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Executive summary
We’ve all read, and probably experienced firsthand, that technology has fundamentally 
altered how, when, and where we work as well as the tools we use to work.

With that in mind, what important steps should businesses take as they move towards 
transforming their workplaces? To answer that question, IDC spoke with medium-sized           
(50-999 employees) Canadian businesses about their experiences with and perspectives on 
workplace transformation. 

After surveying more than 200 medium-sized Canadian businesses, this is what was uncovered at the 
highest level:

• Generally, medium-sized businesses are under prepared to respond to the opportunities inherent with 
workplace transformation

• Workplace transformation is delivering results for businesses embracing it−those apprehensive or 
apathetic are at a real risk of getting left behind

The premise

The Workplace Transformation Model serves as the basis 
of the studies findings, discussion, and recommendations. 
The Model breaks down respondents’ transformation 
maturity into four key stages:

1. Skeptics: unaware or uncertain of the impacts and 
potential of workplace transformation

2. Beginners: starting out on their workplace 
transformation journey

3. Implementers: making progress on transforming      
their workplaces

4. Leaders: well down the path and charting tangible 
improvements

Note: InfoBrief figures may not equal 100% in some cases due to rounding.
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Using the model, you can determine the progress of your 
businesses’ transformation and explore areas you need 
to target in order to advance. The study stresses the 
importance of focusing three key pillars-people, process, 
and technology-to support a truly comprehensive 
workplace transformation:

• People: enabling employees to work when, how 

and where they want with innovative tools to help 

address the growing skills gap and attract and 

retain top talent, even amidst demographic shifts in                    

the workforce

• Process: supporting new ways of working with 

consistency, efficiency and automation

• Technology: understanding what’s available and 

applying innovation, in terms of collaboration, cloud, 

mobility and automation (i.e. AI, 5G and IoT)

The value for you

After reading the Workplace Transformation Study, you 
will be able to:

• Identify your stage of workplace transformation and 

associated opportunities, challenges and risks

• Compare yourself against your competition

• Get expert insights and recommendations based on 

your current stage of workplace transformation and 

desired progress

• Apply tangible advice to shape your path forward

C-level Insights: construction company 
embraces mobility

“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 at the executive level knows that this 
is transformative.”

Ivo Mokros, CIO, Taggart Group 



People

The reality: skills shortage and readiness for 
demographic change

Medium-sized Canadian businesses report that they: 

• Are experiencing a skills shortage today (44%)

• Expect extensive or very extensive changes in the age 

and experience of their workforce throughout the next 

three years (49%)

• Feel very prepared for this wave (31%)

The nature of investment: poised for response

• Beginners: improving employee productivity and 

customer experience

• Implementers: same areas of improvement as 

Beginners as well as automating key processes and 

tracking work processes more efficiently

• Leaders: extending investments to automating key 

processes, improving the availability of employees 

and monitoring work processes

Leaders are making investments that enable their 
businesses to not only transform the activity of work but 
to position their employees to respond-wherever they 
are, whenever opportunities arise.

What’s making the difference: anticipation and 
trusting experts

IDC found that Implementers and Leaders have 
anticipated the demographic shifts and have proactively 
invested so they can get ahead of the trends. 
Conversely, Skeptics and Beginners are making more 
reactive investments in point solutions that become 
disjointed and disconnected from a larger vision.

Those that are ahead of the trend understand the 
power of digital solutions and target capabilities, such 
as technology, business process, and automation, to 
address the looming skills gap. A significant percentage 
of Leaders (35%) also rely on third party expertise to 
manage more than half of IT operations.



Process

The reality: process changes must support     key 
investments 

Medium-sized Canadian businesses are actively making 
their largest investments or upgrades in:

• Automating key processes (72%)

• Increasing the availability of employees (70%)

• Reducing their physical footprint (69%)

The nature of investment: physical and 
knowledge automation

Physical automation investments focus on IoT-based 
capabilities, including fleet management, asset 
management, digital sensors, smart buildings, self-serve 
checkouts, and smart meters.

