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Foreword: Confidently collaborating 

By definition, collaboration is the action of working with someone to 
produce or create something, and we’ve been doing it for generations 
across different industries. Historically, collaboration was something that 
took place only in-person. However, technology and cloud computing has 
changed all of that. 

Collaboration technology has transformed the way we work, and 
it continues to do so now. Thanks to cloud computing, people are 
communicating and working together in new ways, from anywhere in the 
world, to achieve a single goal. Information and documents are no longer 
stored on a single, local device, but stored centrally, with secure access 
to whoever needs it, whenever it’s needed. When looking at the many 
devices, applications and software designed to ease communication and 
collaboration, we wanted to better understand their use in the real world. 

Every day, the Navisite team works with enterprise IT leaders to deliver 
cloud environments and collaboration services tailored and managed 
to meet specific needs. To better understand the challenges, needs and 
real-world uses of collaboration, we surveyed over 1,400 IT decision 
makers and the end-user employees using the tools to get more done. 

Getting a transatlantic perspective, we spoke to respondents working in 
the United States and United Kingdom, in companies with 300 to 5,000 
employees. Participants came from an exciting mix of sectors, with 
over 350 representatives on average from the manufacturing, financial 
services, healthcare and hospitality sectors. During the study, nearly 
everyone agreed on the benefits of collaboration to their organisations. 

Eighty-six percent of people agreed that collaboration helps improve 
work efficiency and increase productivity. An additional 84% agree better 
collaboration has a real tangible value within their organisation. But most 
importantly, perhaps, is that 81 percent agreed investment in better 
collaboration tools has clear return on investment (ROI)—with nearly half 
of those that have invested in or rolled out new collaboration tools in the 
past two years strongly agreeing that they are getting a clear ROI, almost 
10 percent higher than those that haven’t invested recently.  

As we share these results with you, we will take a closer look at cloud 
collaboration in a practical, real-world context. We’ll also identify how 
businesses and IT teams can best enable collaboration so everybody in 
your business is able to maximise the efficiency and productivity gains to 
be had from collaborative technologies.

Sumeet Sabharwal 
Group Vice-President and General Manager  
Navisite
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Chapter 1: The collaboration state of play

Collaboration has been going on for years, and using technology to better 
facilitate it isn’t a new concept either. But what’s the latest? And in the eyes of 
IT decision makers and the end-user employees, where are we today? 

Who’s investing?

While many different sectors are investing in collaborative technology, there 
are two places where this is happening more than others: the manufacturing 
and financial services industries.

Our research shows that over two-thirds of businesses have invested in or 
introduced collaboration technology to the workplace in the past two years. It 
also shows that while collaboration technology investments may be relatively 
new, the gains so far have warranted plans for further investment in these 
technologies within the next 12 months—and 47 percent in manufacturing and 
42 percent in financial services are planning to do just that. This supports the 
notion that the industries implementing more sophisticated, new collaboration 
solutions are the ones seeing the returns, which in turn justifies further 
investment. 

It’s exciting to see this large portion of businesses recognising the importance 
of introducing great communication and collaboration tools, particularly in 
manufacturing industries. Looking at why this sector is forging ahead, Louis 
Columbus, Principal, IQMS, explains “Supply chains are the lifeblood of any 
manufacturer today, and enabling greater supply chain collaboration increases 
visibility both among suppliers themselves and between suppliers and 
manufacturers. A typical manufacturer relies on their supply chain for over 75 
percent of the raw materials that comprise a finished product, making supply 
chain collaboration essential for continued revenue growth and scale of any 
manufacturing business.”

In terms of who is making the decisions to invest in collaboration tools or 
technologies, it’s unsurprisingly led by the IT decision makers. This is partly 
evidenced by them having awareness of new tools before others, but also their 
visibility into future investments within the organisation, giving them greater 
insight into what can or can’t work, and what is likely to be signed off on or 
not. As for regular employees, just 29 percent of these are aware of such plans 
indicating these plans are not always communicated beforehand. This indicates 
ownership within organisations: collaboration investments and initiatives tend 
to sit with IT teams, signifying that collaboration is a challenge to be addressed 
through technology.

Is it paying off?

