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INTRODUCTION
Evolve IP’s 2015 survey examined current trends around business communications and collabora-
tion (BC & C) tools with the following areas of concentration: 

• Features & Adoption
• Cloud- vs. Premise-based solutions
• Video
• Mobility – Work from Home and Bring Your Own Device (BYOD) Enablement

The web-based survey was focused on executives and IT professionals with 1,024 companies in 
North America participating.

Evolve IP’s 2015 North American Business Communications Survey revealed that mobility enable-
ment, in conjunction with cloud-based solutions, is presently the strongest driver for the adoption of 
business communications and collaboration tools. 

When integrated business communications features (aka unified communications) first started push-
ing into the market, providers promised dramatic in-office productivity enhancements for end-users. 
While that is still a legitimate and compelling benefit, productivity enhancements can be implement-
ed via a multitude of strategies and services. Meanwhile, there is an immediate and growing need for 
organizations to enable their mobile workforce and remote employees, and technology is the only 
way to achieve mobility enablement.

The survey results clearly indicated that organizations are using business communications to enable 
their associates to work remotely, as well as ways for them to use their personal devices to access 
business applications. Additionally, the survey demonstrated that the users of cloud phone systems 
are more satisfied with their business communications and collaboration tools. Similarly, while the 
majority of those surveyed are undecided about whether to purchase a cloud or premise solution for 
their next phone system, those that have decided are more likely to want a cloud service.

The survey results also reveal that organizations with Work from Home programs have a higher 
adoption rate of advanced UC features, such as video communications – with 83.5 percent using 
some form of video communications, versus 68.5 percent of organizations that don’t have a Work 
from Home program.

Overall, One of the most prolific features being adopted today is video communications, with nearly 

seventy-six percent of those surveyed having some type of video communications solution at their 
fingertips.

As another recent Evolve IP survey focused specifically on mobility and BYOD denoted, Work from 
Home and BYOD trends are growing rapidly, and as organizations realize the mobility enablement 
offered by BC & C apps, adoption of UC will continue to rise in the coming years. 

So, what’s holding them back? Seventy-three percent of organizations surveyed consider selecting 
the right system as a slight or major obstacle to implementing a complete BC & C solution, with 71 
percent having the same concern about selecting the right provider. 

EXECUTIVE SUMMARY
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The most compelling story we unveiled through this survey is that the need for mobility and BYOD 
is now the strongest driver behind the adoption of advanced business communications and collab-
oration tools. 

Traditionally, the compelling value proposition for these features was ‘in-office’ productivity im-
provement and surely instant messaging, presence status, voicemail-in-email (unified messaging) 
and more have all contributed to providing incremental time-savers that enhance end-user produc-
tivity. 

However, the rapidly increasing need for IT to enable a truly mobile workforce - one that is often 
using their own devices - has changed the focus on how and why BC & C tools are implemented. 
Essentially, the focus on these features and benefits from a business perspective is now more out- 
of-the-office, than in-office.

The survey results clearly indicate that organizations that are using BC & C tools to enable their 
associates to work remotely, often with BYOD programs, are by and large satisfied with them. This 
is critical in that more than half of the organizations surveyed (51 percent) offer a Work from Home 
(WFH) program. Cloud-based services, which tend to be newer, and more feature rich, would be 
expected to enable WFH better than older, premise systems. The survey supports this showing that 
66% of organizations with cloud phone systems have WFH programs.

The survey also informs us that 13.5 percent of organizations don’t have mobility capabilities in their 
existing systems, and when ranking their organizations’ satisfaction with their phone system, mobility 
capabilities and Bring Your Own Device (BYOD) were lowest in satisfaction. Again, when comparing 
satisfaction of cloud versus premise organizations, users with cloud systems were markedly more 
satisfied. 61.5 percent of cloud users were ‘very satisfied’ or satisfied with their mobility capabilities 
compared to just 44 percent of premise users and nearly 5-in-10 cloud users were ‘very satisfied’ or 
satisfied with their BYOD enablement vs. 28.5 percent of premise.

We conclude that as organizations recognize how cloud-based BC & C tools better enable mo-
bility and BYOD, coupled with the innate ability to seamlessly add new features, organizations will 
continue to adopt cloud-based services at a faster rate while, moving away from premise-based 
telecommunications architecture.

