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The State of Unified Communications, 2007

Federal agencies are in various stages of adopting Unified Communications, in which voice and
video travel securely over the same network used for data. In April 2007, Cisco commissioned
Market Connections, a Virginia-based market research firm, to interview federal managers about
their current Unified Communication status and action plans. The 201 respondents were evenly
divided between civilian and defense agencies, and represented business as well as technical
managers.

For civilian and defense agencies combined, almost four of ten agencies have fully implemented
Unified Communications or are currently rolling it out. Of the remainder, most are in the early
planning stages. “New communications technologies are being widely adopted across the federal
government as agency executives strive to improve business processes and enhance
collaboration,” says Brent Byrnes, regional manager for Unified Communications, Cisco.

Impact on Mission

What benefits are agencies expecting from Unified Communications? Nearly nine of ten expect it to
improve their disaster planning and continuity of operations (COOP) planning. Among the ways that
Cisco Unified Communications supports COOP are enabling personnel to securely access the
voice system and voicemail from locations other than their office, and giving priority to voice calls
from particular individuals when call volumes are heavy. In addition, the Cisco MeetingPlace Crisis
Management application immediately connects response teams to a voice and data collaboration
conference where they can plan and implement recovery actions.

Other areas that respondents identified as improving through Unified Communications were
network security and reliability, both mentioned by 93 percent of respondents, and productivity and
collaboration, both mentioned by 91 percent. Collaboration technologies in use in federal
government include one-click scheduling of voice, video, and Web conferences; video telephony
systems that are as easy to use as ordinary phones; and Cisco TelePresence, which creates an in-
person experience by displaying life-size, ultra-high-definition images of conference participants,
with the appearance of direct eye contact.

Mobility: Becoming a Staple

Nearly all respondents said that mobility solutions enhanced communications in federal
government. (Mobility refers to giving employees access to the agency’s voice and data services
anytime, from anywhere, including home, another government office, or the road, often using a
combination of Unified Communications and wireless access.) More than 80 percent said their
agencies used Unified Communications technologies to support a mobile workforce using wireless
personal digital assistants, cell phones, and videoconferencing. More than three-quarters of the
survey respondents believe that Unified Communications will make it easier to coordinate a mobile
or remote workforce. Approximately half of all respondents are using instant messaging, and
another 26 percent plan to.
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Barriers to Goals

And yet, mobility solutions are not viewed as a panacea. More than one-third of respondents said
that difficulty in reaching a coworker or decision-maker had delayed projects or resulted in missed
deadlines in their agencies. “The profusion of mobile communications devices is good in one way,
but it can also make it more difficult to reach someone on the first try,” says Byrnes. “You might try
office phone, cell phone, home phone, and instant message before getting a response.” The
answer is presence technology, which shows whether an employee is available, and on what
device.

Defense and Civilian Agencies: Distinct Differences

Interestingly, the survey by Market Connections revealed clear differences between civilian and
defense agencies’ use of Unified Communications:

! Forty-eight percent of civilian respondents said their agency was in the implementation
phase, compared to 29 percent of defense respondents.

! “In general, civilian respondents placed more importance on one-to-one communication
capabilities, such as mobile devices and instant messaging than their defense
counterparts,” says Aaron Heffron, vice president, Market Connections. “Defense
respondents focused on more one-to-many communication methods, such as video and
audio conferencing.”

I Significantly more defense respondents (82 percent) than civilian respondents (74 percent)
considered perceptions and concerns over security to be challenging in Unified
Communications deployments. Cisco Unified Communications solutions, because they run
over the IP network, address this concern because they are secured by the same
technologies that the agency has already invested in to secure its data applications.

To read the survey results, visit www.cisco.com/web/strategy/docs/gov/UC Survey Report.ppt. For

more information on Cisco Unified Communications for federal government, visit
www.cisco.com/go/fedunified.
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