Whitepaper

THE MODERN
WORKPLACE
A NEW NORMAL FOR TODAY’S BUSINESSES

1

MODERN
WORKPLACE?
WHAT IS THE

The world is a very different place than it was two years
ago. In the aftermath of the pandemic, almost everything
we once took for granted has changed. Industries
have been decimated, while others have unexpectedly
prospered. The rate of digital migration has exceeded
everyone’s expectations. Ecommerce has flourished.
Most notable is the dramatic transformation of the
workplace. Existing trends in remote work, particularly,
have accelerated exponentially. Virtual meetings are
now the norm rather than the exception. Companies are
shifting to flexible workspaces and reducing the size of
their physical premises. Business travel has ground to an
almost complete halt.
Enter the ‘modern workplace’ – a term used to describe
an operational configuration designed to meet the
changing physical and technological requirements of
organisations and their employees.
The modern workplace has evolved to acknowledge
technology and digital collaboration as the way
forward. New technologies are emerging to support
digital interaction, with the aim of supporting increased
employee productivity and satisfaction.

THE THREE LAYERS OF
THE MODERN WORKPLACE
When we asked Simon Piff, IDC Asia/Pacific’s vicepresident, trust, security and blockchain research, for
his definition of the modern workplace, he referred to
IDC’s February 2021 research document Intelligent
Digital Workspaces: Enabling the Future of Work for
the Resilient Workplace — Update. This report suggests
that the modern workplace comprises three layers: the
physical devices and spaces layer, the digital workspace
infrastructure layer, and the digital interfaces and
experiences layer.
“The physical devices and spaces layer is how workers
interface with the intelligent digital workspace,” Piff says.
“This includes traditional devices such as PCs,
workstations and laptops (and all associated hardware) as
well as mobile endpoints (smartphones and tablets) and
other office-based peripherals (hard copy multifunction
printers, desk phones, conferencing equipment, kiosks,
point-of-sale devices and ruggedised computing
endpoints).

“Underlying the physical devices and software layers
of the digital workspace are workspace infrastructure
platforms, which tie these solutions together and provide
initial and ongoing provisioning, management, access
control, security, monitoring, and support for hardware
and software deployed in end-user environments.
“The digital workspace experience layer is the modernday control panel (or interface) for the flow of work,
customised at the individual worker level. It unifies
people, data, content, communities and context to meet
the technological solutions that workers need to do
their jobs. In recent years, these solutions were often
acquired by line-of-business leaders to streamline their
work, often circumventing existing processes in the
name of productivity.”
Flexibility and choice are two key factors that need to
be considered when streamlining business operations to
get the most out of the modern workplace. Employees
require the flexibility to choose, at any time and at short
notice, whether they will work in the office, at home or on
the move.
Businesses that fail to offer this type of flexible
working environment risk losing both staff and their
competitive edge. Those that succeed do so by
offering their employees access to the right business
tools and applications, anywhere and at any time, with
seamless connectivity.
Organisations need to adapt, evolve and accept new
levels of IT complexity, managing remote device fleets
within an often reduced operational budget. The
challenges cannot be underestimated.
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THE CHALLENGES OF A CHANGING

WORKPLACE
The challenges associated with the shift to the modern
workplace are significant. Employees, managers and
business owners all need to adapt. For many organisations,
that starts with recognising that remote work is here
to stay.

REMOTE WORKING
Working from home for many people in Australia is
becoming the norm rather than the exception. This is
an extraordinary transformation in business operations
and culture.
According to an Australian Bureau of Statistics (ABS)
survey, 41% of employed people worked from home at
least once a week in February 2021, compared with
24% before March 2020.
It’s a trend that is likely to continue. An April 2021 ABS
survey shows that 80% of businesses that allow some
employees to work remotely believe the practice
will continue.
For some employees, it is a welcome change. For others,
the adjustment is difficult. For businesses, the transition
can be equally challenging. They need to find new ways
to retain staff, ensure workforce productivity, maintain
service levels, facilitate employee communications
and nurture corporate culture, all while achieving a
competitive edge in their markets.

