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Workplace Transformation is Already Well Underway in Canada
Why is this issue important?
Technology is changing all aspects of where we work, when we work, how we work, and what we use to work. This affects employees and work
processes in profound ways.

What did our Workplace Transformation Study find?

Most medium-sized Canadian businesses (50–999 employees) are underprepared. Our study found four distinct stages that these businesses fall into:

Skeptics

Beginners

Implementers

Leaders

Are unaware of, or uncertain
about, the level of workplace
transformation taking place
today. They don't understand
its advantages, and how far
they are falling behind
competitors.

Are just starting their
transformation journey and
learning more. They might be
building a road map and, in
some instances, readying to
implement one or more
foundational digital solutions.

Understand the need to
transform their workplace —
having developed a road map
with fixed integration timelines.
This group has already
implemented one or more
digital solutions.

Have integrated multiple digital
solutions and seen sustained
improvement in key metrics.
They enable work in any physical
or virtual location, prioritizing
automation and cloud-enabled
solutions to elevate collaboration
and processes.

Today’s reality: Investments in workplace transformation are delivering tangible results for Leaders and Implementers. Beginners and Skeptics are
getting left behind, and risk extinction in the digital era.

What does your business need to do?

First, understand the technology and processes your employees use today. Then, evaluate what employees need to drive success in a market growing more
competitive by the day. Empowering your workforce to be productive — anywhere, any time, on any device — will profoundly influence what your business
can achieve well into the next decade.
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Workplace Transformation Model
The TELUS Workplace Transformation Model was created to showcase
current realities across medium-sized businesses in Canada. A major
study involving 203 Canadian organizations, each with 50–999
employees, was conducted by IDC in the second half of 2018.
The results are significant. They provide four distinct stages of
workplace transformation, with a clear view to the steps each group
has taken or intends to take, and the related impact to a variety of
success metrics.
This InfoBrief was designed with your business in mind. As you review
it, consider where your organization sits based on the actions and
priorities you see mirrored in the transformation stages. If possible,
consider your competitors and their place in the model. Once you
have recognized your placement, this InfoBrief provides insights and
recommendations specific to your business, and a path to
advancement.

Workplace Transformation Model
Medium-Sized Canadian Business Distribution

34%
Pecentage of respondents

Why is this model significant?

28%
21%

17%

Skeptics

Beginners

Implementers

Leaders

Note: InfoBrief figures may not equal 100% in some cases due to rounding.
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The Pillars of Workplace Transformation
People
Shifting workforce demographics and emerging
technologies pose new challenges for organizations.
Where, when, and how employees are enabled to
complete work will directly influence a company's
ability to attract and retain top talent.

Process

Workplace
Transformation

With changes to where, when,
and how people work, businesses
need to ensure consistency,
efficiency, and agility in the way
work gets completed. Companies
must transform processes to
increase collaboration and automate
recurring tasks.

Technology
New technology has already altered how work gets
done. Collaboration tools, cloud computing, mobility,
physical and knowledge automation — all supported by
a secure, connected network foundation — have
changed how organizations improve productivity.
Businesses need to prepare for upcoming innovations that
will drive their competitive advantage (i.e., robotics, artificial
intelligence, 5G connectivity, and the Internet of Things).
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People

Workplace Transformation Pillar One
Why are people part of the equation?
44% of medium-sized Canadian businesses report having a skills shortage
today. Within the next two years, 50% of the Canadian workforce will be
millennials, and by 2025, 75% will be millennials. This group is more digitally
connected and possesses more devices than any generation before them.
Having the right technology and governance for the evolving collaboration
needs of all generations in the workforce ensures your organization is
equipped to move quicker than competitors.

In an era when customer demand can change overnight, talented
employees have never been more sought-after. Exceptional employees
choose companies that provide the greatest opportunity to overachieve,
which means being enabled anywhere, any time, on any device, with
like-minded colleagues.

Key Study Findings
When it comes to making investments to deal with workplace issues,
Beginners prioritize their choices to focus on improving employee
productivity and improving the customer's experience.
A higher proportion of Implementers invest in the same two areas that
Beginners prioritize, but they also spread their bets by acquiring technologies
that automate key processes and better track work processes. As Peter
Drucker famously said, "You can't manage what you can't measure."

Leaders continue investing in those factors that Beginners and
Implementers have prioritized, and in IDC's survey, 100% of the Leaders
choose to continue investing. They double down by investing in
technologies that automate key processes, increase the availability of
employees and monitor work processes — selecting tools that boost
productivity wherever employees are, whenever opportunity strikes.

Powerful finding: Our research shows that there is no correlation between the age or tenure
of a company's employees and their ability to embrace digital solutions. The breakdown in
employee age, by decade, was equivalent between Skeptics, Beginners, Implementers, and
Leaders. This indicates that a business' ability to accelerate workplace transformation lives
and dies with management. It should not be blamed on the belief that a given business'
employees won't be able to embrace digital tools. Your employees stand just as great a
chance of succeeding with digital tools as the employees in any other company.

