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      Our Team: Expertise and Thought Leadership 

Dimension Data 
employs some of 
the world’s top 

technical talent, 
with over 11,300 

certifications 
over a range of 

technologies. We 
facilitate 

workshops and 
meetings across 
all organizational 

levels 
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How the workspace has changed? 
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    30 year snapshot 

1985 

•  Commute to Office 

•  Sit at Desk 

•  Use a Phone 

2015 

•  Commute to Office 

•  Sit at Desk 

•  Use a Phone 
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   The challenge of work! 
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   The challenge of working! 
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Workspaces For Tomorrow 

Work is what you do – not where you go or how you sit there. 
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Ø  Being able to work with peers regardless of their 
location brings a powerful sense of community 

Ø  Gaining the ability to assign the best person to each 
job regardless of geography drives ROI 

Ø  Face to face conversations taking place immediately 
when they are needed drives productivity  

Tomorrow’s Workspace Requires Effective Communications & Collaboration 
It’s all about transforming workplaces to meet actual workstyles. 
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Step Two:  Unified Communications 

 Individual “silos” for video, UC, AV and other areas have slowed 
adoption of a single, converged strategy. 

    Too Much Separation… 

    AV Mobility 
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Unified Communications and Collaboration is an 
outcome, not a product one can purchase.   

 

When everything comes together: 

•  People can work productively without boundaries 

•  Business processes happen rapidly 

•  Internal / external customers get what they need 

    The Reality of UC&C 
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Financial Impact 
Improves business productivity 

Improves client retention 
through better service 

Reduces travel costs 

 

Business Impact 
Provides greater business agility 

Provides better business 
collaboration with colleagues, 
customers and partners 

Improves business 
communications 

Supports user mobility 

Personal Impact 
Improves work life balance 

Improves communication 
efficiency reducing frustration 
and work pressure 

Supports more flexible working 
arrangements  

Business Outcomes 
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End user confusion  
There is no Typical user  



accelerate your ambition 15 Copyright © 2014 Dimension Data   

   End User Wish List (Consumer) 

User  
Experience 

Ability to seamlessly use technology, software and services 
that they relate to best 

Leverage personal and professional networks to collaborate 
across communities (both formal and informal) 

Collaboration 
Style  

Personal 
Productivity 

Ability to organize work to suit their perspective and 
personalize their technology 

Allowance to select the devices that best suit their work style 
and corporate status with the ability to stay connected to 
corporate resources 

Device 
Preference  

Confidence that they are free from security threats and have 
access to training and support 

Security &  
Support 

The simplicity of a single account for a single user 
Single  
Identity 
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Too many organizations get lost in a maze of 
technology – features and functions -  trying to meet 

the needs of their typical user. 

 
Organizations do not have a typical user.  They 
have multiple business needs - which requires a 

segmentation plan. 

    There Is No “Typical User” 
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Support Required  Workstyle 

Job Role 

Available Devices 
& Facilities  Functionality 

External Exposure 

   User Segmentation  
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Department 
Use Case 

IM / Presence 
Video 

Conferencing 
Web 

Collaboration 
Video 

On-Demand 
Live Web 
Streaming 

Executives 

Management 

Sales 

Human Resources 

Marketing 

Operations 

 HDYM ? 
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Workings with 
Customers 

Audio 
Conferencing 

Executive Mobile 

VIP Yes Yes Yes Yes 

Executive Yes Yes Yes Yes 

Personal assistant Yes Yes Yes Yes 

Traveling executive Yes Yes Yes Yes 

Manager No No Yes Yes 

Traveling employee No No Yes Yes 

Contact center agent Yes No No Yes 

Helpdesk operative Yes No No No 

Teller Yes No No No 

Customer service 
representative 

Yes No No No 

Branch Manager Yes No Yes No 

Assume all users need Standard Functionality. 

