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Background

In April 2007, 201 federal telecommunication decision-makers
were interviewed about their communication systems, general
business issues, current unified communication status and
action plans, and vendor/partner perceptions.

e Respondents were all employed by defense or civilian agencies
and had some involvement in the implementation of IT and
telecommunications solutions.

MARKET CONNECTIONS, INC.



Overall Sample Population:
Agency and Involvement

Type of Federal Agency

Civilian or
Independent
50%

Defense, Military,
or Intelligence
50%
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You are an employee of which of the fD"C‘l\‘N"ihg‘?‘ ... ...
e indicate the scope of your involvement of IT and telecommunications solutions for your agency or organization.

Involvement in IT/Telecommunications Solutions

Recommend
solutions

Direct involvement

Evaluate alternative
solutions

Final decision or
approve

T T T T 1
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Overall Sample Population:

Job Function and Job Role

Primary Job Focus

Job Role

Business
operations
41% 9
Program/project 25%
management
25%
Telecommunications
24%
IT/MIS/IRM
Technical
59%
Admin/purchasing
Executive
management
0% 10% 20% 30%
I aspects of IT and telecommunication systems within your agen
e following best describes your role in your organization -
4
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Communication Systems
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Communication Devices or
Applications Used

e Virtually all respondents used Communication Devices or Applications Used
traditional “wired” technologies
within their agencies, such as
email, desktop computers, fax
machines, and desk phones. Deskiop compuers

Fax machines

Email

e More than 80% of respondents’ Desk phones
agencies also use more mobile-
oriented virtual technologies,

Cell phones

SUCh as Ce” phones’ V|de0 Video conferencing
conferencing, and mobile Blackberes, PDAS
devices, such as Blackberries

Wireless laptops
and PDAs.

Instant messaging

Soft phones

e Civilian agencies (53%) were
significantly more likely to use otrer |8
instant messaging than their o otn atm ove  stn 100
defense counterparts (40%).

h of the following communication devices or applications does your agency currently use?
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Effects of Communication
Devices and Applications

e The proliferation of communication devices, including mobile phones and
Blackberries, and technologies like instant messaging has generally been a blessing

in respondents’ daily lives. Nearly all of respondents said these devices helped
communication in their organizations.

Communication Devices:
Blessing or Curse in Daily Life?

Communication Devices:
Helped or Hindered at Work?

Neither, 2%

Blessing, 84%

Hindered, 3%

Neither, 5%
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Frequency of Delays or Y
Missed Deadlines

e Despite the proliferation of
communication devices, more than
one-third of respondents said that
projects have still been delayed or Never
deadlines have been missed in their
agencies due to communication
difficulties. Rarely

54%

Sometimes

Often

Always

T T T T T T 1
0% 10% 20% 30% 40% 50% 60%
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Business Issues and Challenges
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Greatest Challenge to Achie\P A |
Communication Goals

e Funding was the most commonly
cited challenge for respondents in Funding/oudget
achieving their agencies’

communication goals.
Security

e Security was listed by one-fifth of .
. o Educating personnel
respondents as the most significant and addressing
Challenge resistance

Updating current
systems/keeping up
with technology

Communicating/
collaborating with
agency personnel

Adhering to timelines

T | | | | | | |
0% 5% 10% 15% 20% 25% 30% 35%
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Priority of Business Issues

e Those business issues with

immediate impaCt on the Priority of Business Issues
agenc_:ies’ miss_i(_)ns, including Business lssues protat || Sxremely vighy
security, reliability, and
pI’OdUCtIVI'[y, were Of gl’ea'[eSt Data and communication security 88% 61%/27%
priority to respondents. System reliability 87% 54%/33%
Increased productivity 78% 45%/33%
e [actors with less immediate, but
. - Disaster planning and COOP 7% 39%/38%
potentially long-term impact,
including collaboration and Cost savings 72% 46%/26%
coordinating a mobile or remote Reduction in deays and missed . o
workforce were lower priorities deadines
overall. Increased collaboration 70% 38%/32%
Interfacing with other agencies 60% 30%/30%
e Defense respondents considered —
- . . Increased accessibility to employees 59% 29%/30%
data and communication security .
and disaster planning to be more R 21%/28%
of a priority than civilian
respondents ‘ Key: Total Priority = Extremely high (5) + Somewhat high (4)