EMEA44940219

49% of medium-sized businesses expect
extensive or very extensive change in the
age and experience of their workforce over
the next three years, but only 31% reported
being very prepared for this wave.
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People

Conquering the Skills Gap
Organizations that are larger, younger or have multiple locations
were found to be furthest ahead in addressing a growing skills
gap in the workforce. They rely on a combination of
collaboration tools, cloud computing technology, cloud-enabled
networks, automation and infrastructure management
outsourcing to increase employee productivity and drive
leading-edge innovation. The tools that employees need to
succeed will keep evolving during their tenure at your company
— Leaders invest in their employees through technology.

Those furthest
ahead in addressing a
skills gap rely on a
combination of
collaboration tools, cloud
computing, cloud-enabled
networks, automation and
one or more
partner-managed
solutions

Leaders recognize the power of flexible work. With sound
governance in place, each investment in technology should
accelerate productivity. The ability to make work an activity
rather than a place creates value for organizations, their
employees, and ultimately their customers. Review your team
dynamics to determine whether you can empower your
workforce to operate effectively using modern collaborative
tools across flexible environments, inside and outside the office.
This should increase business effectiveness and work-life
balance, while reducing real-estate costs, commuting headaches
and other time-wasters.
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People

Change and Preparation
The saying "luck is what happens when preparation meets
opportunity" is deeply relevant to workplace transformation. Leaders
and Implementers anticipate demographic shifts and invest before
evolution occurs, in order to ride the wave of change rather than get
flooded by it. Skeptics are more likely to choose quick solutions that
solve single problems. Choosing solutions in this manner often fails to
solve the larger connectivity and collaboration needs of Skeptic
organizations, resulting in a rolling pattern of quick fixes that
underdeliver when jammed into a dissimilar ecosystem, weakening
the workforce's ability to innovate, which drives talent to the exits.
Another notable difference between those furthest ahead and those
furthest behind in their workplace transformation is the way they
address a perceived skills gap. Skeptics rely on training and hiring to
overcome this gap (cycle-based), while Leaders rely on technology,
core business processes, and automation to overcome this gap
(capability-based).

How much change does your organization anticipate in the age
and experience of its workforce over the next three years?
68%
58%
38%
24%
9%

33%

16%
1% 0%

Not sure, no or
very little change

53%

51%

Beginners

10%

9%

Some
change

Skeptics

30%

0% 0%
Extensive
change

Implementers
Leaders

Very extensive
change

How prepared is your organization for anticipated age and
experience changes in its workforce over the next three years?
77%

74%75%71%

The graphs to the right show that most Leaders have already
anticipated a very extensive shift toward younger employees needing
integrated, location-agnostic technology. They report being prepared for
very extensive change at a rate three times greater than Implementers
and more than six times greater than Beginners and Skeptics.

Skeptics

15% 12%

23%
3% 0%

Not at all
prepared

Somewhat
prepared

26%
12% 12%

Beginners
Implementers
Leaders

Very
prepared

Skeptics rely on training and hiring to overcome a skills gap (cycle-based), while Leaders rely on
technology, core business processes and automation to overcome a skills gap (capability-based).

EMEA44940219

sponsored by:

I 8

An IDC InfoBrief I Workplace Transformation Study: Aligning People, Process and Technology in the Digital Era

People

The Merits of Managed and Professional Services
No organization is an expert at everything. Relying on highly
skilled consultants to advise, design or manage workplace
solutions can be a faster, cheaper and more thorough option
than completing every solution-related task in-house. Leaders
and Implementers hire professional services companies for
this reason.

People Work With Experts
Q. In which areas are you making major investments to improve
how employees in the organization work?

70%

Your leadership team should assess which functions add value
when done by internal resources and which are better supported
externally through IT outsourcing. Entrusting commodity tasks
under a service level agreement to an external partner frees
skilled employees to focus on core projects that differentiate
your business. 35% of Leaders count on third-party companies to
manage more than half of their IT operations, while
Implementers, Beginners, and Skeptics trail. With only 31% of
Canadian businesses reporting that their IT, telecom, and
network infrastructure is very prepared for change, combined
with a mounting skills gap, the question must be asked — how
much more successful would your business be if it extended one
or multiple processes to a partner?