Of course, if companies are to invest in anything there needs to be a clear ROI 
—and collaboration tools are no exception. Dr. Alexander Grous, Lecturer and 
Researcher at the London School of Economics, who has assessed the impact 
of technology and management practices on organisational performance 
comments, “Best-practice companies utilise collaboration dynamically in an 
agile manner to tackle issues, or foster engagement in real-time, building on 
Kaizen principles to promote continuous improvement and innovation” 

“A typical 
manufacturer relies 
on their supply chain 
for over 75 percent 
of the raw materials 
that comprise a 
finished product, 
making supply 
chain collaboration 
essential for 
continued revenue 
growth and scale of 
any manufacturing 
business.”
Louis Columbus,  
Principal, IQMS
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IT decision makers also identified that selling into the business and proving 
ROI were two key barriers to implementing collaboration, with 40 percent 
and over a third, respectively, of IT respondents citing these as two leading 
concerns. Despite this initial challenge, however, of those we asked, 87 percent 
had invested in collaboration technology in the past year and agree that it has 
a tangible value within the organisation, versus the smaller 78 percent of those 
who haven’t invested in the past two years agreeing to clearly seeing a ROI. 
Grous comments “Enhanced collaboration can eliminate 20-30 percent of time 
often wasted by teams seeking to collaborate across locations. This is a key 
benefit of collaborative technologies enabling value to be unlocked from within 
the organisation.”1

The manufacturing sector in particular is seeing a clear ROI, and that’s the 
manufacturing sector. As we’ve seen, this is also the sector most likely to have 
recently invested in collaboration tech, suggesting they have implemented 
more sophisticated collaboration tools, particularly as it also has the highest 
portion of cloud-based collaboration tech. Columbus explains:

“Factors contributing to manufacturing’s ability to generate measurable 
and positive ROI include the following: 

1. Manufacturing is by nature a very process-dependent business model 
that needs to have visibility and tight integration with suppliers, and 
across the shop floor. 

2. The majority of manufacturing machines today are not integrated 
with one another, making collaboration difficult. Having a cloud-based 
platform that can gain machine-level data and insights does make a 
significant improvement in overall production line performance and 
reduced downtime.

3. The distribution and fulfillment networks for manufacturers are 
among the most complex of any industry, so having a cloud-based 
collaboration platform to share data from improves efficiency, 
accuracy and consistency of data.  

4. Manufacturing is the most prolific of all industries in generating data 
and being able to parse and analyze it requires more of a collaborative 
versus single stand-alone app.”

Overall, however, a lot of collaboration tools are still not cloud based according 
to IT teams. Two-thirds say that at least two-fifths of their collaboration 
tools are cloud based, but a mere 6 percent have 80-100 percent of their 
collaboration tech based in the cloud. Considering that Forrester expects 
83 percent of overall enterprise workloads to be in the cloud in two years2, it 
would seem there’s a surprising amount of catching up for collaboration tools 
to reach the cloud level of other IT areas.

1   https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-
techniques-improve-productivity-across-global-teams 

2 https://www.forbes.com/sites/louiscolumbus/2018/01/07/83-of-enterprise-workloads-will-be-in-the-cloud-by-
2020/#7bd6a23c6261

“Enhanced 
collaboration can 
eliminate 20-30 
percent of time 
often wasted by 
teams seeking to 
collaborate across 
locations.”
Dr. Alexander Grous 
Academic Associate 
London School of Economics

 https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-techniques-improve-productivity-across-global-teams 
 https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-techniques-improve-productivity-across-global-teams 
https://www.forbes.com/sites/louiscolumbus/2018/01/07/83-of-enterprise-workloads-will-be-in-the-cloud-by-2020/#7bd6a23c6261
https://www.forbes.com/sites/louiscolumbus/2018/01/07/83-of-enterprise-workloads-will-be-in-the-cloud-by-2020/#7bd6a23c6261
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For those that have adopted a majority of cloud solutions for collaboration 
technology (over 80 percent), the correlation to business value is even 
stronger. Here’s how that 80 percent of cloud-centric collaborators felt about 
the value of collaboration compared to the rest: 

 
 
 
The findings are clear: there is a correlation between investment in 
collaboration technology and the return on that investment businesses see 
and feel. And while there’s still some way to go in adoption and migration of 
collaboration tech to the cloud, for the businesses that are already cloud-
centric, that ROI correlation is even stronger. 

As we’ve seen with other areas of IT, cloud usage is only increasing as more 
tools and the latest collaboration tech becomes cloud-based—with added 
benefits of availability, easier recovery and continuity plans and access—we 
only expect the cloud-centric approach to increase. Grous agrees, “The top 
performing companies share the common attribute of enabling collaboration 
through the use of cloud, mobile technology, and empowering employees to 
work flexibly.”