On a scale of one to five where one is an "extremely low priority” and five is an ‘extremely high priority’, how much of a priority are the following business issues for your
agency over the next 24 months?
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Importance of Capabilities to
Agency Mission

e Real time notification and

identification of employees was Importance of Capabilities to Agency Mission
considered the most important
- ‘ i - Capabilities Total Very/

capability in assisting respondents importance | | Somewhat
agenCieS to deliver on their Real time notification and

;. e M 62% 36%/26%
missions. identification of employees

Remote/mobile access to agency files 58% 21%/37%

e In general, civilian respondents

Wireless access and networking 54% 26%/28%

placed more importance on one-to-
one communication capabilities, Mobile devices 53% 25%/28%

such as mobile devices and instant

. . Video conferencing 51% 18%/33%
messaging than their defense
Countel’pal’ts. Audio conferencing 47% 15%/32%
Instant messaging/live chats 14% 7%I7%
e Defense respondents focused on
more one-to-many communication
methOdS SUCh as Video and aUdiO Key: Total Importance = Very important (5) + Somewhat important (4)

conferencing.
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Unified Communications E 01
Implementation Challenges

e More than three-quarters of Challenge Level of Factors to Unified
respondents considered perceptions Communications Implementation
. Total
and concerns over security to t_)e _ Factors Challenge o
challenging to unified communications Level
Implementatlon : Perceptionssaer:lijrti;tc;ncerns over 78% 529%/26%
Compatibility with legacy systems 68% 31%/37%
e Significantly more defense
. Complexity of product integration 62% 24%1/38%
respondents (82%) than civilian (74%)
considered perceptions and concerns Reliability and trust in VolP 57% 27%/30%
over security to be challenging. Lok ofbst ractioes an clar sk | | g1 -
Untested technologies 44% 21%/23%
No sound business case 41% 12%/29%
\i No com;f)SrI:‘i:r:% ::"e;(; for new 38% 11%/27%

‘ Key: Total Challenge Level = Very challenging (5) + Somewhat challenging (4)
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Benefits of Unified R ‘
Communications

e More than 90% of respondents said Improvement of Factors from IT and
: . Telecommunications Systems Integrations
that integrating IT and
telecommunications systems would Factors improvement | | /Somewhat
improve data and communication

. . h Data and communication security 93% 69%/24%
security, system reliability,
productivity, and collaboration. System reliabilty 93% 65%/28%
Productivity 91% 63%/28%
Collaboration 91% 52%/39%
Disaster planning and COOP 88% 56%/32%
Accessibility to employees 86% 40%/46%
Cost savings 85% 55%/30%
Reduction |(r;e<l<-:(;lﬁr¥:sand missed 85% 38%/47%
g
Interfacing with other agencies 79% 48%/31%
Coordination of a mobile or remote 76% 30%/37%

workforce

Key: Total Improvement = Significantly (4) + Somewhat (3)

t you believe the following

14
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Current Status of Unified Communications

15
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Communication Capabilities Status

e While low in terms of current use,
more than one-quarter of respondents
plan to use real time notification and Audio conferencing
identification of employees and
instant messaging/live chats.

81%

80%

Mobile devices

e Significantly more civilian

Remote/mobile

respondents (82%) than defense access to agency files
(67%) currently use or plan to use
instant messaging/live chats. Wireless networking

access

Instant messaging/live
chats

Real time notification
and identification of
employees

I 1 1
0% 20% 40% 60% 80%

B Do not currently use or planto use B Planto use B Currently use
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Development and Roll-Out o’ ‘

New Communication Systems

e [T personnel were most likely to
be the primary department
involved in the development of m
new communication methods in
their agency.

42%

Telecommunications

e Telecommunications personnel
had a higher level of involvement
in civilian agencies (35%) than
C-levellexecutive
defense (22%) management

Program/project
management

T T T T I
0% 10% 20% 30% 40% 50%
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Roll-Out of a Unified A\
Communications System

e More than 40% of respondents said
they were in the early planning We have not even
stages of unified communications
system roll-out. Weve talked aboutit

but haven't started

Planning:
44%

e Nearly one-quarter of respondents  we are investigating 23%

said they had a fully implemented =~ ™ ®®erngoptons
unified communications system.

