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Enterprise VoIP Market Trends, 2009-2012 
 
 

Report Focus 

This report focuses on the North American market for VoIP among organizations in the 
mid-sized (100-1,000 email users) and enterprise markets (>1,000 email users).  We have 
chosen to define organizational size based on the number of email users and not 
employees, since the former tends to be a more important determinant of technology 
choices for most organizations.  This document discusses the results of an in-depth market 
research program conducted specifically for this report.  It focuses on a major primary 
research survey of primarily messaging decision-makers in North American organizations. 

 

Key Findings and Trends Discussed in this Report 

 The Growing Importance of VoIP 
During the course of the year, we have seen the importance of VoIP implementations 
rise significantly and, based on our research, we expect VoIP’s importance to increase 
over the next 12 months.  At the same time, VoIP is viewed as more important than 
unified communications. 
 

 VoIP Adoption Continues to Grow 
As shown in the following figure, the proportion of VoIP users will continue to grow, 
from 28% of users in 2008 (up from 20% of users in 2007) to more than 50% in 2010.  
At the same, an even larger proportion of organizations report that they have deployed 
a VoIP system. 
 

 Cutbacks are Due to Hit the VoIP Industry in 2009 
While 40% of respondents indicated that their organization had budgeted for VoIP in 
2009, up from 31% in last year’s survey, the actual numbers spent per organization are 
going to be significantly lower.  This is not at all surprising given the current economic 
downturn and the need that many organizations are experiencing to focus only on the 
most critical expenditures. 
 

 Marketing Messages Address Technology and Business Arguments 
The decision to deploy VoIP continues to be primarily an IT decision involving IT 
management, CIOs and, increasingly, CFOs. 
 

 User Activity 
According to our research, respondents tend to place and receive about the same 
number of calls, with the difference being that twice as many tend to be local calls as 
they do long distance calls.  This translates into a 3,600 calls per site per day – 
assuming each employees places and receives 30 calls and there is a median of 1,200 
employees and a median of 10 locations.  This could translate into substantial cost 
savings, even for smaller organizations. 
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 Who’s Leading? 

Cisco continues to be viewed as the market leader in VoIP today, followed by Avaya 
and Nortel.  Skype was the highest-ranking service, beating out long-time enterprise 
providers like Verizon and AT&T.  Skype was also the most popular consumer VoIP 
service, cited by 50% of the respondents, followed by, MSN (11%) and Google Talk 
(13%).  Similarly, when it comes to connecting to network-based VoIP services, none is 
more desirable than Skype, cited by 42% of respondents. 
 

 The “Big Concerns” About Consumer VoIP Services 
The most common concern about consumer VoIP services was security (42%), 
followed by reliability/quality-of-service (QOS) at 14% and cost at 10%.  Connections 
to the public-switched telephone network (PSTN) were seen as an entrance 
requirement, which mirrors the high importance respondents placed on PSTN 
connections for VoIP systems. 
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About Osterman Research, Inc. 
Osterman Research, Inc. provides market research, cost modeling, benchmarking and 
related services to vendors of messaging and collaboration products and services. 
 
We help vendors, IT departments and other organizations make better decisions through 
the acquisition and application of relevant, accurate and timely data on markets, market 
trends, products and technologies. We also help vendors of technology-oriented products 
and services to understand the needs of their current and prospective customers. 
 
Part of what makes us unique is our market research panel:  a large and growing group of 
IT professionals and end-users around the world with whom we conduct our research 
surveys. This allows us to conduct surveys quickly and accurately. 
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