47%
Financial services

42%
Manufacturing 

plan to invest 
in cloud  in the 
next 12 months

71% 
think there is a tangible value 
to the business

78% 
feel there is a clear ROI improving 
work, e�ciency and productivity

Of these

80% 
have invested

in cloud
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Chapter 2: Tackling challenges and reaping the collaboration rewards 

Motivation, creativity and idea sharing: the ‘soft’ benefits of collaboration

According to our findings, whatever method employees use to collaborate, the 
action of collaborating in general had a positive impact, not only on a business’ 
bottom line, but also for its people. There was widespread agreement across 
IT decision makers and employees that the ability to collaborate improves 
employees’ ability to work together, their motivation, creativity and idea 
sharing. As the research shows:

 

It’s exciting to see in our study that collaboration isn’t just driving ‘hard’ 
business benefits and delivering noticeable ROI, but that it’s also helping 
empower, motivate and drive creativity—benefits that are sometimes hard to 
measure against a specific number but that forward-thinking companies are 
recognising the importance of achieving.

What’s holding us back?

While collaboration should be considered a benefit to any business, it isn’t 
without its challenges. To understand these challenges further, we asked 
our group of IT decision makers and end-user employees what the biggest 
challenges to enabling effective collaboration in general and then rank them in 
order of importance, with the first being the most important:

• Changing and different working style and habits

• Geographical distance between team members

• Lack of time to work with others

• Lack of knowledge on using technology and tools

• Not having the right tools or technologies available to use

According to Grous, “Collaborative tools enabling flexible working practices 
such as working from home, have been found to increase performance of 
employees by 13 percent, as they work their full shifts and often beyond, and 
can concentrate better”3

Both IT decision makers and employees acknowledge changing working style 
and habits as a key challenge, as well as the traditional issues like distance. In 
contrast, the desire for tools and technologies was not the problem—the least 

What was the 
state of play?

86%
Agree 

collaboration 
helps improve 
work e�ciency

84%
Agree 

collaboration  
has a tangible 

value

81%
Agree 

investment 
in tools has 
a clear ROI

3 https://www.gsb.stanford.edu/insights/why-working-home-future-looking-technology

https://www.gsb.stanford.edu/insights/why-working-home-future-looking-technology
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challenging aspects of enabling technologies showed that less than 15 percent 
find that no desire to learn any new tools and technologies, or use the current 
ones, is the greatest challenge.

As with any new technology, there will be a degree of resistance as people 
are inherently creatures of habit and will stick to ways they already know. 
When new ways of working are introduced, people can be hesitant to give 
up the already-working methods. However, and for the most part, there is a 
willingness to overcome these challenges through technology. This in turn, 
of course, leaves the question of how do we overcome these blockers of 
collaboration as a whole?

Tackling with tech

In regards to changing work styles and habits, there are tools available that 
simplify information sharing—from seamless video calling to shared cloud 
storage and online documents. These can be used to improve communication 
between colleagues and teams, while also eliminating the impact of 
geographical distance some employees face when working remotely. With the 
average cost of a business trip being $949 per person when domestic, rising 
to $2,600 when international5, reducing these costs through collaborating 
remotely can have a significant impact on a business’ bottom line.

While cloud collaboration can help in a number of ways, the respondents in our 
survey particularly valued its ability to enable access and share documents. 
Work can easily be performed in any location, at any time. Furthermore, 
collaboration apps and software with cross-device functionality means there 
are fewer barriers to getting work done, even if there are different preferences 
of working styles, habits or devices to work from. “Although over 95 percent 
of large company employees have mobiles, laptops in many cases, and the 
ability to securely connect to their intranet, only a minority make full use of 
collaborative cloud-driven applications: significant potential exists to enhance 
current practices. All too often employees are bound to a remote location, 
using only company-provided applications.” Comments Grous.

Partner success story: Managed Office 365 at the National Theatre 
The National Theatre, one of the major theatres in London, had a specific 
challenge when it came to connecting its staff. Working with many 
creatives and set designers, the organisation has 13,000 staff at peak, but 
only 500 PCs. Accessing the correct information quickly and connecting 
with different teams across the business to complete projects in a quick 
and efficient manner was therefore a challenge, and often reliant on use of 
not just personal devices, but also personal contact details.