Executive Group 

Managers and  

Travellers Group 

 Customer  

Service Group 

Contact Centre Group 

Branch Manager Group 

Matrix User Groups/ Functions 
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Importance of People and 
Adoption  
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   Technology Roll-Outs Follow A Specific Phased Plan from Start to End… 

Technical Assessment 

Integrated Design 

Proof of Concept Testing  

Pilot 

Limited Production Deployment 

G.A. Rollout 

ITIL Based Services Review / Improvement 
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    Best Practice Adoption Plans Also Follow A Specific Process 
    The Six Steps of Driving Organizational Adoption 

1-People 
Discovery 
& Planning 

2- 
On-Boarding, 
Establishing 
Needs, 
Creating 
Service 
Framework 

3-Product 
Selection 

4-Awareness 
Program 

5-Policy & 
Process 
Design 

6-Ongoing 
Evaluation & 
Measurement 

There are six 
critical 
phases of 
successfully 
deploying UC 
within an 
enterprise. 
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Only 7% of decision makers say users have 
a high degree of influence. 

 

Yet, 27% of enterprises say organizational 
issues are the major barriers to investment 

success.   
 

Not letting users define needs is a missed 
opportunity driving for adoption. 

0 200 400 600 800 

Telecoms manager 

Regional/global IT 

Local/in-country IT 

WAN manager/

Global support 

Local support desk/

Users 

Line of business 

Which stakeholders have been consulted in formulating 
the plan and what level of contribution did they make? 

Informed and possibly consulted 
 

Influenced decision 

Dimension Data and Ovum Study – 2013:  18 countries, 20 industries,  
1,320 enterprise ICT decision makers and 1,390 technology users 

   CIO Survey: 
   Users are consulted, but rarely have influence 
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The Social Organization: How to Use Social Media to  
Tap the Collective Genius of Your Customers and Employees 
by Anthony Bradley, Mark P. McDonald (Gartner analysts) 
Source: Harvard Business Press Books 

The provide-and-pray focus is very 
prevalent in organizations starting down 

the mass collaboration path and has 
close to 90% failure rate. 

 

The foundation of a successful 
collaboration strategy lies not in choice 

of the “correct” technology, but in having 
the correct strategy, which brings 

together a community that rallies around 
a purpose to productively collaborate in 

the right style of working. 

   “Provide and Pray” Yields 90% Adoption Failure 
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What we need to address is that “users” are not 
a blue dot – they are real people with a 
complexity of attitudes, behaviours and 
competence levels.  
 
The move from a manufacturing to a services 
economy means that people become a more 
influential factor in business.  
 
Users often have access to richer technology at 
home than at work and they are driving the 
technology choice and requirements of their 
employers: 

   Users choose the technology that suits their work style 
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•  Champions 
 

•  Helpers  
 

•  Spectators 

•  Resisters 

   Organizations are made up of all types of people 
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Driving usage and adoption is a matter of people” 

   The User Is at the Heart Of a Successful Strategy 
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  Your New Collaboration Catalog – Anywhere, Any Time, Any Device 
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Choose the right communications tool: 

 
Individual communications: 

•  Face-to-face discussion 

•  Video telephony 

•  Video conference  

•  Phone / voice mail  

•  IM   

•  Email  

Group communications:    

•  Group meeting  

•  Web Conference 

•  Video conference 

•  Email  

•  Team workspace 

•  IM 

 Technology Choices / Etiquette 
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   But Driving Adoption is a Continuous, Non-Technology Process 

Reengage Initial Focus Group –  
 
Reporting Tools: 
•  Adoption survey (online) 

•  Measures the adoption 
•  Measures the satisfaction 
•  Generates feedback from 

employees about use cases 
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•  Adoption Programs  helps turn 
“Spectators” and “Resisters” 
into “Champions and “Helpers” 

   Focus Group – Adoption Works Across Your Organization 
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User (VIP) Priority and “Bumping” 

Usage (Technology Needed) Priority and 
“Bumping”  

