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Introduction: What are Unified 
Communications?

Unified	Communications	(UC)	is	a	concept	that	brings	together	all	communication	channels	with	a	view	to	improving	
business communication, collaboration, and productivity.

UC	is	a	crucial	aspect	of	digital	transformation	—	something	that	businesses	around	the	world	must	undertake	if	they	
want	to	remain	relevant	and	keep	their	customers	engaged.

To deliver a service effectively, your people, processes, and technology must all be sound. Of these three aspects, your 
people	are	the	best	place	to	star t	in	regards	to	UC;	after	all,	if	your	people	don’t	understand	digital,	how	are	they	
going to help customers in a digital world?

 Your foundation has to be the people that work in the company. 
Martin Cross, CTO, Connect Managed Services

Fundamentally,	UC	is	a	toolset	that	enables	your	employees	to	collaborate	and	work	better	together.

Key reasons to invest in UC:
• Facilitate a better employee experience
• Improve staff productivity
• Reduce business costs
• Improve	Contact	Centre	efficiency
• Enhance human resources

https://www.connectmanaged.com/unified-communications
https://www.connectmanaged.com/blog/implement-digital-transformation
https://www.connectmanaged.com/blog/contact-centre-performance-0
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1. How UC enhances corporate agility

When	your	business	has	a	full	set	of	communication	tools	that	work	together	seamlessly,	you	can	choose	the	right	tool	
at	the	right	time	to	help	facilitate	the	right	type	of	collaboration.	This	represents	a	key	competitive	advantage.

While	email	and	phone	are	the	main	two	traditional	communication	channels,	Instant	Messaging	and	Presence	(IM&P)	
are	the	fundamental	building	blocks	of	UC	that	can	enhance	corporate	agility.

Discover	why	your	business	needs	Unified	Communications.

IM&P capabilities
While IM allows you to send a message to somebody instantaneously and have them respond, Presence highlights that 
person’s	availability.

Example: Instant messaging and presence (IM&P)

Green icon = online. This person is available to chat.

Orange icon = online, but preoccupied with something else. This person could be on the phone, in a 
conference	call,	or	away	from	their	desk.	

Red	icon	=	unavailable.	This	person	is	either	busy	or	out	of	the	office.

Presence	allows	you	to	review	a	list	of	individuals	who	might	have	the	information	you	need,	quickly	identify	
who	is	available,	and	ask	them	a	question.	

From here, you can bring in other forms of communication to complete the interaction.

If	you	need	to	collaborate	with	someone	on	a	document,	you	can	share	it	with	them	and	begin	working	on	it.	Perhaps	
you’ll	star t	by	communicating	through	IM,	before	bringing	in	the	telephony	element	to	speak	about	the	document	in	
more detail. From here, you may bring in others to share their opinion in a video conferencing capacity.

https://www.connectmanaged.com/blog/unified-communications
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Introducing teams functionality
One	of	the	most	recent	developments	in	the	marketplace	is	teams	functionality,	which	has	been	largely	driven	by	Slack,	
a	cloud-based	team	messaging	and	project	collaboration	workspace.

Within	Slack,	it’s	easy	to	share	documents,	collaborate	with	others	on	projects,	and	discuss	changes	—	all	within	the	
same channel. 

  The big players in UC are Microsoft and Cisco, and they’re betting the 
house on teams functionality. 
Martin Cross

Thanks	to	the	platform’s	ease	of	use,	other	UC	technologies	are	beginning	to	adopt	this	collaborative	element	and	add	it	
to	their	feature	sets.	Key	examples	of	this	include	Microsoft	Teams	and	Cisco	Webex	Teams,	which	combine	UC,	
conferencing capability, and team functionality. 

Above	all	else,	the	most	disruptive	concept	and	direction	in	the	marketplace	at	present	is	to	combine	teams	
functionality	with	UC.	As	such,	businesses	must	seriously	consider	what	they’re	investing	in	—	is	it	a	UC	product	that	
doesn’t	incorporate	team	capability,	or	is	it	a	UC	product	that’s	moving	in	that	direction?	The	answer	will	depend	on	
what the business ultimately believes is right for them.