By rolling out Microsoft Office 365 to all staff and collaborators, staff 
now have access to the same set of tools, shared information and easy 
channels for qick communication. By working with Navisite and opting for 
a managed solution, the National Theatre also ensures it has cover and 
support 24 hours a day, 7 days a week.

“Unhappy employees 
have been found to 
be 10 percent less 
productive, whilst 
happier employees 
can be 12 percent 
more productive. 
‘Unblocking’ 
enablers to more 
fulfilled employees 
are relatively 
straightforward in 
most organisations.”⁴ 

Dr. Alexander Grous 
Academic Associate 
London School of Economics

4 https://www.fastcompany.com/3048751/happy-employees-are-12-more-productive-at-work
5 https://www.certify.com/Infographic-TheAverageCostOfBusinessTravel.aspx

https://www.fastcompany.com/3048751/happy-employees-are-12-more-productive-at-work
https://www.certify.com/Infographic-TheAverageCostOfBusinessTravel.aspx
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Naturally, digital and mobile technology make it easier than ever to 
communicate instantly with not only other team members, but clients and/or 
potential clients. This is perhaps why 51 percent of those in the manufacturing 
sector, 42 percent in financial services, and 49 percent of IT decision makers 
identified seamless video and voice communication as an important feature. 
This seamless communication should only improve, as Grous explains: 

“As more bandwidth becomes available and the gigabit economy becomes 
reality with the advent of 5G networks and higher capacity fixed networks, 
video communication and large data-rich content will become the norm. When 
enabled by collaborative technology, like cloud, instant communication can be 
‘supercharged.’”

However, less than a third of the hospitality sector and general employees 
responded in the same way. This makes particularly good sense for the 
hospitality sector where customer interactions are far more likely to be face-
to-face. However, over 4 in 5 within this sector agreed that file-sharing and 
co-authoring apps were useful collaboration tools, giving some insight into the 
importance of documents over video and voice communications in this sector’s 
collaboration habits.

Overall, what was clear from what respondents identified as the top benefits 
of collaboration technology is that people are able to communicate faster 
and more easily with colleagues, which makes them feel less likely to miss 
important communications amongst their teams. This ultimately empowers 
people to feel more productive and efficient in their job, and “there is also 
greater ownership of tasks and the ability to stay focused on shared priorities 
when there is more fluid, real-time collaboration” says Columbus. While the 
‘soft’ benefits are incredibly important, it’s the proof of a more productive and 
efficient workforce that really helps IT leaders to explain the business need for 
collaboration tech.

95% 
large company 
employees with moble, 
laptops and VPN

2/3
Hospitatlity

NO

4/5 
hospitality agreed that 
file-sharing and 
co-authoring apps were 
useful collaboration tools

Seamless video and voice 
communication important

49%
IT decision 
makers

42%
Financial 
services

51%
Manufacturing 

YES
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Chapter 3: Getting to grips with real-world collaboration

Communication has always been hugely important to any business and its 
employees; it’s as true today as it was decades ago. But while technology has 
changed and advanced, so too have the demands of organisations. People now 
have greater access to data and information, travel needs are reduced if not 
completely unnecessary, and people have the tools to be much more efficient. 
So, what are the tools end-users are accessing most frequently?

Popular tools

Unsurprisingly, 82 percent of respondents use or access email at least once a 
day. This communication method can deliver an important authorisation notice 
from a line manager while an employee is awaiting at a clients’ office and 
offers a clear paper trail for auditing purposes. Or, an email address may be 
needed when requesting gated content (such as a whitepaper) from an online 
resource. Paired with the fact that it’s a ubiquitous means of communication 
that practically everyone online will have access to and use, it’s easy to see 
how email dominates as a digital communication method—though it’s not the 
only daily-use tool for the modern employee. 

Real-time co-authoring, using services such as Microsoft Office 365, has 
become a norm for many in the workplace, with 59 percent doing it daily. Co-
authoring in real-time speeds up work significantly, as two or more people can 
be working on the same document at the same time, reducing the typical back 
and forth scenarios.

“This is especially true in manufacturing where virtual R&D teams are working 
on new product ideas, combining the expertise of design leaders around 
the world,” comments Columbus. “Manufacturers in the most competitive 
industries, including electronics, have a ‘follow the sun’ development strategy 
that is going 24/7 as design experts are added to discussions as their work 
days begin and others’ ends. Virtual R&D and product development is 
shrinking product lifecycles and increasing the pace and quality of innovation 
as a result.”