KEY TAKEAWAY: MOBILITY IS IN THE DRIVER’S SEAT
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ESSENTIAL UC COMPONENTS
PHONE SYSTEM / VOICE OVER IP (VoIP)
The survey results show that when ranking all of the features and components of a business com-
munications system, the phone is still king. It was ranked as number one by 66.5 percent of those 
surveyed, followed closely by email and unified messaging. 

However, the phone ranks less important 
the larger the organization; only 48.5 per-
cent of organizations with more than 5,000 
employees ranked it number one, while 72 
percent of organizations with fewer than 
100 employees ranked it most important.
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Thirty-eight percent of those surveyed purchase a new phone system every seven to 10 years.
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As expected, cloud users have had their systems for less time than 
premise-based users with 30.5 percent using a service that is less 
than 1 year old vs. 8.5 percent of premise systems. Only 5 percent of 
cloud services are 7+ years old vs. premise-based at 29.5 percent. 
This is not surprising as business communications and integrated 
collaboration tools have just started to gain rapid adoption over the 
past several years, and some organizations are hesitant to move 
away from a premise-based system once it has reached end-of-life. 

Frost & Sullivan’s Analysis of the North American Hosted IP Tele-
phony and UCC Services Market (https://www.frost.com/nf14), 
found that the market reached 8 million installed users in 2014 and 
estimates this to reach 41.9 million installed users by 2021.

Premise Based

Cloud/Hosted

3.5%

11% 32% 35% 13% 8.5%

19.5% 39% 24.5% 13.5%

EVERY
1-3 YEARS

EVERY
4-6 YEARS

EVERY
7-10 YEARS

EVERY
11-13 YEARS NEVER

Those organizations with premise-based phone systems 
expect to wait longer to purchase a new phone system. 
This is due in part to the significant capital expenses of a 
premise-based system and in part to the flexibility of the 
cloud business model.

HOW OFTEN YOU 
REPLACE YOUR
PHONE SYSTEM

AGE OF YOUR PHONE SYSTEM

Premise Based

Cloud/Hosted

9%

30% 46% 19% 4% .5%

35.5% 26.5% 16% 13%

LESS THAN
1 YEAR

1-3 YEARS
OLD

4-6 YEARS
OLD

7-10 YEARS
OLD

11+ YEARS
OLD

Just over half of respondents 
(50.5 percent) have had their cur-
rent system less than three years 
and another 25 percent have 
phone systems 4-6 years old. 

1 - 3 YEARS 4-6 7-10 <1 11+

HOW OLD IS YOUR CURRENT PHONE SYSTEM?

37.5% 25% 14% 13% 11%

https://www.frost.com/nf14
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One-third (33.5 percent) of those surveyed plan to 
evaluate a new system in the next 4-6 years and an-
other third (33 percent) in 1-3 years.

More of those surveyed plan to go with a hosted 
system (27.5 percent) as their next phone system 
than those that plan to purchase a premise-based 
system (19.5 percent), though more than half (53 
percent) are presently undecided.

Of particular note: of those who are pres-
ently using premise-based systems, only 
24 percent plan to stay premise-based 
with their next phone system, while 72 
percent of those presently using a cloud 
system plan to stay in the cloud. This in-
dicates that cloud-based users are more 
satisfied with their systems than prem-
ise-based users and, as seen in the next 
section, this holds true down to the indi-
vidual features as well.

Less than
One Year

1-3
Years

4-6
Years

7-10
Years

7-10
Years

11%

33% 33.5%

14.5%

8.5%

50%

0%

TIMELINE FOR CHOOSING
A NEW PHONE SYSTEM

PREMISE
BASED

UNDECIDED

27.5% 19.5%

53%

MY NEXT PHONE SYSTEM WILL BE 

CLOUD/
HOSTED

MY NEXT
PHONE SYSTEM

WILL PRIMARILY BE:
CLOUD VS. PREMISE

PREMISE-BASED CLOUD/HOSTED UNDECIDED

24%

16.5%

59.5%

26%

2%

72%

PRESENTLY PREMISE PRESENTLY CLOUD
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On average, about three in 10 users either couldn’t use their system to enable mobility or, they 
were dissatisfied with its capabilities. Similarly, nearly four in 10 noted the same for their level 
of satisfaction / ability to enable BYOD. Noting the growing importance of these two benefits, 
IT professionals should take extra measures to test and validate the enabling features on any 
new system.