63%

52%
35%

32%

33%

21%

IT professional
services
IT management
services or
IT outsourcing

9%
Skeptics

Beginners

Implementers

Leaders

35% of Leaders count on third-party companies to manage more than half of their
IT operations, while Implementers, Beginners, and Skeptics trail.
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People

Taggart Case Study in Action
Construction is not known for its fast adoption of digital technology, but no industry is immune from workplace transformation. The Taggart Group of Companies,
with five subsidiaries and 500 employees, is embracing new mobility solutions to increase the efficiency of its workforce and accelerate project delivery.
As Taggart Group grows, so do its challenges. When the business was
smaller, the company's president had time to visit every job site and
speak directly to the foreman about their progress. Given Taggart's
growth, that is no longer feasible. Taggart is being pushed to move data
from the field to senior management in a more timely, consistent manner.
Its head office also needed ways to share information, creating a dialogue
with its dispersed workforce.
Ivo Mokros, Taggart Group's CIO, was tasked with finding a solution that
made sense for his workforce. "Most of our employees are in the field.
They're building a house, they're operating heavy equipment or they're
digging a hole. Getting information to and from our staff was a challenge.
Even something as simple as time sheets had the foreman filling out
details on a piece of paper, hopping in a truck and driving to head office
— hand-delivering it to payroll to ensure employees would get paid," said
Mokros. The slow, manual movement of information was negatively
impacting the company's ability to make quick decisions. "Management
didn't have daily production numbers. We would only know what our
production looked like on a weekly basis, at best. We wouldn't know how
many metres of pipe had been installed on a real-time basis. Everything
was known after-the-fact. Accounting could only tell us if we made or
lost money after the job was completed. That's the kind of
information that we need to gather in the field and get out
to everybody else. Mobility is a huge piece of solving
that," he said.

Why was your mobility solution so important? "Getting mobility into the
hands of our workforce was the first step for us. Head office began
engaging with our crews because we can now communicate with them.
We email and text back and forth. We are now getting real-time updates
on every project. Head office sees photos of safety issues or equipment
that has broken down — which is then forwarded to our mechanics, who
now have lead time on ordering parts to fix the issue before the
equipment arrives for repair. All that communication is happening, and
that's made a huge difference."
What is Taggart Group planning next in its workplace transformation?
"As Taggart Group moves from being a 100% paper-based company to a
technology-based firm, we've deployed smartphones to staff and put
tablets in the field. As mobile devices get into everyone's hands, we hear
'Oh, wouldn't it be cool if we could do this’, to which management
reviews and, if beneficial, IT implements. Requests to automate our
processes are coming in fast now, from integrating localized weather
forecasts into work schedules, to geo-tracking assets against production
metrics. We're definitely on a growth path, and technology is driving our
revenues and our cost cutting. It is going to transform the company and
everybody from the CEO down knows that this is transformative."

Most of our employees are in the field. They're building
a house, they're operating heavy equipment or they're digging a
hole. Getting information to and from our staff was a challenge.
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Process

Workplace Transformation Pillar Two
Why is process part of the equation?
Work is no longer limited to a physical location, nor to strictly defined times
of the day — it's an activity that can be performed anywhere, from any
device, at any time. Inspiring your employees to embrace change is a major
factor in how successful your workplace transformation will be.

Your management team must play a pivotal role in defining usage principles
— finding an appropriate balance which serves the business while offering
employees flexibility and trust.
Superior processes don't invent themselves. Piloting different use cases
across teams who are eager to experience a redefined workplace will
provide evidence of the right balance, to serve as your guideline when
embarking on a wider implementation.

Governance and company standards concerning digital solutions and
flexible workspaces will determine how your organization drives agility,
efficiency and job satisfaction.

Key Study Findings
Medium-sized Canadian businesses are currently making their three
largest investments in automating key processes (72%), increasing the
availability of employees (70%) and reducing their physical footprint
(69%). These all rely on improving processes to streamline how, where
and when employees are enabled to work. 38% of Skeptics, 53% of
Beginners, 78% of Implementers, and 98% of Leaders are actively
making investments or upgrades in these areas today.

Leaders and Implementers reported that providing unrestricted
technology and a flexible workplace were strongly correlated to their
ability to attract and retain top talent.

72% of organizations have adopted or are in the process of adopting
physical collaborative areas within their workplace. 59% of organizations
have adopted or are in the process of adopting flexible office furniture to
encourage employees to re-form the environment they work in, to better
suit evolving technology and meeting styles. 59% of organizations have
rolled out or are in the process of rolling out a work from home policy,
while 24% are researching its value.

EMEA44940219

Medium-sized Canadian businesses are
currently making their three largest
investments in automating key
processes (72%), increasing the
availability of employees (70%) and
reducing their physical footprint (69%).
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Process

The Impact of Physical Automation
While less than 20% of medium-sized Canadian businesses have adopted
physical automation solutions like fleet management, asset management,
digital sensors, smart buildings, self-serve checkouts, smart meters and
other interconnected computing devices, the Internet of Things (IoT)
stands to be a key differentiator between those furthest ahead and those
furthest behind in their workplace transformation. Over 50% of Skeptics
have zero intention of investing in physical automation, while 53% of
Leaders have already adopted at least one physical automation solution.
Businesses with zero intention of considering how physical automation can
improve their processes are about to be left in the dust. Physical
automation has been adopted, or is currently in the process of being
adopted, by 56% of all medium-sized Canadian organizations.
Physical automation is being adopted with business processes in mind. 48%
of organizations that have adopted physical automation did so to improve
employee productivity, and 26% did so to improve quality and accuracy in
their employees' work. As business processes become fully intertwined with
internet connectivity, the ability to monitor asset data in real time will offer
significant value to every industry.