This ease of use and way of working, according to our study, even eclipses the 
use of instant messaging (IM) platforms—which were used daily by just half of 
respondents—demonstrating their growing popularity for getting work done 
together in real-time.

While email, co-authoring services, and IM may now be a staple for many in 
the workplace, there are additional services that aren’t being used. Nearly 30 
percent of respondents don’t have access at all to a private enterprise social 
networking platform like Yammer, nor do 26 percent have access to a project 
and task management app such as Basecamp or Trello.

These insights into usage and preference are important for IT leaders looking 
at where to invest and improve their tool stack. If email is critical enough to 
be accessed multiple times a day, then businesses need to ensure they have 
disaster recovery and business continuity processes in place to mitigate 
against any disruption. And where tools are less readily available to some 
employees, the business has to consider if this is due to the nature of the 
employee’s work or if these are tools that could potentially be of value. 

59 percent
use real-time co-authoring 
services, such as Microsoft 
Office 365, daily
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The IT and employee discrepancy

Anyone in business will tell you how important it is to understand your 
customer in order to survive. It could be a similar story for an IT team, where its 
customers are the end-user employees of their technology. What our research 
has shown, however, is less about a lack of understanding and more about 
a difference in usage patterns and tools preferences that vary significantly 
between the two groups.

When it comes to what’s required for a business and what tools should be 
deployed, there’s a disparity in opinion between IT decision makers and 
employees:

Of course, within any organisation there are varying job roles that require 
different tools, but it’s important for IT teams to be able to best meet the 
needs of a wider business, as well finding the right tools for the right audience. 
Understanding employee use patterns and being flexible enough to cover 
the diversity of needs and use cases is a benefit of engaging with a Managed 
Cloud Service Provider as well, drawing from a larger resource pool of 
technology and skill sets, which can meet a wider breadth of needs.

But can information and communication technology alone increase 
productivity? Grous says a combined approach is more rewarding: “The 
adoption of best management practices combined with intense use of ICT can 
increase productivity by 20 percent, versus 8 percent for good management 
only, and 2 percent for ICT use alone. Employee engagement combined with 
flexible working patterns and support are essential to delivering this return.”6

6 https://www.yourreadybusiness.co.uk/wp-content/uploads/2017/08/J198-Vodafone-LSE_productivity_paper-
Final.pdf

“The adoption of 
best management 
practices combined 
with intense use of 
ICT can increase 
productivity by 20 
percent, versus 8 
percent for good 
management only, 
and 2 percent for  
ICT use alone.”
Dr. Alexander Grous 
Academic Associate 
London School of Economics
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Collaboration across industries

Our research shows that there is one sector in particular that is most 
concerned about the security and privacy of communications and data: the 
healthcare industry. This concern for personal data and potential security 
breaches to that data mean that the use of certain collaborative tools is 
limited:7

 

Reluctance towards adopting certain tools could of course be attributed to 
styles of working in the sector, but it would seem strange that the profession 
noted in the 90s for adopting “beepers” are those now least likely to find 
appeal in instant messaging. Paired with the insight that healthcare is also 
the sector most concerned with privacy and security, it would appear more 
likely that this sector is concerned with security of sensitive, personal medical 
records.

However, with a properly certified managed services partner (MSP) with strong 
security credentials, there’s no reason for this sector to lose out on some of the 
benefits of these collaboration tools.

7 https://www.biomedcentral.com/track/pdf/10.1186/2047-2501-2-3?site=hissjournal.biomedcentral.com

 

  

Healthcare ManufacturingHospitalityFinancial services

No access to instant messaging platforms

No access to Private enterprise social networking platforms

No access project and task management apps

21%

41%

38%

11%

23% to 25%

25%

20%

https://www.biomedcentral.com/track/pdf/10.1186/2047-2501-2-3?site=hissjournal.biomedcentral.com
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Chapter 4: Expectations and implementations

It’s true that there are real benefits to the use of collaboration tools in 
organisations in different sectors, as described above, one of them being clear 
ROI. However, when it comes to what the end-user expects, challenges may 
arise in meeting these expectations. “A highly-skilled workforce is associated 
with higher growth and productivity. Collaborative technologies can enable 
a workforce to be more efficient, while also providing dynamic training and 
skill enhancement accessible from anywhere, and tailored to the development 
profile of individual employees.”8 Dr. Grous adds. 

