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Introduction
Organisations in Australia and New Zealand responded swiftly and decisively when pandemic-prompted 
lockdowns prevented people from coming into the office. By and large, where possible, businesses 
leveraged technology to enable a remote workforce.

Now, the idea of a hybrid workplace has not only taken hold, but it has also quickly become the new 
benchmark against which organisations are proving themselves in their quest to find and retain talent, 
compete against their peers, and keep up with the ever-increasing pace of change.

Hybrid work is here to stay. Close to half of employees (48%) expect to work remotely at least some of the 
time in the post-pandemic world, compared with 30% before COVID-19 struck, according to global research 
by industry analyst firm Gartner.1

As remote and hybrid work becomes mainstream, organisations are faced with the challenge of rethinking 
how their employees should work in the long-term. While physical offices are expected to continue to play 
a dominant role in business operations, they are becoming just one part of a mix of flexible work options for 
employees.

Within industries that do not absolutely require face-to-face interaction or a physical presence, companies 
without dedicated hybrid work capabilities or policies are likely to increasingly come under scrutiny by 
existing employees and potential recruits. 

According to analyst firm IDC, ‘experience parity’ – described as a comparable employee experience for a 
hybrid workforce, with each worker able to interact with a consistent experience across locations – is set to 
become an increasingly essential ingredient in a business landscape dominated by the hybrid work model.2

As such, remote and hybrid collaboration capabilities have become a top-level issue for business leaders 
across Australia and New Zealand, and the technology at the heart of those capabilities has become an 
area of unprecedented importance and value.

GoTo has commissioned research to understand how the local business landscape’s consumption of 
the technology that underpins the new hybrid work reality – specifically, unified communications and 
collaboration solutions – is evolving.

The research, drawn from survey responses from IT channel partners across Australia and New Zealand, also 
examines how partners are responding to the market’s changing needs and provides a glimpse of what 
service providers can expect to see in the months and years to come.

References: 1. https://www.ey.com/en_id/news/2021/07/majority-of-surveyed-southeast-asia-sea-employees-prefer-not-to-return1e  
2. https://www.gartner.com/en/newsroom/press-releases/2020-04-14-gartner-hr-survey-reveals-41--of-employees-likely-to-
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These findings ring true for businesses across a range of industries, according to the research, with 21% of 
respondents operating in the professional services space, 19% in the technology sector, and 14% covering 
the healthcare sector. 

Additionally, 13% of respondents indicated they service the manufacturing sector, while 11% covered 
the construction industry, 7% served the hospitality sector, and another 7% operated in the fast-moving 
consumer goods segment of the market. 

Given the overwhelming proportion of organisations that have made the transition to a hybrid workplace 
model, it should come as little surprise that more than three-quarters (76%) of respondents strongly agreed 
with the statement that unified communications and collaboration technology will continue to play a core 
role in business for years to come.

Not a single respondent disagreed with this sentiment, while just 4% somewhat disagreed and 6% were 
indifferent.

Transitioning at pace 
The GoTo research suggested that most organisations in Australia and New Zealand have adopted a hybrid 
workplace model since the onset of COVID-19, with 54% of respondents indicating that more than half of 
their customers had made the shift. 

Meanwhile, close to a quarter (24%) of respondents said that all of their customers had adopted a hybrid 
workplace model. By contrast, there were no respondents that had seen none of their customers transition 
to a hybrid workplace model. 

However, the shift to hybrid work has not been unanimous across the board. Although there were no 
instances in which a respondent’s entire customer base had not made the shift to a hybrid model, 22% of 
respondents noted that less than half of their customers had transitioned to the new workplace model.

Table 1: What proportion of your customers have adopted a hybrid workplace model since the beginning of the pandemic?
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Opening new ways to do business

While most businesses in Australia and New Zealand are making the change to a new remote or hybrid 
workplace model, many are employing multiple solutions to achieve the transition and support a new way 
of doing business.

The vast majority (66%) of respondents claimed their customers usually employed more than one solution at 
a time, while just 26% said that their customers did not use more than one solution at a time. 

Of those partners whose customers do employ more than one solution at a time, 70% said their customers 
would typically use between two and five unified communications and collaboration solutions. At the same 
time, 2% said their customers employed more than ten solutions.

How many different unified communications and collaboration solutions 
do you work with, both internally and for your customers?

Table 3: How many different unified communications and collaboration solutions do you work with, both internally and for your 
customers?
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Table 2: Do you agree with the following statement? Unified communications and collaboration technology will continue to play 
a core role in business for years to come. 
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Do you agree with the following statement? Unified communications and collaboration 
technology will continue to play a core role in business for years to come.
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The number of different solutions respondents typically employed, both internally and for their customers, 
strongly aligned with the number of products used by their respective clients.