A Forrester study featured in a UC Today article surveyed 260 consumers currently using Microsoft Teams and found 
that employees can save 45 minutes per week collaborating with first-line workers, and four hours per week through 
improved information sharing. 

Additional benefits included an 18.9% reduction in weekly meetings and a 17.7% improvement in time-to-decision.

Case study: Beauty parent company 
When	a	multinational	beauty	parent	company’s	multi-vendor	environment	doubled	in	size,	it	had	to	stabilise	and	
transform its telephony while meeting strict global deadlines.

With 8,000 users across 40 sites globally, its telephony locations all acted independently, featuring separate voice 
technologies, licenses, and contracts.

The	beauty	parent	company’s	aim	was	a	single	platform	that	could	facilitate	a	consistent	user	experience	across	every	
location worldwide.

The solution:

• A	global	audit	(revealing	that	40%	of	legacy
infrastructure was Avaya), centralisation
initiative and consolidation into two
intelligence centres

• Core	sites	created	in	the	US	and	Europe,	and
satellite sites into those cores

• Vir tualisation and migration of voice to the
core	network

• Linking	remote	sites	already	using	Avaya,
and	transforming	non-Avaya	sites	as	budgets
became available

• Directing	all	calls	to	Connect’s	NOC	to
stabilise the environment

• Migrating all licensing to the two cores and
upgrading 4,500 licenses

Business outcome:

• Successfully migrated 20,000 users across
110 locations globally

• Underutilised	licenses	identified	and
functionality increased

• 4,500 old release licenses upgraded to latest
software versions

• ROI	target	to	achieve	US$600,000	savings	in
call costs per annum

• Integrated	20,000	Office	365	license	onto
centralised platform for voice mail services

https://www.uctoday.com/collaboration/team-collaboration/exploring-the-value-of-collaboration-with-microsoft-teams/
https://slack.com/lp/three?cvosrc=ppc.google.slack&cvo_campaign=893756556&cvo_crid=256925347417&Matchtype=e&utm_source=google&utm_medium=ppc&utm_campaign=brand_hv&utm_term=slack&ds_rl=1249094&cvosrc=ppc.google.slack&cvo_campaign=&cvo_crid=256925347417&Matchtype=e&utm_source=google&utm_medium=ppc&c3api=5523,256925347417,slack&gclid=EAIaIQobChMI64vmgOnU4QIVzLftCh2APg8CEAAYASAAEgIL8PD_BwE&gclsrc=aw.ds
https://www.connectmanaged.com/blog/why-its-time-for-collaboration-software-vendors-to-collaborate
https://products.office.com/en-us/microsoft-teams/group-chat-software
https://www.webex.com/team-collaboration.html
https://cdn2.hubspot.net/hubfs/417689/Collateral%20and%20Content/Case-Studies/Case%20Studies%20-%20Beauty%20Company-2.pdf?__hssc=158460901.13.1555424473593&__hstc=158460901.0e6c8ff37013ca34e8826a5511802513.1538646889450.1555338178499.1555424473593.22&__hsfp=3944367897&hsCtaTracking=bd0ec151-863c-4656-a8b6-f4d148409b5c%7Cb3bd8f07-1bf4-4877-aed9-ca730405396b
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Example: Microsoft Teams

Microsoft	Teams	is	a	UC	platform	that	combines	workplace	chat,	video	conferencing,	file	storage,	and	
application integration.

Implementing Microsoft Teams technology in your environment can facilitate a faster return on 
investment.

By	utilising	features	such	as	Instant	Messaging	(IM)	and	video	conferencing,	employees	will	have	less	need	to	
travel, reducing internal costs to your business.

This empowers your teams to react more quickly and be more efficient as a result.