Has your organization made investments in PHYSICAL
automation to address the evolution of the workplace?

17%
No
Intentions

39%

27%

17%

Researching/
Considering

In
Progress

Adopted

Has your organization made investments in PHYSICAL
automation to address the evolution of the workplace?
59%

57%
40%
34%
28%

19%
4%
No
Intentions

2%

35%

54%

42%
Skeptics
Beginners

2%
Researching/
Considering

6%

0%
In
Progress

5%

12%

Implementers
Leaders

Adopted

Physical automation has been adopted, or is currently in the process of being adopted, by
56% of all medium-sized Canadian organizations.
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Process

The Impact of Knowledge Automation
46% of medium-sized Canadian businesses have adopted knowledge
automation solutions in some form, such as chatbots for customer
support, decision assistants for health diagnosis and treatment,
application processing portals, inventory analysis programs, cloud
computing, and more.

Which of these KNOWLEDGE-BASED automation investments
has your organization made or planned to make to address the
evolution of the workplace?

67%
%
56% 58

Knowledge automation is being adopted by businesses seeking to
improve processes between employees, and processes between
employees and customers. 30% of businesses have already adopted
support systems that serve their internal users and 21% have already
adopted support systems that improve customer experience.
Management views these tools as a way to get more done with
fewer errors.
While 88% of Canadian businesses felt security for physical
automation should be a priority, only 78% felt security for knowledge
automation should be a priority. This means over one-fifth of
Canadian businesses would not prioritize protecting data stored in
cloud and managed IT systems, which is very concerning given the
explosion in device usage and related exposure to network and
application intrusion.
The divide in knowledge automation between those furthest ahead
in their workplace transformation and those furthest behind is
substantial. Only 6% of Skeptics have made one or more investments
in knowledge automation, while 67% of Leaders have already
adopted at least one knowledge automation solution.

EMEA44940219

32%

25%

14 %
6% 3% 3%

2%

Skeptics

Beginners

20%

5%
Implementers

Leaders

Internal support systems - e.g., IT helpdesk bots
Industry-specific decision assistants – e.g., clinical decisions in health, anti-money-laundering in banking
Sales and support automation – e.g., customer service chatbots

30% of businesses have already adopted
support systems that serve their internal users
and 21% have already adopted support systems
that improve customer experience.
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Process

Why a Strong IT Backbone is Essential
Leaders have already invested in upgrading their IT, network,
and mobile infrastructure to ensure new digital solutions can
be fully supported. Beginners and Skeptics must move quickly
to catch up, given the limited digital solutions their legacy
infrastructure can support.
Looking ahead, Canadian businesses need to prepare for
lightning-fast connection speeds created by the arrival of 5G
mobile networks. 5G is anticipated to deliver messages in
under 1 millisecond (ms), compared with 50–70ms on the
current 4G network. 5G should offer download speeds of at
least 2 gigabits (Gb) per second, with peak speeds of 20Gb per
second, while current 4G networks, at best, move at half that
speed. If you will be able to download a high-resolution movie
in two seconds, what could your business do with that
capability? Ubiquitous IoT devices in concert with 5G networks
are primed to change the world. Has your business planned its
strategic evolution to gain the greatest advantage possible
when these new networks launch?

How prepared is your IT, telecom, and networking infrastructure
to handle technology that improves how its employees work?

56 %

58%

53%
41%

37%

43%
35%

26%

Somewhat prepared

14%

12%
6%
Skeptics

Not at all or
not very prepared

7%
Beginners

4%

7%
1%

0%

Implementers

Prepared
Very prepared

Leaders

If you will be able to download a movie in two seconds on the 5G mobile network,
what could your business do with that capability?
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Process

