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The days of the workplace cubicle maze may be drawing to a 
close as enterprises come up with new ideas about ways to 
foster innovation, collaboration, and connectivity.  These 
ideas are driving new models for the workplace, shifting 
away from dedicated offices and cubicles where employees 
are tethered to fixed line phones and desktop computers, to 
a more open and flexible environment that relies heavily on 
mobility.  Collaboration tools such as chat and presence, 
video conferencing, and document sharing that allow 
employees to work from any location – be it an office, a 
home, a hotel room, or a coffee shop – are central elements 
to enable this shift.

Australian companies were early movers in investigating and 
adopting alternative work environments.  While one would 
expect to see next-generation workspaces in technology 
companies such as Apple, Google, or Facebook, in Australia, 
it’s the financial services companies that are being proactive 
in adopting these new models.  Macquarie Bank moved to a 

new model known as ‘activity-based working’ (ABW) in 
2008, and Commonwealth Bank of Australia followed in 
2011, moving approximately 6,200 staff to a flexible 
workspace.  In addition, National Australia Bank, Bankwest, 
Westpac, and Bank of Queensland have all undertaken 
workplace transformation efforts to move towards a more 
open work environment.

There is not a one-size-fits-all model for workplace 
transformation, and while a move to an open environment 
may work for some companies and their employees, others 
will find that a model that mixes the open plan with a 
traditional office configuration is required to accommodate 
business requirements.  The IT staff are tasked with 
ensuring that the necessary collaboration tools are in place 
to meet employee needs, but it’s the facility managers that 
must to be aware of how to provide the infrastructure to 
support this new model. 

Key Takeways

Enterprise efforts to foster innovation by shifting to new workspace models are driving 
the need for ubiquitous, easy-to-use collaboration tools.

There is no ‘one size fits all’ in workspace transformation; enterprises must consider 
business objectives, corporate culture, and workforce demographics in determining a 
transformation strategy.
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Perspective
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Voice over IP (VoIP) and unified communications (UC) 
services have been around for more than a decade, but 
have often failed to deliver on the promise of easy-to-use, 
integrated solutions that increase employee efficiency.  
Instead, VoIP and UC were often sold as point services to 
facilitate cost savings through, for example, reduced 
telephony costs in the case of VoIP or reduced travel costs 
through video conferencing.  But, digital transformation and 
evolving wireless technologies, along with sustainability 
initiatives, globalization, and changing workforce 
demographics, are driving enterprises to rethink the 
workplace, and an effective unified communications 
solution is critical to the success of these new models.  
Moving to a digital world means that it doesn’t matter where 
employees are located, enabling companies to recruit the 
talent they need from anywhere in the country or in the 
world.  Companies are allowing employees to work from 
home or work flexible hours to accommodate personal 
needs, and are using freelancers and contractors for special 
projects as well as long-term needs.  

Along with laptops, mobile devices, and wireless services to 
keep these employees connected, unified communications 
is a key enabler for these employees.  Capabilities such as 
call handling and routing options, chat and presence, and 
instant video calling mean that it’s irrelevant where an 
employee is located; popular collaboration applications such 
as Cisco Jabber and Skype for Business allow employees to 
communicate with each other and with clients from any 
location. 

Companies planning to build out new facilities or refit 
existing office space have the opportunity to redesign their 
space to promote team development and collaboration, add 
flexibility to support changing business and employee 
needs, and improve environmental performance.  
Regardless of whether a company is moving to a new 
location or refitting an existing facility, IT and facilities staff 
must identify not only what works best for the company, but 
the optimum model for each department within the 
company, and in some cases each individual within that 
department.

Facilities managers may see cost as the first benefit to 
these new workplace models, and cost savings from 
reduced space requirements and lower leasing costs, 
reduced energy costs, less furniture, and savings in terms 
of IT capital such as less cabling and endpoints due to 
wireless technology can be significant.  However, 
companies undergoing these transitions often note that 
while reduced costs are a plus, they really aren’t the main 
driver behind these transformations.  The main goal is 
improved employee satisfaction, leading to increased 
employee engagement which fosters productivity and 
collaboration, reduced turnover, and improvements to 
processes and ways of working.  None of these goals can be 
achieved without the infrastructure to support a mobile 
collaborative environment.

Companies can consider different levels of transformation 
based on business or departmental needs.  Some 
businesses may wish to retain dedicated workspaces, but 
can create open areas for collaboration and brainstorming.  
The fully open workspace concept with no dedicated 

Building for Technology Adoption

employee desks may engender increased productivity, 
collaboration, and creativity for some employees, but for 
others, it can be a den of interruptions and distractions.  
Small workspaces or designated quiet areas should be 
available for a single employee to plug in a laptop to focus 
on a task.  Huddle rooms and conference rooms outfitted 
with video conferencing systems provide space for small 
team discussions and larger group meetings.

Wireless-centric workspace models mean that facilities 
personnel are dealing with fewer headaches in terms of 
troubleshooting handset problems and sorting out phone 
closet wiring, but these are replaced by the need to work 
with IT and the company’s service provider to ensure that 
strong WiFi is available throughout the building for both 
guests and employees, negotiating with the building owner 
for roof access and placement of fixed wireless antennas, as 
well as troubleshooting video room problems and ensuring 
that docking stations, monitors, and other items at 
workspaces are functional.

Workplace Transformation Spurs UC Usage
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Transforming the workplace is not a just matter of elimina-
ting phones and breaking down office walls and cubicles; 
it’s a complex undertaking and an ongoing process.  
Companies need to evaluate their business culture and 
requirements to identify the best path forward.  While some 
may be able to move to a fully wireless open environment, 
others may find that find the nature of their business 
requires fixed workspaces rather than a transitory environ-
ment.

Workspace models such as activity-based working that 
emphasize open workspaces require ubiquitous wireless 
connectivity, mobility, and collaboration tools.  Employees 
must be able to communicate with each other and with 
clients easily to ensure productivity and to support innova-
tion, as well as to achieve the company’s objectives in 
undertaking a workplace transformation initiative.

Change Is Not Without Challenges



Benefit from others’ experience: facilities managers embarking on a workspace transformation 
should talk with their peers in companies that have completed a similar transition, or are in the midst 
of one. There will always be unexpected challenges in a transition, but understanding what others have 
learned will help to minimize problems and lead to a smoother implementation.  

Facilities managers will need to work with IT to understand the collaboration services that 
are being deployed and what is required from an infrastructure perspective.  Maintaining consistent 
high-quality WiFi connectivity to minimize, or ideally eliminate, the incidence of dropped calls and poor 
quality audio and video will be key to providing a strong collaboration experience. 
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Recommended Actions

When it comes to workspace transformation, companies must know their stakeholders.  
Everyone works differently, and may have different needs.  Before embarking on facilities redesign, 
companies should conduct comprehensive surveys across the workforce to understand what they 
need and how they work.  Taking this step will go a long way towards getting employee buy-in to the 
new workspace model and associated services, as well as ensuring that the company’s transformation 
strategy is on the right track.  

Companies should create a ‘test area’ that replicates the planned workspace environment, and have 
different groups of employees work from within this test area for several weeks.  These employees 
can give the company feedback on what works, and what doesn’t, before the full implementation is 
underway.  In addition, the test area provides the company with a way to educate employees on new 
features and services.  Helping employees feel familiar with the workspace when they move in will 
support a more successful implementation in the long term.
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