2. How UC reduces business costs
Implementing	UC	in	your	business	can	significantly	reduce	costs,	releasing	funds	that	can	be	reinvested	elsewhere	in	
the business.

For	example,	large	companies	often	have	pockets	of	expertise	in	different	countries	—	if	not	at	least	in	different	
offices	across	the	UK.	When	a	project	arises,	employees	often	have	to	co-locate	to	get	the	job	done.

Flying	employees	to	destinations	for	work	is	time-consuming	and	expensive,	especially	if	they	also	require	hotel	
accommodation	and	related	costs.	With	the	right	UC	toolset	in	place,	team	members	can	collaborate	from	wherever	
they	are,	without	ever	needing	to	jump	in	a	car	or	hop	on	a	plane.

In	this	instance,	UC	improves	staff	efficiency,	reduces	costs,	and	accelerates	the	project.

One	of	the	hard	benefits	of	Microsoft	Teams	is	its	conferencing	capability.	By	using	its	internal	capability,	rather	than	
using	an	external	conference	provider,	it	doesn’t	cost	you	any	money	per	minute,	since	you’ve	already	paid	for	it.	

Provided that your staff use it regularly, your business could save a fortune in fees.

Environmental benefits of UC
Aside	from	the	evident	cost	benefits,	having	a	strong	UC	foundation	in	your	organisation	is	also	greener,	as	less	travel	
equates to less burning of fossil fuels. 

Whether your business chooses to utilise video or audio conferencing, limiting business travel is undoubtedly better 
for	the	environment,	as	well	as	financially.

 Teams technology is a natural progression of UC.
Martin Cross

Despite	its	popularity,	it’s	worth	noting	that	teams	functionality	will	never	work	well	without	internal	
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Case study: multinational 
pharmaceutical company

A multinational pharmaceutical company that provides consumers with healthcare products, with over 128,000 
employees	across	EMEA,	needed	an	efficient	way	to	manage	its	Unified	Communications	and	multi-vendor	estate.

The estate was complex and required close monitoring and reporting analysis tools. The maintenance arrangement 
also	didn’t	offer	proactive	fault-flagging	and	corrective	action	could	only	be	taken	reactively	—	once	SLAs	had	already	
been breached.

The solution:

• A	‘per	port’	managed	service	contract	that
guaranteed	a	4-hour	SLA	response	time
and included implementation and upgrade
projects	for	additional	Johnson	&	Johnson
sites

• UC	estate	integrated	with	Connect	Service
Centre	in	London	for	real-time	alarming,
remote fault diagnostics, automatic logging,
and	a	unique	jeopardy	management	process

Business outcome:

• 99.8%	SLA	performance
• 54	systems	and	56,000	ports	maintained
• Easier management and reporting, promoting

more effective performance planning
• Seven different vendor technologies

supported
• Rigorous SLAs that support the demands of

operations-critical	communications
• Proactive, 24/7 remote monitoring and

estate management
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3. UC challenges

Technology	typically	comes	with	a	lot	of	promise.	Yet	for	all	the	benefits	that	they	can	confer,	UC	journeys	come	with	
their own set of challenges that businesses must plan for to ensure smooth implementation.

Unrealistic expectations 
One	of	the	most	common	challenges	comes	with	people	in	the	form	of	their	resistance	to	change.	Many	workforces	
are	used	to	working	in	a	certain	way,	typically	relying	on	telephone	and	emails	to	communicate.	When	the	
transformation	comes,	it	isn’t	familiar	or	it	doesn’t	deliver	what	people	expect	and,	as	a	result,	nobody	uses	it.

You’ve wasted your money if nobody uses it, or it doesn’t work 
very well. 
Martin Cross

If	your	colleagues	test	Skype	for	Business	(S4B)	for	a	conference	call	and	they	can’t	hear	very	well,	for	example,	they’re	
unlikely	to	want	to	use	it	again.	Making	your	chosen	toolsets	accessible,	reliable,	and	easy	to	use	is	key	to	improving	
their	uptake.	