Scheduling System  

Approvals 

Travel Policy 

Charge Back Formula(s) and Process 

Helpdesk 

    Policy Review - What Needs To Change 
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Training 
“All That Apply” 

Live Training Sessions at Launch 

Playback of Recorded Training Sessions 

One-On-One Appointments for VIPs and 
Power Users 

Remote Training (Over Video) 

Written Instructions Near Systems 
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Create User Segmentation Plan 

Creation of Focus Group(s) 

Policy Review 

Marketing Plan & Materials 

Creation of Benchmark Report Format 

Training Sessions and Instructions  

Continuous Improvement 

Driving Usage and Adoption 
Coordinated Plan Checklist / Steps 
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The right blend of video 
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   A successful UC strategy is all about the right 
   Picking the right tool for each job as part of a unified ecosystem 

Immersive and Specialty 

• Excellent for group to 
group extended 
meetings 

• Developed as needed 
for special 
environments including 
auditoriums, atriums, 
etc. 

• Designed once, 
deployed from a 
master template 

Meeting Rooms 

• Not “videoconferencing” 
or “audio conferencing” 

• Driven by people and 
communications, not 
technology 

•  Identical, repeatable, 
non- custom rooms from 
standard catalog 

• No need for custom 
“form follows function” 

• NO WEBCAMS! 

Desktop 

• No need to reserve 
shared spaces – “dial-
tone” 

• Software for mass 
deployment in non 
critical locations; 
Appliances for 
important and/or 
mission critical 

• New central consoles 
to cover multiple 
desktop needs 

Mobile 

• Access all collaboration 
from anywhere 

• Best efforts 
connections supported 

• Enables full 
productivity while away 
from usual workspace 

 

All Systems Must Work Together Seamlessly - For Internal And 
External Connections And Users – No Technology Islands! 
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   A successful UC strategy is all about the right 
   Choosing the right consumption model to meet the needs 

On premise 
Client ownership 

Hybrid Cloud 
Services 

Leverage Cloud 
Services 

•  Client owns infra & 
licenses 

•  Multi-vendor 
•  Integration points 
•  In-house services 
•  Sourced services 

•  Some level of 
consumptive pricing 
- for savings 

•  Reduce HW/SW 
dependency 

•  Private cloud for 
benefits without risk 

•  Enhanced 
consumptive 
pricing models 

•  More “as-a-
Service” 

•  Flexibility 
•  Agility 

Consumption Flexibility Is The Enabler Of A Scalable Solution That 
Can Grow With An Organization’s Needs 
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Urgent!   Support And Operations Must Be Considered Early 
“Day Two Is Problem One” 

User 
Requests 
• Scheduled 
• Ad-Hoc 

Problem 
Detection 
• Automatic 
• User Discovery 

Troubleshoot 
& Break Fix 
• Immediate 
• After Service 
Call 

Metrics & 
Reports 
• Manual 
• Automatic 

Software 
Updates 
• Manual 
• Automatic 

Operational and support methods need to be decided and 
implemented before equipment is rolled-out 



accelerate your ambition 40 Copyright © 2014 Dimension Data   

 
Planning & Remediation 
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Network as the platform 
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  Local Area Network / Wireless / Cellular 
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Additional slides (as needed) Wide Area Network 
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  Perimeter Network - Edge 
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Certificate Services - PKI  
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E.164  = +1-555-121-5121 
Site Codes  (PHL)  15  
Extension Dialing (15+2566) 
Directory URI’s john.smith@smith.com 
SIP URI’s -  152566@smith.com 
CMR       john@webexcmr.webex.com 
 

Dial by design? 
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Endpoints 
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Accessories Accessories 
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Adoption Management 
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Awareness

-‐  Communica1on  &  
Marke1ng  Planning

-‐  Documenta1on

-‐  Marke1ng  Collateral Deployment

-‐  Applica1on  Deployment  
Planning

-‐  Applica1on  Rollout

Adop1on

-‐  End  User  Training

-‐  Customized  Campaigns

-‐  Drop  In  Sessions

Success

-‐  Trained  &Confident  Ac1ve  
Users

-‐  Reduced  Costs  &  Higher  
Produc1vity

Intro

-‐  Customer  Kick  Off

-‐  System  Health  Check

 

  Adoption Management Lifecycle 
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Pre-Purchase (Best)   

Post-Purchase (Better)   

Implementation (Good) 

*   

Engagement Scenarios 
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What are the components that make up 
AMP? 
 
