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Unified Communications: 
Beyond User Productivity, Improving Business Processes Too!  

 
Are you one of the growing numbers of companies, both large & small, who are evaluating implementing new advanced unified communications technology (UC) into their business operations? 

Those who previously implemented this technology have realized a number of benefits including reduce operating cost; improve customer service and increased revenue.

In this age of technology, communications is becoming an integrated part of most business process flow and communication processes are now software assisted. This is presenting an environment for unparalleled efficiency opportunities. 

 As you may know, Unified communications is an evolving communications technology architecture which automates and unifies all forms of human and device communications in context with business operations, and with a common experience. 

Its purpose is to optimize business processes and enhance human communications by reducing latency, managing flows, and eliminating device and media dependencies.

 Unified communications is especially useful for companies with a large number of knowledge workers, information workers, and service workers alike, many of whom may cross the lines between the three sectors on a daily or hourly basis, depending on the task and the client. 

With an increasingly mobile workforce this technology is becoming very necessary where businesses are rarely centralized in one location. Unified communications facilitates this on-the-go, always-available style of communication. 

There are two ways that most companies have used to quantify the benefits of a UC implementation in an company. They are:

· Employee Productivity Improvement: Gains achieved by helping individual users manage their communications; and 


· Business Processes Improvement: Improved bottom line results in business activities by implementing integrated communications (this is usually the greater value to the enterprise than the employee productivity gains)..
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A number of studies have determined that companies, both large enterprises & small, have identified that communications barriers and latency surrounding everyday business process and collaboration are a major problem in their business.
 
When ask further, they identified their top five communication problems in both the large & small companies as the same. They were waiting for information, unwanted communications, inefficient coordination, barriers to collaboration, and customer complaints. 

They identified that not addressing these everyday communications problems leads to increased cumulative annual cost of the status quo for these five pain points was not significantly different between small and large companies at approximately $26,000 per knowledge worker per year.

Based on these and other studies, companies have focused on prioritizing certain unified communication tools to improve employee productivity. To date, much of the present focus of many enterprises has been on the following key UC Areas:

· Contact Management;
· Seamless Information for Mobile Personnel;
· Resource Identification for Problem Resolution;
· Collaboration Acceleration; and
· Communication enabled Portals.
To respond to these needs, numerous vendors have emerged with software; hardware; and service offerings to support companies that wish to implement these UC solutions.

 However, like with many other IT vendors, each vendor alone does not have a “turnkey “solution providing the services, software, and hardware solution for a company wishing to implement many of these solutions within their environment. 

 Generally, in the UC marketplace, the vendors can support a company’s implement effort by focusing on one of three integration application activities:

· Contact-Centric UC Applications:  vendors primarily focused on Communications Systems; Conferencing Systems; User Information; Directory; Collaboration Workspace; and Shared Files communication;

· Collaboration-Centric UC Applications: vendors primarily focused on Communications Systems; Conferencing Systems; Shared Files; User Information; Collaboration Workspace; and Web Portal communication; and


· Info Portal-Centric UC Applications: vendors primarily focused on User Information; Collaboration Workspace; Shared Files; and Web Portal communication.


If you are undertaking this type of effort, this initiative should be treated as a complex effort requiring multi-department project cooperation and multi-disciplinary skills within your business to be successful. Many times it is a least a four phase effort that requires a business case & needs assessment; a vendor(s) systems selection; internal integration effort, and a business process improvement component. 

With this in mind, our experience suggests that there are two key factors that you should address before selecting a UC vendor:

· Clearly define the business case based on your company’s needs and execute the implementation based on a well defined business strategy;

· Many times, they can be implemented in phases;
·  In layers or by work groups or by locations;
· Business process improvement schedules

· Develop a UC technology strategy for your company that is in line with your overall IT strategy. There are a number of ways to implement UC in companies and many companies use more than one depending on the application. Examples of the options include:
:
· Extend Telecom: with integration to certain elements;
· Extend desktops/ and or mobility: with integrated or embedded communications; and
· Extended applications: with embedded UC modules



Introduction to Bonocore Technology Partners
.
Bonocore Technology Partners, LLC, founded in 2002, is a high- impact technology consulting firm working at the intersection of strategy, operations, and technology to help our client’s create value. This is very important since many companies have told us they do not want a “one dimensional” consultant. They want someone who can work with them in a holistic manner.

Our goal on each assignment is to provide high-impact consulting services that increase our client’s revenue; reduce their costs; or improve their competitive position.
  
Our approach requires our team of senior consultants work closely with our clients to redefine many of the traditional ways that consulting services are offered by many of our competitors. 

Our key differences from our competitors are that we are results driven in a number of ways:

· Approach: we not only focus on the integration of strategy; operation; and technology but we are also “hands-on” and stay through implementation;

· Staff:  our staff has deep industry & functional experience. Most have been partners with major consulting firms and have “C’ level experience as well.

· Competitive Fees: Because we do not use a staff leverage model, many of our assignment are very cost effective compared to the national firms. At times, we also place some of our fees at risk.

From our client’s perspective, our services are defined in three ways:

· Creating & implementing breakthrough strategies. These can be M&A; business; product; market; new services; or restructuring new alliance programs.

· Evaluating client’s operations and make recommendations & changes to improve results. This could include business analysis; assistance in due diligence; competitor analysis; and key customer analysis.

· Design, Selection, & Implementation of key advanced business support systems. Our specialists are skilled in advanced customer care (including billing); advanced network; project management; and operating support systems.


Our team has managed a many of successful consulting projects for a wide range of technology companies. We have also consulted with many of the major technology companies around the world. Our staff has managed and consulted in all key practice areas including strategy; operations; network design, construction & management; systems planning; systems implementation; network management; billing & customer care; and financial management.  More information on our firm can be found on our website: www.bonocore.com. 

If you would like to learn more about our UC Consulting Services or need consulting assistance in developing a UC business case; UC technology strategy; assistance in UC vendor selection; or business process improvement consulting please do not hesitate to contact us at 415-924-992 or jbonocore@bonocore.com..

Thank you again for your continued interest in Bonocore Technology Partners.





Joseph J. Bonocore
President & CEO
Bonocore Technology Partners, LLC
jbonocore@bonocore.com
415-924-9992
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