Low user adoption
To	prevent	low	user	adoption,	it’s	crucial	that	your	business	considers	UC	as	a	journey;	if	you	simply	bring	in	a	new	
product	and	put	it	on	employees’	desks,	it	won’t	necessarily	work	(in	fact,	it’s	unlikely	to).	

Instead,	take	your	people	on	an	evolutionary	journey	that	makes	the	best	of	the	tools	they	have	today	and	improves	
upon	them	step-by-step.	This	will	be	significantly	less	disruptive	to	your	organisation	and	your	people	won’t	
experience change fatigue from constantly having to switch between toolsets.
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Conclusion: How to achieve fully unified 
communications

Having	a	strong	UC	toolset	in	your	business	underpins	your	ability	to	successfully	transform	in	the	digital	age.

At Connect, we can help you identify opportunities to streamline your processes and build in technology that will 
allow	you	to	fully	transform	your	business	—	making	it	run	more	smoothly,	at	a	quicker	pace,	and	at	a	reduced	cost.

Once	deployed,	your	business’	UC	technology	should	be	well	designed,	highly	available,	well	looked	after,	and	
fully	integrated.	At	Connect,	we	can	help	you	to	integrate	UC	capabilities	into	your	existing	systems,	because	we	
understand	that	UC	is	a	journey	and	not	a	‘rip	and	replace’	approach.

We can also monitor how well new toolsets and features are being used in your organisation to assess user adoption, 
since	there’s	no	point	having	the	technology	if	your	people	aren’t	using	it.	We	can	help	to	move	people	across,	identify	
anybody	who	may	benefit	from	extra	training,	and	ultimately	deliver	the	benefits.

Whatever your digital transformation goals are, we can help you to become more nimble and competitive in the 
digital age.

If	you	need	to	improve	your	communication	systems	to	be	more	unified	and	integrated,	we	can	help	you	to	identify	the	
best	solution	for	your	business.	Get	in	touch	today	to	book	a	free	consultation.

About Connect Managed Services

Connect	Managed	Services	is	a	customer	experience	(CX)	and	unified	communications	(UC)	managed	services	
provider	for	global	businesses	with	contact	centres	ranging	from	200-20,000	agents.

Using	our	unique	monitoring	and	automation	tools,	we	deliver	consistent	service	level	performance	that	is	typically	
25%+	above	industry	standards.	Our	Stabilise,	Enhance,	Transform	programme	enables	a	seamless	journey	from	
disjointed,	legacy	technologies	to	a	digital,	multi-channel	environment	that	will	improve	your	service	levels	and	
customer experience.

‘Good	customer	experience	isn’t	just	nice	to	have,	it	is	central	to	the	success	of	a	business	and	offers	a	key	competitive	
advantage’,	says	Martin	Cross,	CTO,	Connect	Managed	Services.	‘Our	goal	is	to	manage	your	existing	infrastructure	
better	and	more	efficiently	than	anyone	else.	By	doing	so,	we	can	put	out	any	fires	in	your	existing	estate,	giving	you	
the	space	to	look	at	innovation.’

As	partners	for	all	of	the	major	Contact	Centre	technology	providers,	we	recognise	that	we	don’t	know	the	best	
solution	for	you	before	you	walk	in	the	door	because	we	don’t	know	what	your	journey	looks	like.	We	take	the	time	
to	gain	a	deep	understanding	of	your	current	environment	to	ensure	anything	new	does	not	fall	short	of	today’s	
capabilities.	Once	complete,	we	then	star t	your	journey	by	enhancing	your	current	environment	and	completely	
transforming	its	capabilities	so	that	you	can	transform	your	customers’	experiences.

To	find	out	how	we	can	help	you,	please	contact us	to	talk	through	your	requirements.

https://www.connectmanaged.com/contact-us
https://www.connectmanaged.com/contact-us