EMPLOYEE ENGAGEMENT
AND EMPLOYER RETICENCE
The remote working trend has changed corporate cultures
and office dynamics. For example, when managers
do not regularly see employees in person, it is more
difficult to monitor their satisfaction, productivity, morale
and wellbeing.
Businesses need to search for new, innovative ways to
communicate with, engage and provide ongoing duty of
care to their employees.
Many employers are reticent to let go of their need for
employees to work in the physical office premises. But
according to Piff, they have to realise that the opportunity
to work remotely is something that many employees have
been seeking.
“The flexibility to get the work done where it makes most
sense therefore needs the right level of support in terms
of technology and HR processes,” Piff says.
“Being in the office is not the panacea that business
leaders believe it is. Most leaders’ motivation to return to
the office is more due to a lack of trust in their workforce
than a desire to embed culture.”

TECHNOLOGY MANAGEMENT
AND SECURITY
In many pre-COVID-19 offices, it was relatively easy for
an internal tech support desk to physically troubleshoot
problems with internal computers, software or
connections. Similarly, securing business data was more
straightforward when employees worked behind a
corporate firewall.
The distributed workforce changes everything,
increasing the difficulty of securing business data and
providing support. For example, as more people work
from home, technology literacy has become a major
issue as employees need to learn new skills associated
with video conferencing, messaging and apps that
streamline workflows
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WORKPLACE
SOLUTIONS
MODERN

When a significant proportion of an organisation’s staff
works from home, it needs to develop and maintain a
model for coordinating in-office and remote work while
meeting the needs of both employees and the enterprise.
This model, known as the hybrid workplace, introduces
major challenges. But every challenge has a solution –
and every business solution today generally involves a
technological system, application or process.

THE HYBRID WORKPLACE MODEL
The hybrid workplace needs to be designed to support
a dispersed workforce, providing employees with the
flexibility to work from wherever they are most productive,
whether that be on premise, at home or another location,
such as a café, library or even in transit.
While many workplaces in the past may have been hybrid,
the balance has now shifted in terms of the ratio between
in-office and remote employees. But it is a fluid balance,
continuing to shift in real time.
For this reason, more organisations are embracing flexible
technology solutions, such as subscription-based cloud
and ‘as-a-service’ options. These solutions offer the ability
to scale up or down quickly in a way that is not possible
with on-premise systems.
The modern workplace requires systems and applications
to be available from anywhere, and at any time, to meet
the needs of remote and in-office workers. For Piff’s
digital workspace infrastructure and experiences layers,
this is again best achieved with flexible options, such
as Software-as-a-Service (SaaS) and Infrastructure-as-aService (IaaS) solutions.
Cloud-based collaboration solutions, such as Microsoft
Teams, have also become essential for everyday
communications and to facilitate employee engagement.
However, those solutions – and the means to access
them – also need to be reliably and securely available.
From employees’ home internet connectivity to your
office Wi-Fi, today’s highly distributed corporate network
has dramatically different needs from the traditional
office-centred model. In particular, it has ramifications for
your enterprise security, as we explained in our Legacy
To Modern-Day: How To Master A ‘Security-First’ Cloud
Strategy report.

Piff’s physical devices and spaces layer also represents
a challenge when catering for the hybrid workplace.
Providing employees with the devices they need to
work from anywhere is not a trivial matter. Again, flexible
solutions such as Device-as-a-Service (DaaS) can help
by enabling organisations to change how they pay for
hardware from a big up-front capital expenditure to a
more manageable operating expense.