End-user perspective

As it turns out, only 10 percent of employees are very satisfied with the 
collaboration tools offered at their company, with only half declaring to 
be ‘somewhat’ or ‘very satisfied’ with the technology available. This shows 
there’s still room for improvement in what companies are offering their staff, 
particularly when considering the knock-on effect that enablement and 
supplying tools fit for the role can have in retaining and attracting talent 
to your organisation. Grous comments, “Motivated employees are critical 
to boosting profitability through ensuring customer satisfaction: research 
indicates that a 5 percent increase in customer retention can increase 
profitability by 25-95 percent. A lack of facilitative tools that enables 
employees to be as productive as possible while also remaining satisfied can 
impact the bottom line directly.”9 10

One problem is waiting for IT support, with 70 percent agreeing that their 
productivity could be impacted by waiting for IT support to fix collaboration 
tool issues. This is understandable: IT teams are often stretched, supporting 
and dealing with tickets from multiple users, in addition to proactive planning. 
Luckily, this can also be remedied. 

Downtime can be reduced by partnering with a Managed Cloud Service 
Provider providing around-the-clock support, decreasing wait time from 
overburdened internal staff and leaving IT staff to focus on valuable work that 
can transform their business. This is particularly important in an age where IT 
teams are being tasked not only with supporting and maintaining tools and 
technology, but also to innovate on behalf of the business and implement 
technologies to stay ahead of competition. 

While these stats show that end-users are worried about productivity being 
affected, the majority feel confident when it comes to security:

• Over two-thirds of end-users agreed they were confident in their 
communications and data being secure.

• Only 13 percent disagree with statement and feel they regularly receive 
phishing, malware or spam communications.

It’s positive to see that while opinions of user experience could be improved, 
security needs are already taken care of in the eyes of the employee end-user.

8 https://docs.google.com/document/d/1njF1vwWZBW7K0cciWuROB6aUJRFjdZ1aqwgt4qE3_IY/edit
9  https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
10https://www.oxfordeconomics.com/my-oxford/projects/264283 

“...research 
indicates that  
a 5 percent 
increase in 
customer 
retention 
can increase 
profitability by 
25-95 percent.”

Dr. Alexander Grous 
Academic Associate 
London School of Economics

https://docs.google.com/document/d/1njF1vwWZBW7K0cciWuROB6aUJRFjdZ1aqwgt4qE3_IY/edit
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
https://www.oxfordeconomics.com/my-oxford/projects/264283
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The IT Challenges

While the above gives us insight into how end-users feel about collaboration 
tools, IT decision makers also have their views, and their challenges are 
different. IT teams need to manage both the tools already existing within the 
business, and find and rollout new ones. 

Grous agrees, “An internal challenge faced by many IT leaders includes a shift 
from CapEx to OpEx, as collaborative technology continues to proliferate, 
and the alignment of some internal resources to innovate and develop the 
organisation’s core competencies. Cloud provides the opportunity for IT 
leaders to realign around competitive advantage for sustainable long-term 
benefit.” 

The number one biggest challenge overall, according to our surveyed IT 
decision makers, when implementing collaboration technology and tools, is 
integrating those new tools within the existing IT and technology ecosystem. 
Setting up and granting user access is another common challenge for IT teams, 
as it needs to be done every time a new employee joins the company, and is a 
constant task among larger companies. This sort of challenge, while crucial, is 
understandably one of the tedious types of tasks IT teams are often happy to 
hand over to a Managed Cloud Service Provider to manage on their behalf.

Migrating workloads and data to new tools and environments, on-boarding 
and training end-users, and getting buy-in from end-users were also among 
the leading identified challenges for IT teams. Less than half of those we 
asked agreed that migration to and roll-out of new collaboration technologies 
always happens in a fast and timely manner. Just 40 percent agree that 
introduction of new collaboration tools is always seamless and smooth from 
end-user experience perspective. This is of course completely logical: when 
implementing and rolling out a new tool, it will most often be the first and only 
time an IT team do so for that specific tool. When you draw on the experience 
of a cloud or Managed Cloud Service Provider team that handles these rollouts 
on a daily basis, then you’re able to take advantage of experience and expertise 
into common pitfalls and best practices. 

The implementation of collaboration strategies can be demanding, with both 
new and old systems that must be taken into consideration. The roll-out and 
implementation of collaboration strategies can take a lot of time and effort, 
especially for those who aren’t used to doing it, any challenges and issues can 
be mitigated when employing the experience of a Managed Cloud Service 
Provider.