•  After a review of the project objectives, 

current state and target state a customized 
AMP package is created. 

•  The package includes a complete set of 
electronic materials available for self-
deployment. 

•  Materials come with a user guide complete 
with instructions to roll out the program as 
well as timelines and best practices. 

•  Project management services are also 
available  

 

Adoption Management Program – Program Overview 
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Educational Tools 
•  Flash presentation 
•  “Features and capabilities” cheat sheet 
•  Web seminar session with power users 
•  Dedicated page on internal site 
•  Contest 
•  Etiquette document 

 
Promotional Tools 
•  HTML, Word and PPT 
•  Teasers and emails  
•  Audio message 
•  Posters 
•  Banners on internal site 
•  Chair drop / direct mail piece 

 
Measurement Tools 
•  End-user adoption surveys  
•  Contest participation 
•  Training survey 

AMP – Program Overview 
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2 Weeks 
Prior to 
Launch 

Launch Day 
– 2 weeks 

2 Weeks 
Post Launch 

3 Weeks 
Post Launch 

4 Weeks 
Post Launch 

5 Weeks 
Post Launch 

6 Weeks 
Post Launch 

7 – 8 Weeks 
Post Launch 

9- 10 
Weeks Post 

Launch 

11 – 12 
Weeks Post 

Launch 

Teaser Emails 
•  Create awareness and excitement  
•  Teasers make employees aware that 

IC is coming 
Materials include: 
•  Three HTML teasers personalized 

with corporate logo 
 

AMP – 12 Week Program  
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2 Weeks 
Prior to 
Launch 

Launch Day 
– 2 weeks 

2 Weeks 
Post Launch 

3 Weeks 
Post Launch 

4 Weeks 
Post Launch 

5 Weeks 
Post Launch 

6 Weeks 
Post Launch 

7 – 8 Weeks 
Post Launch 

9- 10 
Weeks Post 

Launch 

11 – 12 
Weeks Post 

Launch 

Flash Commercial 
•  Exciting email - lets everyone know the 

solution is live 
•  Includes video clips of people using IC 
•  Product overview 
•  Touts the benefits 
•  Looks at IC in action 
•  Includes video message from CxO-level  
•  Links to Intranet 

High-level Program overview   
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2 Weeks 
Prior to 
Launch 

Launch Day 
– 2 weeks 

2 Weeks 
Post Launch 

3 Weeks 
Post Launch 

4 Weeks 
Post Launch 

5 Weeks 
Post Launch 

6 Weeks 
Post Launch 

7 – 8 Weeks 
Post Launch 

9- 10 
Weeks Post 

Launch 

11 – 12 
Weeks Post 

Launch 

Posters 
•  Generate excitement and awareness about IC 
•  Keep IC top-of-mind long-term 
•  Can be hung in public areas (cafeteria, 

kitchen areas, restrooms) throughout the 
office 

•  Provide ideas on how to use IC and 
encourage employees to use it  

Materials include: 
•  Three four-color posters personalized with 

corporate logo 

 

Continued 



accelerate your ambition 

Thank You!  
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Visit our booth #1891 at InfoComm15 

Like us at     Dimension Data Americas Follow us at     DimensionDataAM 

Our experts will be available for 1:1 meetings and industry insight. 

Let us help you make your migration 
to your Workspace of Tomorrow a success! 

In the IMCCA Unified Collaborative 
Conferencing Pavilion 