Mobility
Enablement

BYOD
(Bring your 
own device)

Disatisified Do Not Have

18%

20%

13.5%

17.5%

There was a notable difference in satisfaction lev-
els between those using a cloud phone system vs. 
a premise-based system. These statistics further 
confirm that mobility and BYOD are driving cloud-
based UC adoption.

Mobility
Enablement

BYOD
(Bring your 
own device)

Productivity
enhancement

Scalability/
Flexibility

Control/Ease
of Configuration

Very
Satisified:

PREMISE

Very
Satisified:

CLOUD

24%41%

29% 14.5%

40% 23.5%

48% 38.5%

37% 28%

MOBILITY CAN’T GET NO....
SATISFACTION

CLOUD USERS ARE MORE SATISIFIED

SATISFACTION WITH PHONE SYSTEM BENEFITS

CAN’T GET NO SATISFACTION



9

Of those surveyed, 80.5 percent are currently 
using premise-based systems, while 19.5 per-
cent are on cloud hosted systems.

When comparing industries, we noted two 
significant statistics:

     • Nearly twice as many EDUCATIONAL 
        INSTITUTIONS are on premise-based 
       systems than cloud. 

     • Nearly three times as many TECHNOLOGY
        companies are on cloud systems than     
        premise-based. 19.5%
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ADVANCED FEATURES & ADOPTION
Today’s new phone systems are rich with 
productivity enhancing features – leav-
ing those with older systems seeming-
ly light-years behind. When we asked 
participants to rank which features they 
wanted, but didn’t have today, the most 
common request was for desktop or 
desk phone video calling, followed by 
mobility applications on cell phones / 
tablets.

Across the board, a notably higher per-
centage of premise-users desired addi-
tional features when compared to users 
of cloud systems. The one exception was 
CRM integration. Two factors contribute 
to this disparity. First, as noted earlier, 
premise users are on older systems – often predating new capabilities. Second, the ability for cloud 
service providers to deliver new features as they are developed keeps systems and capabilities on 
the cutting edge of business communications. 

More than half of those surveyed (55 percent) have a call center within their organization. 

FEATURES PERCENTAGE 
THAT WANT

Desktop or Desk Phone Video Calling

Mobility Applications on Cell Phones/Tablets

Unified Messaging

Instant Messaging & Presence (IM&P)

SMS Messaging

CRM Integration

Web Collaboration

Audio Conferencing

Phone/VoiP

Email

%
34%

29%

26%

26%

22%

22%

20%

14%

13%

10.5%

GIVE ‘EM WHAT THEY WANT

PREMISE 
BASED

CLOUD/
HOSTED

27.5% 28.5% 21.5% 35.5% 32.5% 21.5% 15.5% 23.5%

19% 15% 15.5% 26% 13.5% 24.5% 7% 17.5%

FEATURES DESIRED BY USERS

Unified
Messaging

IM&P Web
Collaboration

Video
Calling

Mobility
Applications

CRM AUDIO
CONFERENCING

SMS

DOES NOT have a Call Center HAS with less
than 10 Agents

HAS with 
10-50 Agents

Over 50
Agents

45% 27% 17% 11%

CALL CENTERS WITHIN CURRENT ORGANIZATION
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FAMILIARITY WITH THE TERM “UNIFIED COMMUNICATIONS” (UC)
The survey showed that the majority of respondents are not very familiar with the term “unified 
communications”, with only 26 percent claiming to be “very familiar”. In fact, a higher percentage 
stated they are “not at all familiar” with UC (36 percent) than in a similar Evolve IP survey conducted 
in 2013 (28 percent). 

Companies with Bring Your Own 
Device (BYOD) programs are 
significantly more familiar with 
UC than those without BYOD 
programs.

Larger organizations are much more 
familiar with the term UC than smaller 
organizations, with 38.5 percent of 
companies with more than 2,000 
employees noting they are “very familiar’. 
Conversely, nearly half (46 percent) 
of organizations with fewer than 100 
employees are “not at all familiar” with UC. 
One possible cause of this disparity is that 
enterprise organizations are more likely 
to be leveraging analysts in their buying 
cycles and the term UC is prevalent in the 
research and analysis of those providers.

GOOGLE SEARCHES SHOW
Google searches indicate a similar lack of awareness of UC 
with 22,200 estimated average monthly searches for the UC 
feature “video conferencing” and 14,800 searches for “instant 
messaging” versus just 9,900 monthly searches for the term 
“unified communications” itself. 