4%
Research:

13%

We have identified a
solution and a vendor

e More civilian respondents reported We are conducting

pilot tests with limited

to be in the implementation phase groups

(48%) than defense respondents W . —
e are rolling out the Implementation:

(29%) . system broadly 38%

across the agency

We have a fully 24%

implemented system

0% 10% 20% 30%
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Unified Communications
Planning and Implementation

e Over 40% of respondents plan to
collaborate with a vendor or
contractor when addressing their Collaborate with a 49%
I | : vendor or contractor
communications planning and
implementation.
Use off-the-shelf
. _ . solutions
e Civilian respondents were significantly
more likely to plan on collaborating
with a vendor or use off-the-shelf Primarily develop
solutions than defense respondents. solution in-house
e There was less of a consensus from  Generaly outsource
th ti luti
defense respondents on how to © e SoTons
address future communications | | | .
. . . 0% 10% 20% 30% 40% 50% 60%
planning and implementation.
B Defense M Civilian B Overall
~ Which of the following statements best describes how your agency plans to address future communications planning and implementation? 19
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Future Investments Needed

e Nearly one-third of respondents said
that wireless networking access
would require the greatest amount of

. i 32%
their organization’s resources.

Wireless networking
access

Real time notification

e More than 20% said real time and identification of
notification and identification of employees
employees and mobile devices would
require the most from their
organizations.

Mobile devices

Remote/ mobile
access to agency files

Audio conferencing

Instant messaging/
live chats

0% 10% 20% 30% 40%
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Vendor Perceptions and Challenges
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Ways Vendors Can Help Witl_ |

Unified Communications

e More than 20% of respondents said
that vendors could be most helpful in
implementation by sharing their
knowledge of products and solutions.

e Technical personnel and civilian
respondents were significantly more
likely to request greater information
dissemination and training about
products and solutions than business
operations personnel and defense
respondents.

Spreading knowledge
of products/solutions

Being more
responsive

Having better
knowledge and

understanding of client

needs

Providing quality
customer and technical
support

Providing variety of

products/ solutions

Assisting with product
integration

Avoiding over-selling

T
5%

1
10%

1
15%

1
20%

25%
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30%
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B N

Greatest Challenge in Working

with Vendors

e |ack of knowledge and understanding
of client needs was the most
commonly cited challenge in working
with communications solutions
vendors.

MARKET CONNECTIONS, INC.

Lack of knowledge and
understanding of client
needs/procedures

Lack of
responsiveness/communication
issues

Systems issues: updating/

integrating/ compatibility

Aggressive sales staff

Cost

Adhering to timelines

A

26%

1 1 1 1 1 1
5% 10% 15% 20% 25% 30%
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Sources to Help Address E 9 Y

Communications Needs

e Other than internal resources,
software vendors were the most
commonly cited source for Internal resources
respondents’ communications needs.

93%

Software vendors
e Significantly more civilian
respondents reported relying on
software vendors and manufacturers
than defense respondents.

Integrators

Other outside
consultants

Other agencies

Manufacturers

0% 20% 40% 60% 80% 100%
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Partner With Cutting Edge . N

Solutions

e Respondents most often considered
other agencies as offering the most
cutting edge communications Other agencies
solutions.

Manufacturers

e Approximately one-fifth of
respondents said manufacturers had
the most cutting edge Integrators
communications solutions.

Other outside
consultants

Software vendors

0% 10% 20% 30% 40%

.................. R : 25
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L eader in Unified
Communications

e The majority of respondents
considered Cisco to be the primary
leader in unified communications.

e Significantly more IT personnel and
civilian respondents cited Cisco as
the leader in unified communications
than business and defense
respondents.

e Business and defense respondents
were more likely to name Microsoft
than IT and civilian respondents.

T~
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. 63%
Cisco

Microsoft

Nortel

Siemens

Oracle

BM

Avaya

T | | | 1 | | |
0% 10% 20% 30% 40% 50% 60% 70%

T —
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Contact Information

Market Connections, Inc

13135 Lee Jackson Memoirial
Hwy, Suite 380

Fairfax, VA 22033
703.378.2025

www.marketconnectionsinc.com
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