More than three-quarters (76%) of respondents indicated they employed between two and five solutions, 
while just 10% dealt with just one solution. At the same time, 14% said they used between six and ten 
solutions, revealing some of the potential complexity arising from the increasing breadth of solutions 
available. 

Overcoming barriers to change

However, complexity did not appear to be a major barrier to change. For those respondents whose 
customers were yet to transition to a fully remote or hybrid workplace model since the onset of the 
pandemic, insufficient IT infrastructure and management concerns tied as the primary barrier to change, 
with an equal 37% of respondents nominating one or the other, respectively. 

Meanwhile, 14% of respondents indicated structural restrictions were the primary barrier to change, and 
11% said security concerns were the top barrier. By contrast, financial restrictions did not appear to be a 
barrier at all, with no respondents nominating it as a factor impacting change. 

Interestingly, the largest single proportion (43%) of respondents selected ‘other’ as the primary barrier 
to change. Of these, the bulk of respondents noted that the continuing requirement of face-to-face 
interaction or physical presence in some industries, such as healthcare and retail, had been the primary 
barrier to change. 

For businesses that have transitioned to a distributed workplace model, home internet connections and 
organisational change stand tall as challenges on their journey to remote work. More than a third (34%) of 
respondents said organisational change was the top challenge for their customers’ remote work journey, 
while 28% said the biggest challenge was home internet connections.

At the same time, 16% noted that technological barriers were the biggest challenge to their customers’ 
remote work journeys, and 12% said employee management was the biggest challenge. Meanwhile, 10% 
claimed change management was the greatest challenge.

Table 4: Among those customers that have transitioned to a distributed workplace model, what has been the biggest challenge 
on the journey to remote work?
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For channel partners themselves, the biggest challenge to sourcing, deploying, and managing the 
technology underpinning their customers’ move to remote and hybrid work has been legacy infrastructure. 

Close to a quarter (24%) of respondents nominated legacy infrastructure as the most significant challenge 
in this regard, while skills and resources, limited budgets, and the range of effective solutions on offer each 
drew an equal 20% of the vote, respectively, from respondents. 

At the same time, 15% of respondents noted that tight deployment timeframes were the most significant 
challenge to change.

For those customers that are yet to transition fully to a remote or hybrid  
workplace model, what has been the primary barrier to change?

Table 5: What challenges have you experienced in sourcing, deploying, and managing the technology that is underpinning your 
customers’ move to remote and hybrid work?
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What are businesses looking for?

It seems the greatest challenge that many businesses hope to avoid is the obstacle of working out how to 
use new technology. 

Among 42% of respondents, the most essential feature their customers were looking for in a unified 
communications and collaboration solution was ease of use. 

By contrast, just 12% of respondents noted that flexibility was the most important feature their customers 
were after, and for another 12%, the most crucial feature was functionality. 

Meanwhile, 18% of respondents said that price was the most important factor their customers were looking 
for in a solution, and for 16%, that factor was integrability. 
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Table 6: What is the most important feature your customers are looking for in a unified communications and collaboration solution?

Conclusion
While the GoTo research highlights some of the biggest hurdles for both partners and their customers as 
the shift to remote and hybrid work pushes its way further throughout the business world in Australia and 
New Zealand, it also highlights some areas of opportunity.

For example, although a large proportion of businesses in the local market have adopted a hybrid work 
model, others are yet to transition. And while some have been holding off for purely pragmatic reasons, 
such as those in sectors like healthcare that require face-to-face interaction, there are other ways these 
organisations can integrate a more hybrid model into the areas of their business that may not be so reliant 
on physical presence.

Moreover, with insufficient IT infrastructure a significant barrier to change for those organisations yet to 
transition to hybrid work, and legacy infrastructure among the top challenges for channel partners in driving 
their customers’ move to a hybrid model, the potential for a broader program of work presents itself.

With widespread digital transformation activity accelerating across the region, it is likely that much legacy 
infrastructure will, over time, transition to a point at which it will be able to better support the introduction 
and integration of new technologies to underpin a hybrid work future. 

At the same time, with ease of use a major drawcard for many customers, it is reassuring to know that there 
is an increasing number of solutions becoming available, and existing solutions are evolving, to compete on 
usability, as they work to appeal to a broad spectrum of a crowded market.  

And this is only the beginning. As the business world continues its journey along the path to a hybrid work 
reality, channel partners are in the enviable position of being able to lead the vanguard of this evolution and 
help businesses navigate the road to the new normal.
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