Ciment Québec Inc. Case Study in Action
Cement is more than mixing finely ground sand and rock together. Technology is a little known but critical ingredient to the recipe. The 700-plus employees of
Ciment Québec Inc. (CQI) manufacture and distribute various cement types across Quebec, Atlantic Canada, Ontario, and the U.S.
What was the challenge? As Francois Proulx, CQI's VP of Finance, says,
"Sustaining profit margins in a commoditized sector is the key challenge for
concrete manufacturers. CQI needed to lower their production, manufacturing,
administrative, and distribution costs — all at the same time. As the industry is
largely unionized, which hardens pay and benefits agreements, any
improvement in employee productivity requires optimizing processes."
How did CQI respond? Over the past four years, CQI made a far-reaching shift
toward using digital solutions to lower operating costs while dramatically
improving its customer experience. Management's decision to focus on core
competencies and process automation where possible meant investing in
technology solutions, including the adoption of TELUS IP phone services,
managed internet, and managed IT solutions such as networking and hosting.
The IT team opted to migrate email to TELUS' Rimouski datacentre. As Proulx
says, "CQI employees don't notice any change, their only concern is that their
email works in the morning." Meanwhile, CQI gets the benefit of improved
security and business continuity, maintains service levels and gains the benefit
of focusing IT on projects that matter.
How did CQI lower operating costs? Embracing a digital mindset means
looking past superficial answers. CQI's accounts payable team asked for a new
folding machine to print, cut and send mailed invoices faster. After thinking
through the true nature of the problem, Proulx's team adopted digital invoicing
instead — massively improving the efficiency of this previously manual
task. CQI earned back the cost of its investment in code development
and IT expenses in the first month, between saving employees' time
and eliminating the operating expenses of physical mail.

How is CQI improving customer experience? After that experience, CQI realized
that its customers were looking for help as well. The firm launched a digital
platform for its clients. Contract delivery, status reports, delivery checks and
invoices are now updated in near real-time, saving on paperwork and
administration handling, while reducing errors, manual labour, and filing costs.
Implementing this process innovation lowered operating costs, while making
orders and deliveries simpler and faster for customers. Finding points of
differentiation in a commodity business is hard, but digital tools provide an answer.
What is CQI planning next in its workplace transformation? The digital
platform will be the bedrock of CQI's future business processes. As Proulx
says, "The entire payables system — order-to-pay — will be automated. Once
the order is received, the process is 100% optimized and transformed. The
order, invoicing, payment and accounting will be done automatically." The
distribution process will stretch beyond the platform, and include the Internet
of Things technology. "Through truck fleet management, tracking and
dispatch software, clients will be able to see the status of their order in real
time, the same way they would track a FedEx package." CQI's digital
transformation has already led to substantial savings, and appears to be the
catalyst for future growth, says Proulx. "People realized how fast technology
could move us forward. When submitting a technology project today, it is no
longer a question of budget. We quickly calculate the payback and, if positive,
it gets approved without hesitation."

CQI earned back the cost of its investment in code development
and IT expenses in the first month, between saving employees'
time and eliminating the operating expenses of physical mail.
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Technology

Workplace Transformation Pillar Three
Why is technology part of the equation?
Thanks to technology, work is no longer something done in one place, in a
single window of time. Companies that empower their employees to be
productive anywhere, any time, on any device, stand to eclipse their peers in
the digital era.

Hand in hand with people and process, the technologies put in place
profoundly influence what your business is capable of achieving. When your
workforce is provided with collaboration technology — running over a
robust and secure network, with the furthest reaches of each employee,
device, and database safeguarded — it is given its best chance to succeed.

Key Study Findings
Almost three-quarters of medium-sized Canadian businesses are actively
considering, in the process of adopting, or have already adopted unified
communication tools. Combining email, IM, presence, voice, video and
screen share solutions under a single IP-based platform enables better
and richer employee collaboration anywhere, on any device.
22% of Canadian businesses have not adopted any digital
communication, collaboration, smart monitoring, or building automation
systems. They are not harnessing the latest technology to optimize
employee productivity – yet. This is changing fast.

The results are tangible: companies that have recently made major
investments in new or existing technology are more likely to continue
investing to drive continued success — they have experienced a spike in
results and understand the value in continuous adoption or upgrades.
Leaders are the group most likely to have made a recent major
investment in new or existing systems, and the group most likely to be
preparing to make their next major investment.

There is a significant divide in the adoption rate of next-gen technology
(cloud, unified communications, IoT and mobility) between Leaders
and Skeptics. The gap continues to widen and threaten all companies
left behind.

EMEA44940219

22% of Canadian businesses have not
adopted any digital communication,
collaboration, smart monitoring, or
building automation systems. They are
not harnessing the latest technology to
optimize employee productivity – yet.
This is changing fast.
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Technology

Embracing Anywhere Collaboration
Workplace transformation isn't just inevitable — it's already well underway.
Adoption across all businesses is growing fast. 42% indicated they were making
investments in VoIP phones, 38% in cloud-based productivity suites, 37% in
unified communication systems, and 34% in connected workforce solutions.
That said, it should be concerning how wide the gap is in planning and
adopting digital solutions across organizations in Canada. Leaders have adopted
collaboration technology at a greater rate than other groups and plan to continue
investing — expanding their workplace advantage.

Unified communications are cost-effective tools
that help workers get tasks done faster, scale quickly
to meet the needs of growing businesses, and require
less maintenance by IT teams. 37% of businesses are
making investments in these solutions.