“Best performing organisations reflect a CxO team that has invested in the 
time required to implement collaborative technologies, with the recognition 
that this is an essential enabler to unlocking longer term ROI. The segmenting 
of some ‘commoditised’ elements to external entities that can provide flexible, 
agile and scalable ICT releases organisational resources to focus on core 
strengths. This all begins with establishing the balance of engagement for the 
organisation and varies from ‘all-in’ for collaborative technology such as cloud, 
to a position that reflects the organisation’s appetite and other supporting 
elements. In the long run, more organisations—large and small—will be enabled 
by releasing more of their Capex.” 

“Best performing 
organisations reflect 
a CxO team that 
has invested in 
the time required 
to implement 
collaborative 
technologies, with 
the recognition that 
this is an essential 
enabler to unlocking 
longer term ROI.”
Dr. Alexander Grous 
Academic Associate 
London School of Economics
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The IT time thieves

Of course, implementation isn’t the only challenge; there’s the ongoing 
management and maintenance of collaboration tools. To free up your IT team’s 
time to work on more valuable and transformative aspects of the business, 
a Managed Cloud Service Provider can handle the important, yet sometimes 
menial and time-consuming tasks, such as ticketing, end-user support, and 
platform monitoring.

 
 
 
 
 
 
 

If we consider the average rate for an IT support employee in the US is $18.4611 
per hour, then the combination of the above tasks is costing over a quarter of 
IT teams just under $48,000 in salaried staff time a year. Not only this, teams 
could be spending an additional $27,300 per year for tasks related to security 
and threat detection thanks to an average IT Security Specialist rate of $52.50 
per hour. 

“Organisations adhering to ‘best practice’ operations, that migrate some of 
their more commoditised tasks to cloud, also realign many of their processes 
and resources to leverage this approach. This most often includes the 
engagement of existing internal IT, DevOps and other resources to support 
and drive a revised strategy that harmonizes employees on core organisational 
strengths,” says Grous. 

Fortunately for IT decision makers, a Managed Cloud Service Provider can 
remove these headaches, potentially freeing around 50 hours per week and 
generating significant cost savings. 

11 https://www.indeed.com/salaries/IT-Specialist-Salaries 

$48,000
IT teams cost to manage 
basic IT challenges inherent 
in managing collaboration

$7,300
If security and threat 

detection is a priority IT 

support costs can increase 

by an additional $27,300.

Decision maker challenges

Percent IT teams spend 10+ 
hours per week on these issues

28%   Security and threat detection 

25%   Managing data storage 
          (compliance and regulation) 

24%   Monitoring 

22%   Controlling access 

Issues that cost over 
$40,000 a year

https://www.indeed.com/salaries/IT-Specialist-Salaries 
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Conclusion: The MSP collaboration edge 

In our research, we found that both IT decision makers and end-users see a 
tangible benefit to cloud collaboration, albeit from a different perspective.

When making these selections of collaboration technology, each team needs to 
look at the needs of their business at every level, as well as taking future needs 
into consideration. 

Despite the varied needs of individual teams, there some factors that IT leaders 
can all agree are critical when making collaboration technology selections. The 
top five include:

• Reputation of vendor or product

• Data security credentials

• Compatibility with existing technology ecosystem

• Onboarding and training

• Support and managed support around it

IT teams continue to be the drivers of transforming business operations 
through implementing collaboration tools, including real-time co-authoring, 
project and task management apps, and instant messaging—and an 
organisation tends to get the most from these technologies by partnering with 
a Managed Cloud Service Provider for these services and support.

While not every employee has visibility of future plans for their business, 
in contrast to the IT decision makers, and while some of the adopted 
technologies may not be right for every staff member, it’s clear from the data 
that everyone feels the impact of working with a Managed Cloud Service 
Provider:

• Of employees, 60 percent of those identified as working with a Managed 
Cloud Service Provider agreed they were satisfied with the collaboration 
technology offered, vs. only 42 percent among those not working with a 
Managed Cloud Service Provider.

• Only 18 percent of employees at companies that use Managed Service 
Providers say their technology is outdated. In comparison, over double the 
number of employees at companies who do not used Managed Service 
Providers view their technology to be outdated.

