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Executive Summary

Web conferencing as a general-purpose business tool has undergone tremendous growth in
adoption and usage over the past few years. While many think of web conferencing as a large
enterprise application, in fact it has shown remarkable attractiveness to Small to Medium
Enterprise (SME) users as well. Citrix Online, a leading player in web conferencing services
with a particularly strong presence among Small to Medium Enterprise (SME) users, asked
Wainhouse Research to conduct an independent web survey to a portion of the Citrix
GoToMeeting Corporate customer base. The goal was to identify which applications and
underlying motivating factors are driving SME’s to use web conferencing, what SME users think
about the results they have achieved, and whether the technology has become essential for
conducting business. We received 1,562 valid responses, which provided us with an ample
opportunity to not only achieve the research goals, but also contrast the results between SME
and large enterprise populations. Highlights from the survey results follow in this Citrix Online -
sponsored white paper.

While there are some similarities in the applications and motivation for using web conferencing
between organizations of all sizes, this survey reveals there are also some key differences.
Specifically, SME’s have embraced web conferencing for their own set of reasons, most likely
driven by their unique set of circumstances — the need to achieve bottom-line results while
relying on a minimum of in-house resources. Smaller organizations also tend to be quicker in
adopting new ways of working then their large enterprise counterparts.

Specifically, the survey data reveals that SME’s have embraced the use of web conferencing to
the point where it has now become the medium of choice for conducting meetings, while large
enterprises prefer (or can still afford) to meet in-person. While both groups use the technology
to drive business processes, SME’s are much more aggressive in using on-line presentations
and demonstrations to drive revenue by facilitating meetings with customers and prospects —
again perhaps by necessity. The ability to include more people (reach), save travel costs / time,
and thus increase productivity are the major motivating factors for SME’s to use web
conferencing.

Web conferencing has become vital in this role, with 3/4 of SME’s reporting solid-to-dramatic
growth in usage. Customers are satisfied — over 2/3 of SME’s believe the technology delivers a
high-to-very-high return in value. When given the opportunity, several SME’s stated that web
conferencing has taken on such an important role in their organizations that they could no
longer conduct business without it.

The survey base believes the top factors to consider when choosing a supplier of web
conferencing technology are ease of use, reliability, support, a flat / low-cost pricing model, and
security. Overall ease of use and strong screen performance are top feature priorities.
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Introduction: Web Conferencing & SME’s

The ability to conduct effective virtual meetings using web conferencing has grown from a
technical novelty to a mature, widely deployed solution in less than a decade. The technology
has become scalable and reliable, attributes that when combined with the growth of the Internet,
now enable users to connect to virtually anyone, anywhere, anytime. While feature upgrades
have increased the information-sharing capabilities and the performance available to meeting
participants, user interfaces also must be continuously refined to meet the challenge of keeping
systems approachable and easy to use. Service providers such as Citrix GoToMeeting
Corporate, the sponsor of this paper, combine web conferencing technology, network infra-
structure, and support personnel to offer their customers a complete turnkey solution — without
the need for having (or consuming) IT resources. Bottom line: the effectiveness and economics
of web conferencing not only offer a convenient alternative to traditional in-person meetings, but
also apply to new meeting situations that only become possible by using a virtual medium.

A key aspect of web conferencing technology is that it can be adopted by organizations of all
sizes, especially when it is delivered as a service. While the applications of the technology
appear to be numerous and the benefits obvious, does its usage vary depending on the size of
the organization? By their very nature, small to medium enterprises (SME’s) are in a constant
battle to achieve bottom-line results using minimal in-house resources, and tend to be quicker in
adopting new ways of working then their large enterprise counterparts. They are an important
element in all economies; in the U.S. alone, 99.7% of U.S. businesses were SME’s in 2000.
They pay between 44% and 45% of the overall U.S. private payroll.> And they are responsible
for more job creation than any other sector of the marketplace.

Wainhouse Research conducted this on-line survey to assess how SME’s are using web
conferencing, and what SME users think about the results they have achieved. The survey
results that follow in this executive white paper quantitatively reveals precisely where, why, and
how web conferencing has woven itself into the day-to-day fabric of SME’s — and reveals some
major differences in the usage patterns SME’s exhibit compared to large enterprises.

Methodology and Survey Sample

The survey was conducted online by WR in May 2006. An impressive 1,562 valid survey
responses were received from an invitation sent to a population of Citrix GoToMeeting
Corporate users. For the purposes of this survey, an SME is defined as having 500 employees
or less. The Citrix Online user base turned out be comprised of a large humber of SME’s —
about 3/4's (76%) of the survey base fit the SME criteria. The respondent demographics
revealed that the largest group was from the computer industry (34%), in a sales/marketing
(27%) or IT management (17%) role, and were meeting initiators (76%) and presenters (70%).