What makes unified communication and collaboration technology so compelling? They are cost-effective tools that help workers get tasks done
faster, scale quickly to meet the needs of growing businesses, and require less maintenance by IT teams.
Which collaborative investments has your organization made to address the evolution of the workplace?

60%

53%

52%
35%

25%
16%
6%
Cloud-based phone
systems
– e.g., VoIP phones

21%

41%

Unified communication
systems to enhance
workplace collaboration
– e.g., IM clients with
presence, conferencing

44%
35%

33%

26%

12%

33%
21%

21%
6%

Videoconferencing or
telepresence systems

58%

58%

56%

Entirely cloud-based
productivity suites
– e.g., Office 365, G Suite

EMEA44940219

3%

Beginners

11%

Smart buildings
– including smart IDs,
elevators, HVAC systems,
and physical security

Skeptics

Implementers

0%

Leaders

Smart systems connecting
workers and equipment
– fleet telemetry, lone
worker safety, remote asset
monitoring
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Technology

The Influence of IT and Network Investments
Your network and mobile infrastructure is the invisible backbone that supports most of your workers today. From advertising agencies to construction
sites, and factories to retail locations, employees cannot function without IT powering their next action. When that slows down? So does your business.

54%
46%

50% of medium-sized Canadian businesses are
making investments or upgrades to their
technology systems today.

50%
45%

in network
infrastructure
in data and
analytics

in mobile device
management
in on-premise
infrastructure

50%
41%

in cloud
computing
in
AR/VR

Just under 30% of medium-sized Canadian businesses are in the process of minor upgrades

Technology Investment Comparison

Q. What IT and network investments will be made to improve how employees
in the organization work?

86%
62%

24%

37%
26%

59%

30%
18 %

Mobile device
management

Mobile apps for core
business systems

37%

Cloud computing
infrastructure

12%

EMEA44940219

On-premise
infrastructure

70 %

48%
28%

28%
9%

Data and
analytics

79%

55%

49 %

35%

6%
Cloud-enabled
network management

81%

79%

59%

57%

37%

91 %

86%

84%

43%
24%

15 %

28%

Skeptics
Beginners
Implementers
Leaders

Faster/more robust
networks

AR/VR
systems
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Technology

Securing Employees, Customers, Applications, and Data
The increasing adoption of IP-connected solutions and their use
across any physical or virtual location makes investing in security
resiliency essential, to protect a growing number of network
endpoints from intrusion. Your digital solutions are the central
nervous system of your business — if they succumb to an attack,
everything stops.

Organizations prioritize security when evaluating automation systems
Q. How important is security as a priority when evaluating these systems?
– % listing top priority on five-point scale

53 %

As cyberattacks and breaches affecting Canadian businesses rise in
number and severity, organizations are moving toward a holistic
approach to securing their assets. A growing number are turning to
a consulting or managed partner to ensure they have an expert,
consistent, proactive approach — one which includes employee
education, regular testing and 24/7 monitoring.
As Canada prepares for a rapid rise in physical and knowledge
automation solutions, it's surprising to see the low importance many
companies are placing on securing these solutions. Canadian
businesses need to elevate cybersecurity to a board-level priority.

26%
16%

35%

Skeptics
Beginners
Implementers

9%

Physical automation

Leaders

Knowledge automation

Organizations are investing in security consulting and managed security
Q. In which of these areas are you planning to make major investments to handle the
technology initiatives required to improve how employees in the organization work?

70%

63%

52%

When it comes to using external expertise to secure their operations,
the majority of Leaders plan to invest in consulting and
management. In contrast, only a minority of Skeptics, Beginners, and
Implementers are going to take advantage of the proficiency of
cybersecurity specialists.
Canadian businesses must dedicate adequate resources and time to
securing all they do. Their survival depends on it.

19%

18%

49%

35%

32% 33%

21%
9%
IT professional
services

Managed
IT

58%
35%
21%

56%

46%
39%
32%

Beginners
Implementers

12%

Security
consulting

Skeptics

Leaders

Managed
security

59% of Canadian businesses are moving toward a trusted
partner to assist in securing their assets.
EMEA44940219
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Technology

National Energy Equipment Case Study in Action
Distribution firms seamlessly work behind the scenes to ensure the success of their customers — providing equipment, support and integrated services. National
Energy Equipment has 15 locations across Canada, with over 400 employees doing everything from setting up and servicing gas stations, to distributing HVAC
equipment, to bulk plant automation that blends fuels for major transportation companies.
How does National Energy undertake complex tasks in unpredictable environments? The energy distribution sector requires your employees to be on customers'
premises, but National Energy's long list of clients stretches from coast to coast to coast. As a result, it invests heavily in enabling employees to do more, wherever
business takes them. Lloyd Shearer, National Energy's Director of IT, explains how its workforce has embraced mobile solutions and related digital processes as a
means to get tasks done faster — no small feat when you're working in situations where weather and connectivity can be unpredictable.
National Energy's staff are in-sync with how their jobs are evolving with technology
— they actively seek further certifications, developing new skills to ensure they are
fully qualified for the needs of their field service calls. As Shearer says, "They almost
have to be an IT person. They're all using Cat 5 and 6 Ethernet cables out to the
pumps. They need network training now, whereas five years ago, they didn't."
Mobility is a business imperative. Responding to service calls within contractual time
windows is crucial to National Energy and its clients. If a pump is down at a gas
station on Highway 401, the clock is ticking. Mobile communications to field
employees from the service desk, and vice versa, make a meaningful difference. To
support collaboration anywhere, National Energy partners with TELUS to extend its
corporate WLAN to 140 service vehicles on the road and invests in smartphones for
field employees, ensuring connectivity across Canada.