• Leaders: 53% have adopted at least one physical 

automation solution 

• Skeptics: 50% have no intention of investing in 

physical automation 

• 56% of respondents have adopted or are in the 

progress of adopting physical automation solutions 

targeting employee productivity and improving the 

quality and accuracy in employees’ work

Knowledge automation investments include chat bots 
for customer support, decision assistants for health 
diagnosis and treatment, application processing   
portals, inventory analysis programs, cloud computing, 
and more.

• 46% of respondents have adopted knowledge 

automation solutions in some form 

• 30% of respondents have already adopted support 

systems that serve their internal users 

• 21% of respondents have already adopted support 

systems that improve customer experience 

What’s making the difference: strong    
supporting foundations

Why do 58% of leaders indicate that they are very 
prepared for the technology that helps employees 
improve how they work? Their confidence comes from 
the investments that they’ve made in IT, network and 
mobile infrastructure. 

Coupled with IoT, 5G mobile networks (download speeds 
of at least 2 gigabits per second, with peak speeds of 
20 gigabits per second) are positioned to change how 
we transact, interact and respond. But preparation is 
critical to ensure your business can capitalize on these 
emerging opportunities. 

C-level insights: cement manufacturer 
adopts process automation

“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. Through truck fleet 
management and tracking, clients will 
be able to see the status of their order in 
real-time, the same way they would track a 
FedEx package. 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, gets 
approved without hesitation.”

Francois Proulx, VP of Finance, Ciment-

Quebec Inc.



Technology

The reality: technology empowers capability

Investment begets investment. Businesses that are 
adopting new technologies, strengthening their networks 
and amplifying security are seeing results. For example, 
almost 75% of medium-sized Canadian businesses are 
actively considering, are 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.

Investment drives results, which in turn, drives            
further investment.

The nature of investment: collaboration

Medium-sized Canadian businesses stated that they are 
investing in:

• VoIP phones (42%)

• Cloud-based productivity suites (38%) 

• Unified communication systems (37%) 

• Connected workforce solutions (34%)

These are all cost-effective tools that enable workers get 
tasks done faster, scale quickly to meet the needs of growing 
businesses and require less maintenance by IT teams.

What’s making the difference: IT and network 
investments, supported by security

Approximately 50% of medium-sized Canadian 
businesses report major investments or upgrades related 
to their technology systems, including:

• Network infrastructure (54%)

• Mobile device management (50%)

• Cloud computing (50%)

• Data and analytics (46%)

• On-premise infrastructure (45%)

• AR/VR (41%)

Just fewer than 30% of medium-sized Canadian 
businesses are in the process of minor upgrades.

IP-connected devices and the resulting increase in end-
points have made security vital. Leaders are realizing 
the value of third-party security expertise, with 58%  
investing in security consulting and 56% investing in 
managed security.



C-level insights: energy distribution 
firm adopts mobility and related     
digital processes

• Extended corporate WLAN to 140 service 

vehicles on the road and invests in   

smartphones for employees

• Implemented Session Initiation Protocol 

(SIP) for credit card systems to ensure 

reliable connections and completed 

transactions

• Enabled IoT for propane tanks to improve 

monitoring and inventory management

“Every single thing that happens regarding the 
future now involves the IT department.”

Lloyd Shearer, Director of IT, National Energy 

Conclusion

The bottom line: next steps for people, process, 
and technology investments

• Skeptics: start with collaboration-smartphones, video 

conferencing and telepresence

• Beginners: automate key processes and focus 

on network reliability and management with wider    

cloud adoption

• Implementers: embrace third-party expertise, 

address security with managed solutions and adopt 

cloud-based capabilities for productivity and voice

• Leaders: continue investing in advance capabilities, 

including IoT and physical automation, knowledge-

based automation, smart building systems and    

asset monitoring

It is clear that Leaders are best poised to move 
at the speed of customer demand. However, 
medium-sized Canadian businesses that are 
investing in workplace transformation are reporting 
an 18-31% increase in results, including customer 
satisfaction scores, development of new products 
and  services, faster time to market and increased 
employee productivity. 

Where are you in your workplace 
transformation? Are you a skeptic, 
beginner, implementer or leader? 
TELUS can help you identify where you 
are now and which solutions can best 
help you advance.

Visit telus.com/workplaceredefined 
to read the full report.
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