1 US Small Business Association, www.sha.gov
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l. What is the current state of Web Conferencing in SME’s?

The following three survey question responses indicate the degree to which web conferencing
has become not only accepted by SME’s as an alternative to traditional meetings, but as an
enabling technology that can provide the solutions to other problems as well.

Web Conferencing has become the 100% % 2%
most popular way to conduct 90%
meetings for SME’s.

80% 31%

41%

Q: What percentage of your meetings over 70%
the past 6 months involved the following?

60% 20% 0O Videoconferencing
The SME respondents we surveyed have 50% O Web Conferencing
clearly embraced web conferencing. Its use 19% @ Audio Conferencing
in SME's has risen to the point that it has 0% 8 Inperson
become the medium most often used for 30%
meetings, and now accounts for over 2/5 of 16%
all meetings (41%). Unlike the case in large 20% sty
enterprises, web conferencing in SME’s has 10%
actually become more popular than meeting 05

in person (41% vs. 36%). Large SME

In addition to the more predictable improvements in business practices, over half
of SME’s use web conferencing to solve problems they could not solve before.

Q: How has web conferencing affected your  8o%

business practices? 72%
P 200 68%, 1 69% —

Almost 3/4 of SME’s use web conferencing to 61% 64%)
include participants who could not attend 60%+—
before (72%), and over 2/3 use it to enable

new meetings that could not be held 50% 2400 | | |m Replace in-person
previously (69%). Almost 2/3 (64%) use web —
conferencing to replace in-person meetings.
While large enterprise usage has followed a 5y, -

similar pattern, SME’s are stronger on a

55%

O Enable new mtngs

05— I
40% 0O Include participants

O Solve problems

more advanced metric: Well over half of 20% -
SME'’s (56%) use web conferencing to solve
problems they could not solve before. 10% —

0%

Large SME
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Three-quarters of survey respondents report solid- - 1% Less
to-dramatic growth in their usage of web
conferencing.

5% Same

Q: In the last year have you increased your use of web
conferencing?

46%

Dramatic
(>50% Growth)

Some 46% of SME respondents report dramatic growth (50%
or more) in their use of web conferencing over the past year.
Another 28% report solid growth (25% or more). In total, 94%
report growth. The growth figures for large enterprises are
very similar.

28%

Solid
(>25% Growth)

II. Which applications are important to SME
SME’s? What value is derived?

This set of questions cuts to the core of the matter by revealing the differences in the usage of
web conferencing between SME’s and large enterprises. Specifically, a major use of the
technology by SME's is to drive revenue by increasing their interaction with customers and
prospects — while large organizations are more inwardly focused. SME'’s believe web
conferencing enables them to increase their reach, involve more people, and cultivate better
relationships while decreasing the cost of (and need to) travel. The resulting overall gain in
productivity is well worth the cost.

“Outbound” web conferencing apps that involve customers and prospects are
most important to SME’s. 25

2.1 21 O Large
Q: How important are the following , | [ []__2020 1.9 aSME ||
applications of web conferencing ] 1_61-_8 L7
to your organization? s | e e | [lis 1414
13| 13 1 T
On-line Customer presentations e =N 7_ L L
and Demonstrations are more
important to SME’s than to large s P R TE e
enterprises (2.1 vs. 1.6; 2.1 vs. 1.3
respectively). Also scoring higher oo
for SME’s compared to large v o o - v L o e m
enterprises are Prospect Seminars 22 3 Y 2 § g 3 § g )
(1.9 vs. 1.1), Product Support (1.7 53 3 g “&2 = P 5
o
?

vs. 1.3), and External Teams (1.8
vs. 1.6). The only application that scored higher for large enterprises compared to SME’s is
Internal Teams (1.6 vs. 1.4), which indicates their greater need for internal coordination.
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Q: How often are the following groups of people involved in your web conferences?

In a complementary vein, the groups 2.0
of people involved in conferences — B Large
vary greatly between SME’s and R o SME
large enterprises. SME’s hold many
more web conferences that involve
customers (1.8 vs. 1.0; almost twice 1.0
as many) and prospects (1.6 vs. 0.6; 06 0.7
almost three times as many). 051 0.5
Meeting with co-workers, which is
the most important group to large
enterprises, is also important to
SME'’s — though clearly the value to

SME'’s of web conferencing for customer and prospect meetings stands out in this data.

=
£
=
=}

1.0

0.0 ‘ ‘ ‘
Customers Prospects Co-workers Students Partners  Suppliers

The ability to involve / reach more people, save travel costs / time, and be more
productive are the major reasons to use web conferencing.

Q: Why do you use web conferencing?