Connectivity saves money. Installing chip-and-pin credit card systems at gas stations
requires connectivity during the authorization process to ensure that it hasn't been
tampered with. These $3,500 devices are permanently disabled if the line drops
during the authorization process. National Energy's adoption of TELUS' session
initiation protocol (SIP) solution enables consistent, highly reliable communication for
employees, saving thousands of dollars a year in lost mechanisms.
Regulatory reforms have driven the automation of propane handling. Tanks are
connected and monitored through SIM cards, turning each unit into an IoT device on
the TELUS mobile network, complete with barcodes for easy, low effort scanning and
inventory management.

What challenges is National Energy encountering in its transformation? Service managers recognize that IT and network training is needed across all divisions. The
rise of smart home technology, such as Amazon's Alexa, is pushing National Energy's consumer fireplace division to consider how its technology will coexist with
household appliances and consumer technology platforms. Field technicians, once hired purely for gasoline distribution, are now acting as network technicians in order
to do their job at stations, tanks, or distribution and bulk plant automation centres. As National Energy continues to adopt new solutions, the company is training its
employees to do their part in the connected evolution ahead.
How is National Energy planning to continue its workplace transformation? National Energy's management and employees are united in their appreciation for
integrating technology into the workplace. As Shearer says, "Every single thing that happens regarding the future now involves the IT department." The future of
energy distribution will be powered by
technology, and employees' ability to utilize it.

National Energy extends its corporate WLAN to 140 service vehicles on the road and
invests in smartphones for field employees, ensuring their connectivity across Canada.
EMEA44940219
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Workplace Transformation – Next Steps for Skeptics and Beginners
Next Steps

1Skeptics

2

Beginners

People

Process

Technology

It's conclusive – there is no
correlation between the age or
tenure of a company's employees
and their ability to embrace
workplace transformation.
Leadership teams must consider
how new technology and
processes attract top talent, who
then drive your business forward.

Companies embracing digital workplace solutions
and evangelizing behaviour supporting anywhere,
any time, any device productivity are best prepared
to compete in the digital era.

Provide your employees with mobile
devices (smartphones, tablets, laptops)
that enable productivity wherever and
whenever opportunity strikes.

Creating collaboration areas within the workplace
gives employees the ability to form and re-form
environments to suit the collaboration needs of
each project.

Adopting collaboration tools is a
strong first step toward increasing
the availability and ability of your
workforce to innovate – anywhere,
any time, using any device.

As workers go mobile, your IT department needs to
manage and secure their phones remotely in real
time by investing in mobile device management.

Travel is expensive and email fails to
capture key nuances. Investing in a
quality videoconferencing/telepresence
solution is a means to cost-effectively
bridge that gap.

To improve employee productivity and customer experience,
your business should consider
automating key processes,
ensuring its workers spend less
time on repeated tasks and more
time innovating.

Your network supports most of your workforce. Ensure
you have fast, robust, secure network technology to
power your employees and avoid downtime. Consider
the advantages of a cloud-managed network to
automate, simplify, and secure all your business does.

The skills gap is being closed by
firms that recognize that work –
in many but not all industries and
jobs – is no longer tied to a
specific place or time. Assess
what mix works best for each
team, then trial and refine with
an eye to meaningful KPIs.

The benefits of investments in data and analytics
should be accessible across all roles and departments
in your organization via physical and knowledge-based
automation systems, not held as an oracle for CFOs.

Combining IP communication channels
– including email, instant messaging,
voice, video, screen share and presence
technology (i.e., unified communications)
– will help your business streamline and
increase collaboration.

Build a roadmap that regularly assesses and plans
improvements to your company's IT and connectivity
backbone, to keep pace as next-gen technology
emerges and requires compatible infrastructure to
support it. This will pay dividends toward efficiency
and employee job satisfaction.
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Workplace Transformation – Next Steps for Implementers and Leaders
Next Steps

People

Process

3
Implementers

Your business is in a position to
identify where employees are
adept at driving innovation, where
they aren't, and where tasks
consume precious employee time
better spent driving core business
projects forward. Choosing a
trusted partner to provide
professional services
consulting/managed services
ensures solutions requiring niche
expertise or regular monitoring
are handled by a partner, which
increases employee availability
and productivity.

