
are being used within the organization and then deploy enterprise-grade alternatives to all 
users who need them, along with training and ongoing support (either directly or through a 
services provider).

SMALL SPACES, BIG RESULTS

There is a difference between communication and collaboration, and smart organizations 
will deploy technology accordingly. Large-scale audio, Web and video conferencing can work 
well for dispensing information to large groups of people, as is the case with annual benefits 
enrollment plans, training on new software or business processes, or certifications in certain 
applications or skill sets. But true collaboration—an iterative process in which a few people 
share and then improve upon ideas and work product—is best accomplished in small groups 
of no more than four or five people. 

Companies that want to encourage and enable the most productive teamwork among 
employees, as well as their business partners and customers, should give them the tools they 
need to effectively work in small groups—regardless of where the individual participants are 
physically located or what kind of network they are on. Large room-based video conferencing 
systems, including expensive telepresence solutions, can be valuable for conveying information 
to multiple users, but they are not so effective for brainstorming around ideas, and even less 
so for actually working on deliverables. Room-based systems are a limited resource that must 
be scheduled in advance and can be difficult to access—whereas collaboration needs to be 
spontaneous and ad hoc. For that, companies need smaller solutions that can be easily accessed 
and used by three or four participants at multiple locations.

Ideally, a multimedia collaboration solution will be easy to use—launching a session should 
be no harder than placing a phone call—and will integrate with any screen or other video 
collaboration device. A solution specifically designed for small meeting rooms or an executive’s 
or manager’s office side table will make it simple and cost-effective for small teams to 
communicate and collaborate visually, while also sharing documents and files as needed. If such 
a system is priced right, it can be deployed to as many offices and people who need it—making 
it a readily available resource for all employees.
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TECHNOLOGY FOR THE NEW WAY OF WORKING

To enable collaboration without the need for costly and time-consuming travel, many companies 
have deployed advanced communications technology like video conferencing. But traditional 
room-based systems are expensive and complex, and they require advanced scheduling and 
ongoing management. Perhaps more important, they are not available to every employee, but 
only to those who work out of the office in which the systems are located.

Desktop video addresses the issues of cost and complexity, but it is not suitable for use by 
multiple people at a given location, and its quality can still be a concern. And it’s difficult, and 
uncomfortable, for more than one person to be on camera or view a conference on a given PC.

Mitel UC360 Delivers 
Collaboration for All 
 
Mitel UC360 
Collaboration Point 
delivers multimedia 
collaboration 
capabilities right to 
a personal office or 
meeting space. 

A first-of-its-kind, 
all-in-one device, it 
combines in-room 
presentation display 
and multi-party 
audio and video 
collaboration for 
remote participants. 

Its open, SIP-
compatible, 
standards-based 
technology 
fits seamlessly 
into existing 
infrastructures, 
including Mitel 
and other PBX 
deployments, 
video solutions, 
and computing 
environments. 



Frost & Sullivan

8 Frost.com

To better enable visual collaboration among employees, inside and outside the organization, 
companies should consider deploying a high-quality solution that can be used by several people 
on each end and yet remains as easy to use and cost-effective as desktop and/or consumer 
video services.

WHAT TO LOOK FOR IN A MULTIMEDIA COLLABORATION SOLUTION

Companies that want to avoid the high cost and low usage associated with room-based video 
conferencing, as well as the poor quality of desktop services, should consider an all-in-one 
appliance that delivers multi-party audio and video conferencing, presentation display, and 
remote collaboration for personal offices and small public spaces. To get the most out of 
their investment, Frost & Sullivan recommends that IT managers focus on three key value 
propositions: low cost, ease of use and interoperability.

Low Cost, Big Payoff

Room-based video conferencing systems can cost tens of thousands of dollars, and immersive 
telepresence solutions can run 10 or 20 times as much. At those prices, the systems aren’t 
scalable to all users in an organization; most companies can only afford to deploy the technology 
in only one or two locations, limiting its value and negatively impacting its use.

An all-in-one appliance that supports high-definition (HD) audio and video, as well as 
presentation sharing and collaboration, can cost much less than a typical room-based system, 
allowing companies to deploy multiple units in multiple sites, be they executive/manager offices 
or small public spaces. That, in turn, ensures that many more employees will have access to the 
technology, regardless of where they are located. Usage will increase even as costs go down, 
maximizing the overall return on investment. 

Furthermore, by enabling visual collaboration across sites and among multiple employees, an 
all-in-one multimedia appliance can be used to replace travel, lowering expenses and boosting 
productivity, and to replace audio-only meetings, adding value and benefits to all virtual 
collaboration sessions.

Ease of Use

If there’s one rule of thumb that continues to hold true across all new technology, it’s that if it’s 
not easy to use, employees won’t use it. Traditional video conferencing can be cumbersome to 
schedule and make work, often requiring help from the IT or A/V staff just to get a connection 
to all participating parties. If users have one bad experience with a video conference, they often 
won’t try a second time.

To truly get the benefits of multimedia collaboration, companies should deploy an easy-to-use 
solution—one that makes placing a video call as easy as placing a phone call. There should 
be no need for training; the system should be intuitive even for one-time guests who may be 
entirely new to the video collaboration experience. And in the age of smartphones and tablets, 
it should be easy to upload any related content, such as PowerPoint files, without needing to 

At a fraction of  the 
cost of  traditional 

room-based systems, 
UC360 makes 

rich multimedia 
collaboration 
as simple and 

spontaneous as 
making a phone call.

 
With UC360, 

collaboration is no 
longer a special event, 
but a natural part of  a 

productive work day.
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connect to a PC. Appliances that allow users to plug in a USB drive or download files from the 
Internet make it easy for them to share files regardless of where they are located—making it 
simple to grab content on the fly from anywhere.

Interoperability

One of the biggest challenges posed by advanced collaboration tools like video and Web 
conferencing is interoperability. This is especially true of room-based systems, which are 
typically difficult, if not impossible, to connect up, especially across networks and different 
vendor solutions. But if participants can’t join a video call on whatever device—and across 
whatever network connection—they have, the technology will not serve their needs, and it 
will quickly go unused. Furthermore, as companies look to extend collaboration to business 
partners and key customers, they must have technology that works outside the firewall, easily 
and quickly.

Also, it’s critical to offer a consistent user experience, whether an employee is connecting in 
an office or a small meeting room—regardless of the disparate types of equipment being used 
in any of the locations (including the projector and screen, camera, connections, etc.). Every 
participant should have a high-quality experience and have access to the same set of tools and 
capabilities. 

CONCLUSION

In today’s increasingly virtual workplace, collaboration across geographic and cultural 
boundaries is a requirement for business success. Multimedia tools that support video and 
remote collaboration—without the need for costly travel—can enable teams to access 
information, share ideas, and deliver projects more effectively and efficiently. 

But while traditional room-based video conferencing systems offer the benefits of face-to-face 
communications, they do so at a very high cost and without the simplicity most end users 
require. Smart companies will look at multimedia appliances, like Mitel’s UC360 Collaboration 
Point, that can be installed in executive/manager offices, small meeting rooms and shared public 
spaces as a viable alternative. Such systems should be cost-effective, easy to set up and use, and 
integrate well with other video and Web collaboration systems—regardless of the network 
and without a lot of IT support.

Frost & Sullivan research shows that companies that deploy such a solution today will likely 
see a clear competitive advantage by boosting productivity, shrinking cycle and decision times, 
keeping costs in check and enabling small-group collaboration—the most effective of its kind.
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