Additionally, each of the terms “BYOD” and “mobility” have 
110,000 average monthly searches, further validating our theory that mobility is now the leading driver 
of UC adoption.

HAVE
BYOD

NO
BYOD

VERY FAMILIAR SOMEWHAT FAMILIAR NOT FAMILIAR

36% 41% 23%

17.5% 35.5% 47%

FAMILIARITY WITH UC:
COMPANIES WITH BYOD POLICY

FAMILIARITY WITH UC:
ORGANIZATION SIZE

Fewer than
100

100-1,999

2,000 - 4,999

5,000+

Very
Familiar

Somewhat
Familiar

Not at All
Familiar

18.5% 35.5%

39.5%

27.5%

43.5%

46.5%

34.5%

34%

18.5%

26%

38.5%

38.5%
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Cloud users are even more set when it comes to determining which features to use, with 42 per-
cent stating that it is not an obstacle, vs. 26.5 percent of premise-based users.

BARRIERS TO ENTRY
Overall, about five in 10 of those surveyed noted slight obstacles in implementing business com-
munications and collaboration tools. Selecting the right system was noted by 22 percent of those 
surveyed as a “major obstacle”, while determining feature priorities was noted by three in 10 as 
“not an obstacle”. 

Employee adoption

Major Obstacle Slight Obstacle Not an Obstacle

Selecting the right
Provider

Selecting the right
System

Determining feature
priorities

16.5%

17.5%

22%

13.5%

52%

53.5%

50.5%

57%

32%

29%

27%

29.5%

OBSTACLES TO IMPLEMENTATION

Not an
Obstacle

Slight
Obstacle

Major
Obstacle

FEATURE PRIORITY - OBSTACLE BREAKOUT

CLOUD/HOSTEDPREMISE-BASED

26.5% 42%

44%

14%

60%

13.5%
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Nearly half (46 percent) of those surveyed 
think that video communication will become 
ubiquitous in business within the next three 
years.

More than three-quarters (76 percent) of organizations 
are using some type of video communications solution, 
and, as mentioned in a previous section, desktop 
or desk phone video calling is the most in-demand 
feature that users don’t already have.

FOCUS ON VIDEO

76%
USE VIDEO

Less than
One Year

1-3
Years

4-6
Years

7-10
Years

7-10
Years

7%

39%

27%

14% 13%

50%

0%

HOW SOON VIDEO
WILL BECOME UBIQUITOUS

The leading reason that organizations that 
are not using a video solution is that they 
don’t offer video desk phones or video ca-
pable desktop applications.

REASONS FOR NOT HAVING VIDEO SOLUTION

48% 22.5% 16% 9.5%

DON’T OFFER
VIDEO DESK 
PHONE OR 

APPLICATION

PREFER
FACE-TO-FACE OTHER

NOT 
NEEDED

ORGANIZATIONS USING SOME 
TYPE OF VIDEO COMMUNICATION
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When asked how comfortable the employees of the organizations polled are with video solutions, 
the majority are somewhat or very comfortable. In fact, only 11 percent are not comfortable with 
one-to-one video such as Skype, Lync or UC-One; just 15 percent are not comfortable with large 
conference room video and only 9 percent are uncomfortable with small web conferences with 
video.

It is notable that many more of those using cloud solutions are very comfortable with one-to-one 
desktop video solutions (45.5 percent) versus premise-based users (27 percent).

One-to-one desktop video
 (Lync, Skype, UC-One)

N/A - Don’t Use Not at all
Comfortable

Somewhat
Comfortable

Very
Comfortable

Large conferencing
video solution

Small web conference
 with video

7%

17.5%

6.5%

11%

15.5%

9%

51.5%

44.5%

54%

31%

22.5%

30%

METHOD OF VIDEO
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MOBILITY

WORK FROM HOME
More than half of those organizations surveyed (51 percent) offer a Work from Home program. 

It’s clear that cloud-based solutions 
better enable working remotely, as 
the percentage is significantly high-
er with cloud-users (66 percent) 
versus premise-based users (48 
percent).
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The survey results reveal that larger com-
panies are offering Work from Home pro-
grams more than smaller organizations. 
Fifty-five and a half percent of those with 
fewer than 100 employees offer a Work 
from Home program versus 77 percent of 
organizations with more than 5,000 em-
ployees.