Around 3/4 believe the ability to involve / ] ! ! !
Can involve more people (reach)

reach more people, save travel costs & | | 7%
time, increase flexibility (meet from home, | saves travel costs\ \ \ \ \
on the road, etc), and make meetings ‘ ‘ | | 77%
happen that would otherwise be Saves travel time \ \ \ \ \

impossible to schedule are the major | |76%

reasons to use web conferencing. Well
over half also agree that web

I I
Increases flexibility‘ ‘ ‘

Makés meet‘ings héppen ‘ ‘ ‘ ‘

conferencing makes meetings more | 71%
productive and enables new applications. Makes meetings more productive

The results are consistent independent of || 59%
organizational size, with perhaps a slight Enables new appliéations\ \ Es@
SME emphasis on saving travel time. ‘ ‘ ‘ ‘ ‘ | 57%

. 0 0 0 0 0 0 0 0 0 0
A separate question askedwhy 0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

respondents used web conferencing on the personal level. Respondents strongly agree that
web conferencing enables them to get more work done / be more productive (72%) while
traveling less (70%). Again the results are consistent across organizational size, with the slight
exception that more SME respondents believe web conferencing enabled them to work from
home (48% SME vs. 36% large enterprise).
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Over two-thirds of survey respondents believe the
value returned by web conferencing is high to very

high.

Q: Do you believe the value you receive from your use of

web conferencing is worth the cost?

One-third (33%) of SME respondents believe the value
returned from their use of web conferencing is very high vs.
the cost, and roughly another third (35%) believe the value
returned is high. Only 4% believe the value returned is
marginal, and a scant 0.3% believe web conferencing is not
worth the cost. The results are very consistent across

organizational size.

33%
Very high

SME

— Not worth it, 0%

Marginal, 4%

27%
Reasonable

lIl. What should be considered when choosing a web

conferencing system?

In this section we asked the respondents what is important to them in both the system itself and
the supplier. Respondents indicate that their top feature priorities center on ease of use,
followed by strong screen performance. Ease of use also is mentioned as the #1 factor when
choosing a web conferencing supplier, followed by reliability, support, a flat / low-cost pricing

model, and security.

The most important system features are overall ease of use, ease of booking and

starting meetings, and screen performance.

Q: How important are the following web conferencing features?

The figure prioritizes all of the features that
were rated “important” by the survey
respondents — there were additional features
listed that fell below the “2.0” bar.

Overall ease of use, Ease of booking and
starting a scheduled meeting, Screen
performance & speed, Ease of starting an
ad-hoc meeting, and the Ability to pass meeting
control are the top five features to SME’s. Being
able to remote control an attendee’s PC (often
for support applications), information sharing
features, and security round out the features
that are rated above 2.0.

T
Overall ease of use‘ ‘

Ease of bboking and starting ‘

Screen pérformancé / speed ‘

Starting an ad hoc fneeting ‘

Ability to pass meeting control

Remote 60ntr0| of éttendee’s ‘PC

Information sharing features ‘

Security (SSL encrf/ption, etcj

\ \ \
0.5 1.0 15
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The most important factors to consider when choosing a supplier are overall ease
of operation, reliability, support, flat / low pricing, and security.

Q: How important are the following factors when choosing a supplier for your web conferencing
needs?

Ease of operation, Transparent download & Easy to operate | | | |
installation (a facet of ease of operation), ‘ ‘ |
Reliability, Support, and Flat pricing are the top ~ |-ansparentto dowpload | | ‘I
five factors to consider when choosing a web Is reliable | | | |
conferencing supplier. Being a Lowest priced ; ‘

. . . Has strong customer support ‘ ‘
provider and Encryption & security round out |

the factors that are rated above 2.0. Offers flat pricing | | |

The priority of these factors is consistent Lowest priced__| | | |

between SME’s and large enterprises. Encryption & security | |
! ! ! !
0.0 0.5 1.0 1.5 2.0 2.5 3.0

96% of SME respondents have no doubt in recommending Citrix as a supplier.

Q: Would you recommend your current supplier to others? ~ Not satisfied, 0%

Maybe, 4%

As this survey was primarily to the Citrix base, we took the
opportunity to ask them to rate their current level of
satisfaction. Over half (53%) of SME respondents that
designate Citrix as their primary provider say they are
extremely satisfied, and another 2/5 (43%) believe Citrix’s
service is very good. Less than 4% think their service is just
“OK,” and only 0.4% are not satisfied.

43%
They're very
good

53%
Extremely
Satisfied

The results show a slightly higher Extremely Satisfied rating
for Citrix from SME's (53%) vs. Large Enterprises (49%).
Based on the results of this survey, one may conclude that
the Citrix feature set (ease of use / performance / reliability / support / flat pricing) fits the needs
profile of SME’s.
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IV. Has Web Conferencing become essential to SME’s?

