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Enterprise Instant Messaging and Presence Trends, 2006-2009

Report Focus

This report is focused on the North American market for instant messaging (IM)
and presence in the workplace. The report offers a detailed analysis of how and
why IM is used in the enterprise, the factors that are driving adoption of
enterprise IM and the applications for which presence will be used during the
next few years. The study discusses and analyzes the results of two Osterman
Research surveys conducted for this report. The report provides a complete
analysis of the North American market for IM and presence, including a three-
year forecast of IM penetration into organizations and demand among users.

Key Findings and Trends Discussed in this Report

e Osterman Research found in its semi-annual IM tracking survey that IM is
currently used by a mean of 35% of email users in the workplace today, but
that this figure is expected to increase to 47% by the first quarter of 2007 and
to 72% by year-end 2007.

e AOL Instant Messenger and MSN Messenger are the primary IM clients in use
by organizations, as measured by the number of organizations in which these
clients are used. Yahoo! Messenger is also widely used, followed by Microsoft
Windows Messenger and Lotus Sametime, the leading enterprise-grade IM
system used in the workplace.

o Twenty-five percent of organizations have seftled on one or more IM systems
as their corporate standard.

e Unfil recently, it was common for IM deployments to be initiated by
employees — a typical ‘deployment’ consisted of employees downloading a
copy of a popular IM client and using it for personal communications. During
the last 12 months, however, there has been a substantfial increase in IT-
initiated deployments of IM.

e Among organizations that use IM, the vast majority used consumer IM in 2002
and continue to do so foday. During the 2002-2006 tfimeframe, however, the
penetration of enterprise IM has continued to increase.

e M and Web conferencing will be the key technologies, in addition to email,
that will form the backbone of workplace communications capabilities
moving forward. This implies that presence will be a key driver for corporate
communications during the next few years, and that presence integration
intfo existing communications channels and applications will become
significantly more important than it is at present.
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e In 2006, a significantly greater percentage of organizations believe that IM
could likely or definitely help them in providing support to customers,
communicating with remote employees, reducing telephone expenses and
improving overall communications than has been the case in past Osterman
Research surveys.

e Preferences for traditional IM clients versus the zero-footfprint client model
vary widely depending on the audience for which the IM is intended.

e Two-thirds of organizations consider the potential for worms and related
threats to enter through their IM infrastructure as a concern or major concern.

e Organizations have a long list of desired IM management attributes that are
considered to be important or extremely important.  The top five attributes
focused on security, such as authentication, blocking unwanted traffic and
encryption, as well as control attributes that include infrastructure control and
the ability to enable or disable IM features.

e Many organizations are just beginning to grasp the need to develop IM
guidelines and policies for appropriate use of the technology. More than
one-half of the organizations surveyed for this report indicated that their
organization has no formal policy with regard to IM.

e There is a desire by almost two-thirds of organizations to deploy an enterprise-
grade solution provided that cost is not a significant factor in the decision
process. However, the number of organizations that prefer an enterprise-
grade IM capability drops from 65% to 43% percent when cost is faken into
consideration.

e Organizations place a high value on open standards when it comes to IM
technology.

e About one-half of organizations would prefer interoperability between IM
systems that is based on standards, but they are willing to accept federation
between IM networks as a substitute for standards-based interoperability as
an interim step.

e A majority of organizations admit not having a significant level of knowledge
about how to apply presence beyond IM applications. However, the level of
importance attributed to integrating presence into other applications is
gaining momentum as organizations look to the future.

e Wireless IM is of significant interest to a majority of organizations. The interest
level is growing from year to year with organizations expressing increasing
levels of interest in the use of wireless IM.
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About Osterman Research, Inc.

Osterman Research, Inc. provides market research, cost modeling,
benchmarking and related services to vendors of technology-based 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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