In comparison to the earlier ranking on the importance of communication features, those with Work 
from Home policies offer a drastically different look. For these organizations, the leading method of 
communication for remote workers was email, noted by 64 percent, versus just 21 percent  select-
ing phone.

WHO IS OFFERING WFH?

55.5%

45.5%

58%

77%
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100-1,999

2,000 - 4,999

5,000+

IM&P

YOUR COMPANY

64%

5.5%

2.5%

21%

6.5%C
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PHONE

            E-MAIL 

            OTHER 

?
You You

YouYou

MAIN METHOD REMOTE EMPLOYEES USE TO COMMUNICATE

However, that number is down slightly from our 2013 UC Survey, where it was 68 percent. Phone 
actually went up from 12.5 percent in 2013 to 21 percent.

Cloud users are using more UC features for remote communications than premise-based users: 
IP&P – 12 percent vs. 4 percent; Conferencing – 11.5 percent vs. 5 percent.



17

Companies with a Work from Home program have a higher adoption rate of video communications, 
by 15 percentage points. 

BYOD
Nearly half of those organizations polled (48.5 percent) offer a BYOD program. 

NEARLY
1/2 OF 

ORGANIZATIONS
POLLED

OFFER

BYOD

HAVE WFH PROGRAM NO WFH PROGRAM

83.50

83.5% 
USE VIDEO

68.50

68.5% 
USE VIDEO

VIDEO COMMUNICATION USAGE BASED ON WORK FROM HOME POLICY
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When comparing hosted to on-premise users, more cloud-based users offer BYOD (58 percent) 
than premise-based (46.5 percent). 

Companies that have a Work from Home program are decidedly more likely to offer BYOD. Fif-
ty-nine and a half percent of those surveyed who have a Work from Home program offer BYOD, 
while just 37 percent of those who don’t offer Work from Home have BYOD.

As mentioned prior, when ranking their organizations’ satisfaction with their phone system 
features, BYOD enablement ranked lowest, with 20 percent stating that their system doesn’t offer 
BYOD capability.

PREMISE-BASED CLOUD/HOSTED

46.5%

58%

50%

0%

ORGANIZATIONS 
OFFERING BYOD

HAVE WFH PROGRAM NO WFH PROGRAM

 59.5% 
OFFER BYOD

  37% 
OFFER BYOD

BYOD USAGE BASED ON WORK FROM HOME PROGRAM

BYOD USAGE BASED ON WORK FROM HOME PROGRAM
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CONCLUSION
The American workforce has truly transformed in recent years as a result of technology advance-
ment. Information workers are always on, always connected, regardless of location. For organiza-
tions to be competitive, their associates need to be accessible outside of the traditional 9am-5pm 
/ Monday-Friday work hours.

As the survey results denote, cloud communications services better enable mobility, and result in 
more productive, successful, happy employees. Whether they are travelling or there’s an emergen-
cy at work after hours, associates with mobile access don’t have to return to the office. Instead, they 
can access everything they need remotely via business communications and collaboration tools 
and function exactly as they would in the building.

Because cloud-based unified communications are enabling this type of mobility, businesses can 
enhance their productivity and customer service levels without downgrading their associates’ work-
life balance.  

As the survey results demonstrate, there is a continued lack of familiarity about unified communi-
cations, though organizations are evidently taking advantage of many of the individual features, and 
there is notable interest in adding additional features as they come to market.

Those using premise-based systems want to implement more features than the cloud-based users, 
which we can assume is because those features are typically included in cloud-based solutions. 
This is further enforced by the fact that the survey results indicate that of those who are presently 
using premise-based systems, only 24 percent plan to stay premise-based again with their next 
phone system.

ABOUT 
THE CLOUD SERVICES COMPANY TM

IPIP

Evolve IP is The Cloud Services Company™. Designed from the beginning to provide organizations 
with a unified option for cloud services, Evolve IP enables decision-makers to migrate all or select  
IT technologies to its award-winning cloud platform. Evolve IP’s combination of security, stability, 
scalability and lower total cost of ownership is fundamentally superior to outdated legacy systems 
and other cloud offerings. Today, over 80,000 users across the globe depend daily on Evolve IP 
for cloud services like virtual servers, desktop services, disaster recovery, unified communications, 
contact centers and more.

Visit www.EvolveIP.net

http://www.evolveip.net/virtual-servers
http://www.evolveip.net/virtual-desktop
http://www.evolveip.net/draas-suite
http://www.evolveip.net/solutions/unified-communications
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