Migrating to cloud computing infrastructure drives
increased agility, collaboration and cost savings. To
store, manage and process data in real time, more
Canadian businesses are turning to the cloud.

4

An early sign of a skills gap is
difficulty hiring for niche talents.
Consider indirect crowdsourcing
platforms (TopCoder,
Innocentive, Kaggle, etc.) to
accelerate product development
timelines, and online talent
platforms (Amazon's Mechanical
Turk, UberEats, etc.) to alter your
workforce approach.

Harnessing IoT and physical automation helps your
business monitor and manage assets in real time.
Investigate connected solutions to improve processes,
reduce costs and delight your customers.

Leaders

With an influx in device usage, each additional
connection to your network and applications
makes your company more susceptible to attack.
Given security is likely not your company's core
competency, consider cybersecurity consulting
and/or a managed security partner.

Augmented and virtual reality is no longer limited to
consumer gaming products. Leading businesses are
applying AR/VR to real-world problems, like using
HoloLens to display schematics for field service workers
so they can work hands-free. Consider how AR/VR
technology will improve the quality and accuracy of
certain functions.
Streamlining tasks in real time adds value to employee
work. Consider knowledge-based automation, including
industry-specific decision assistants, internal support
systems, and sales and support automation.

EMEA44940219

Technology
Adopting a cloud-based productivity
suite like G Suite allows access, sharing
and collaboration on project files in real
time. This solution scales for growing
workforces with strong security around
intellectual work and data.
Adopting cloud-based VoIP phones
enables workers to stay in contact from
the same phone number, wherever they
are. That's an opportunity to consolidate
customer-facing contact numbers,
ensuring better routing and call
efficiency, at a lower cost than traditional
phone lines.

Powering office buildings consumes more
than 33% of Canada's energy. Smart
building systems and related smart
automated systems create efficiencies
and provide a fast, tangible ROI. These
reduce a business' HVAC, lighting,
elevator, security, and other
system-related costs.
With the rise of IP-connected things, how
your business tracks, monitors and
manages its assets is critical to equipping
employees with real-time data and
delivering a better customer experience.
Consider asset monitoring solutions to
improve business operation planning and
reduce costs.
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Workplace Transformation – A Necessity for Sustained Growth
Technology and Process Investments Pay Dividends

When asked about the results of investments in technologies and processes to improve how employees work, medium-sized Canadian businesses
reported an 18%–31% surge in results. Customer satisfaction scores saw the highest gain, followed by development of new products and services, faster
time to market, and increased employee productivity.

Time Not on the Side of Have-Nots

The gap between Leaders and Skeptics is growing over time — in many industries, market share and profits are being concentrated by Leaders.
Early adoption of digital solutions and process governance has translated into increased
productivity and profitability. Owning a leadership position in all facets of innovation,
quality, and customer experience allows a business to control all competitive levers and
move entire industries forward.
Those furthest behind in their workplace transformation experience the opposite cycle,
leading to a reliance on price cuts to retain clients, or sacrifices in one area of the
business to save another area — diminishing morale and returns. The calibre of
employees remaining on a sinking ship further reduces any likelihood of a turnaround
in fortune.
Businesses can learn much from the investments Leaders have made and are
planning to make. Workplace transformation has created an opportunity for
exponential growth, and is forcing organizations to prioritize their attention, efforts,
and resources to it — without delay.
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Methodology

Survey Details

Maturity Model

Internet survey of 203 medium-sized Canadian organizations
(50–999 employees) in October 2018

The eight questions shown below were used to build the scale. IDC
equally weighted these questions.

All qualified respondents:

Questions included in the TELUS Workplace Transformation Model:

Influenced or had decision-making authority for the technology used by
employees in the organization
Had detailed knowledge of both the IT and telecommunication/networking
products and services used by the organization

Number of major investments made to address workplace priorities (G03)
Number of workplace investments made (A03)
Number of workplace tech investments made (A04)
Level of investment in physical automation (B01)

68% director or higher

Number of investments in knowledge-based automation (B04)

31% IT and 69% LOB

Number of talent sourcing solutions used (C09)

Industry demographics

Number of major tech infrastructure investments made (D02)

Size demographics

Number of major consulting/services investments planning to be made (D04)
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Message from the sponsor
Workplace transformation provides the greatest opportunity to enable a fast, agile business that
innovates faster than its competitors. By aligning people and processes with measured investments in
digital solutions, your organization is empowered to move at the speed of customer demand.
At TELUS, we are ready to help.
Over 10,000 Canadian medium-sized businesses trust TELUS to redefine their workplace, from initial
roadmap through planning, implementation, monitoring, and optimization.

Learn more about business transformation and the
technology required to redefine your workplace at

telus.com/workplaceredefined
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