• And from the IT decision maker perspective, 83 percent of those using 
Managed Cloud Service Providers agree that the wider organisation uses the 
available collaboration tools regularly and effectively, vs. only two-thirds of 
those without Managed Cloud Service Providers

Technology that comes from a reputable vendor and with a product that is 
proven to be efficient and effective, has security elements in place to safeguard 
data, and a system that can be worked seamlessly into an organisations 
existing ecosystem is one that will be most successful and rewarding for both 
the business and its employees. And the ability to provide a pool of certified 
and experienced IT professionals is why working with a Managed Cloud Service 
Provider to help tackle these issues, and get the most from collaboration 
technology, delivers the best results and satisfaction to your business’ 
investment. As we look to the future of collaboration in the workplace, new 

83 percent
Those using Managed Cloud 
Service Providers agree that 
the wider organisation uses 
the available collaboration 
tools regularly and 
effectively, vs. only two-
thirds of those without 
Managed Cloud Service 
Providers.
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technologies will continue to be available make your workforce as productive 
and efficient as possible, and we’re here to partner with you now and in the 
future.

Learn how Navisite can help your organisation collaborate more efficiently and 
productively at www.navisite.com/collaboration

References

Ref A –  20-30 percent benefit of wasted time reduction https://www.
mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/
innovative-collaboration-techniques-improve-productivity-across-global-
teams

Ref B – For comment on 13 percent more productive employees https://www.
gsb.stanford.edu/insights/why-working-home-future-looking-technology 

Ref C - 10 percent unproductive employees from being unhappy https://www.
fastcompany.com/3048751/happy-employees-are-12-more-productive-at-
work 

Ref D - 163 zettabytes: https://www.seagate.com/www-content/our-story/
trends/files/Seagate-WP-DataAge2025-March-2017.pdf 

Ref E – ICT can increase productivity by 20 percent https://www.
yourreadybusiness.co.uk/wp-content/uploads/2017/08/J198-Vodafone-LSE_
productivity_paper-Final.pdf

Ref F - Healthcare savings US$300bn p.a. https://www.biomedcentral.com/
track/pdf/10.1186/2047-2501-2-3?site=hissjournal.biomedcentral.com 

Ref G - Highly skilled workforce https://docs.google.com/document/d/1njF1vw
WZBW7K0cciWuROB6aUJRFjdZ1aqwgt4qE3_IY/edit 

Ref H - Customer loyalty: https://hbswk.hbs.edu/archive/the-economics-of-e-
loyalty and https://www.oxfordeconomics.com/my-oxford/projects/264283 

http://www.navisite.com/collaboration
https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-techniques-improve-productivity-across-global-teams 
https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-techniques-improve-productivity-across-global-teams 
https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-techniques-improve-productivity-across-global-teams 
https://www.mckinsey.com/industries/high-tech/how-we-help-clients/impact-stories/innovative-collaboration-techniques-improve-productivity-across-global-teams 
https://www.gsb.stanford.edu/insights/why-working-home-future-looking-technology 
https://www.gsb.stanford.edu/insights/why-working-home-future-looking-technology 
https://www.fastcompany.com/3048751/happy-employees-are-12-more-productive-at-work
https://www.fastcompany.com/3048751/happy-employees-are-12-more-productive-at-work
https://www.fastcompany.com/3048751/happy-employees-are-12-more-productive-at-work
https://www.seagate.com/www-content/our-story/trends/files/Seagate-WP-DataAge2025-March-2017.pdf
https://www.seagate.com/www-content/our-story/trends/files/Seagate-WP-DataAge2025-March-2017.pdf
https://www.yourreadybusiness.co.uk/wp-content/uploads/2017/08/J198-Vodafone-LSE_productivity_paper-Final.pdf
https://www.yourreadybusiness.co.uk/wp-content/uploads/2017/08/J198-Vodafone-LSE_productivity_paper-Final.pdf
https://www.yourreadybusiness.co.uk/wp-content/uploads/2017/08/J198-Vodafone-LSE_productivity_paper-Final.pdf
https://www.biomedcentral.com/track/pdf/10.1186/2047-2501-2-3?site=hissjournal.biomedcentral.com
https://www.biomedcentral.com/track/pdf/10.1186/2047-2501-2-3?site=hissjournal.biomedcentral.com
https://docs.google.com/document/d/1njF1vwWZBW7K0cciWuROB6aUJRFjdZ1aqwgt4qE3_IY/edit
https://docs.google.com/document/d/1njF1vwWZBW7K0cciWuROB6aUJRFjdZ1aqwgt4qE3_IY/edit
http://
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty and https://www.oxfordeconomics.com/my-oxford/projects/264283
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty and https://www.oxfordeconomics.com/my-oxford/projects/264283