To get a sense concerning how essential web conferencing has become to small and medium
enterprises, we felt the question could not be asked in the typical multiple choice survey
manner. Instead, we opted to approach the topic from the opposite direction by asking how
business would be impacted were web conferencing taken away.

Q: How would your business be impacted if web conferencing was taken away?
Respondents were asked to answer through verbal comments.

The most common theme among the responses is the concern of having to “go backwards”.
Removing web conferencing would cause SME’s to revert to more travel, followed by increased
expense and loss of productivity. Functional areas lament about the possible inability of being
able to do on-line demos, training, and support. Business concerns include not being able to
reach geographically-dispersed customers and ultimately losing sales revenue.

A small but significant number of respondents indicate clearly that their business would simply
not be possible without web conferencing. Specific comments from this group (separate
respondents), include:

“I don't want to think about what would happen - it is that important.”
*  “lcouldn't do my job.”

* “lt would Kill us.”

*  “We could not go back.”

e “Our business would probably not exist anymore.*

* “We could not do business.”

*  “We could not operate.”

* “I'd lose my job.”

Other patrticularly insightful comments include:

“Global presence, marketing, presentations would all be cut dramatically. [Web
conferencing] is our sales lifeline.”

* “llive and breathe web conferencing. This is how | function as an account manager.
Without this there would be no flexibility.”

* “The biggest impact would be in our reach. If web conferencing was not available my
travel schedule would be too much to handle and our reach to clients would be limited.”

* “The day to day operations in my department would be practically impossible.”
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* “We have been using web conferencing regularly now for about 1 year. In that time,
usage has grown exponentially — even including some applications we had not
considered when making the initial purchase. Sudden removal of web conferencing
would be immediately noticed by all and have serious impact on productivity across
departments.”

*  “We have increased web conferencing use since having this software. It makes my job
easier and more efficient. It makes my customers less frustrated and more impressed
with the services our company offers.”

*  “We wouldn't get near as many demos done because we use this program for most of
our sales. This way we can show our product to as many people as we can schedule for
the day. It is wonderful and if we had to drive to these places or just tell the people over
the phone the value of our program without actually showing them we would get a lot
less sales! “

* “We would not be as effective in our internal training or have as many options for our
customers. We would not be able to reach a large portion of our accounts effectively and
would hence not have these customers, which would affect our bottom line."

Closing Thoughts

While there are some similarities in the motivation for using web conferencing between
organizations of all sizes, this survey reveals there are also some key differences. Specifically,
SME’s have embraced web conferencing, elevating its use to the point where it has become the
medium of choice for meetings (large enterprises still prefer to meet in-person). This finding
represents an extraordinary shift in attitude on the part of SME users, far outpacing other
meeting technologies While both SME’s and large enterprises use web conferencing for
process-related meetings, SME’s are much more aggressive in using on-line presentations and
demonstrations extensively to drive revenue by meeting with customers and prospects. SME’s
also are motivated by the technology’s ability to include more people (reach) and save travel
costs / time, which results in higher productivity. Web conferencing has become vital in this role,
with the majority of SME’s reporting solid-to-dramatic growth in usage and high-to-very-high
return in value. Many SME’s believe web conferencing has taken on such an important role in
their organizations that they could not do business without it.

The survey base believes the top factors when considering a supplier of web conferencing
technology are ease of use, reliability, support, a flat / low-cost pricing model, and security.
Overall ease of use and strong screen performance are top feature priorities.
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Appendix: Selected Survey Demographics

Q: Which best describes your job title or description?

¢ Conferencing/telecom management
* |T management

¢ Other management

¢ Training/teaching professional

¢ Sales/marketing professional

¢ Human Resources professional

* Engineering professional

* Administrative professional

* Finance professional

e Other

Q: Which best describes your involvement with web
conferencing? (Select all that apply)

¢ | attend meetings using web conferencing

Other mgmt

SME Respondents Only

Admin Fin
Eng >% 2%

Other _
13% Sales/marketing
30%

13%
IT mgmt
16%

Training/teaching
13%

¢ | attend classes or training courses using web conferencing

¢ | present or teach using web conferencing

¢ | schedule and initiate meetings using web conferencing
¢ | am on our internal staff for managing and/or supporting web conferencing solutions

¢ | purchase web conferencing products & services

90%
77.6%
80% 1 75.6% _ 75.0%
70.4%[ | 71.7%
70% 66.3¢ —
65.8%
56.9%

0, -
00% — 54.1% O Attend meetings
50% ] O Attend Classes

T B B O Present/ Teach
40% O Initiate Meetings

6

31.5% O WC Staff
30% || 46.8% ] O Purchase WC
— 23.3% 23.7% f.3p0 23.2%
20% - 18.1% 19.6%
12.9%
10%
0%
All Large SME
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