MODERN WORKPLACEAS-A-SERVICE
However, it isn’t easy to pull together these disparate
solutions and provide employees with everything
they need to function at the same level as they did in the
office environment.
A new approach called the Modern Workplace-as-aService (MWaaS) has emerged, simplifying the technology
solutions required for the modern workplace even further.
An evolution of the SaaS and DaaS concepts, MWaaS
bundles a range of technological services, products,
hardware and software into an integrated, flexible,
subscription-based service offering. It enables
organisations to quickly and efficiently adapt their
operations to volatile changes in the market, economy
and society.
MWaaS has evolved into an end-to-end service that
provides a centralised means of coordinating device
fleets, supporting employees’ technology requirements,
managing information and maintaining security.
According to Mark Fenson, HP’s business and mobility
systems evangelist, the initial focus of MWaaS in the early
days of the pandemic was the provision of basic devices
to remote workers. It is now so much more.
“Getting the right tools in place was the first reaction,”
Fenton says. “Now it’s about getting the services in place
– the security, the device management, and letting the IT
team become far more proactive, rather than reactive and
trying to fix the many devices out there.”
Somerville director, Adrian Toole, says the end game for
MWaaS is a “fully automated security-compliant device
with a service desk that supports the user”.
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SEVEN TIPS TO SET UP
FOR SUCCESS IN THE
MODERN WORKPLACE
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Acknowledge and understand that
the modern workplace is hybrid
and fluid – and that how and
where employees work will
continue to change.
Recognise that your organisation’s
digital infrastructure may now be
at least as important as its
physical infrastructure, and
treat it accordingly.
Invest in digital infrastructure, such
as SaaS, IaaS and other ‘as-aservice’ solutions that are easily
scalable and enable employees
to work from anywhere.
Ensure your enterprise network
supports employees whether
they’re at home or the office, so
they can reliably and securely
access business applications.
Drive adoption of cloud solutions
like Microsoft Teams to improve
everyday communications,
collaboration and employee
engagement.
Consider simplifying your IT needs
with a Modern Workplace-as-aService (MWaaS) solution that
bundles IT hardware, software, tech
support and other services, enabling
your IT team to be strategic rather
than reactive.
Ensure that outsourced IT support
services are readily available and
highly reliable, ideally with the
support staff located in Australia.
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THE BENEFITS OF ADAPTING
TO THE MODERN

WORKPLACE

There are many benefits of adapting to the modern workplace, and of MWaaS in
particular. They include potential advantages in terms of efficiency, productivity, agility,
connectivity, collaboration and security.
According to Piff, businesses that were quick to implement a modern workplace
strategy at the beginning of the pandemic had a head start on those that delayed.
“Organisations able to implement resilience across their business, of which an
intelligent digital workspace is a component, have reported up to 50% greater
improvements in profitability, innovation, cost savings, revenues, customer satisfaction
and employee productivity,” he says.

KEY BENEFITS OF THE
MODERN WORKPLACEAS-A-SERVICE
Improved business productivity
and efficiency
Employees able to work anywhere, at any
time, with seamless connectivity
Enhanced agility with fast, easy deployment
Increased digital collaboration
24/7 tech support
Reduced device fleet management
complexity
Data and application security
Cost efficiency

6

EFFICIENCY AND PRODUCTIVITY
Enabling employees to work wherever, whenever and
however they choose can contribute to enhanced
business productivity. This is often a natural by-product
of effective modern workplace implementation, with
employees working in a comfortable, familiar environment
without the disruptions of commuting, business travel and
physical meetings.
In a 2020 McKinsey survey, 41% of employees who
responded said they were more productive working
remotely than in the office. According to the analysis
of the survey, “as employees have gained experience
working remotely during the pandemic, their confidence
in their productivity has grown”.

EMPLOYEE ENGAGEMENT,
RECRUITMENT AND RETENTION
Organisations that embrace the promise of the modern
workplace most effectively tend to lead the way in terms
of employee engagement. They also have a competitive
advantage in recruitment and employee retention.
Again, technology plays an important role here. For example,
82% of executives surveyed by Harvard Business Review
Analytic Services said that employees’ happiness at work is
significantly impacted by how well their workplace technology
performs.
In fact, access to the right technology, digital tools and
information can be a critical factor when employees decide
whether or not, and for how long, they will remain in a job.

AGILITY

DIGITAL COLLABORATION

The modern workplace is an agile environment in which
organisations have the ability to quickly deliver the right tools
to employees, and manage those tools, wherever they are.

Some organisations have, perhaps surprisingly, found
that the modern workplace has enabled an increase
rather than a decrease in employee collaboration, despite
greater physical distancing.

“When you consider the old-school or traditional style of
device configuration and deployment, organisations used
to have to do everything on-premise, including imaging and
configuration, and every time a password needed to be
reset, the device had to be on-premise,” says Nathan Kramer,
Somerville’s modern workplace manager.
“MWaaS puts the device straight into the hands of the
user, including auto-enrolment, and once it connects to the
internet, it’s ready to work.”

A centralised digital platform can be established, through
which workers can communicate with one another and
share information more easily than ever.
Many organisations have found that physical distancing
has motivated employees to adopt a more collaborative
mindset, and increased their willingness to actively use
collaborative technology tools.

COST EFFICIENCY

SECURITY

Organisations are sometimes surprised by how costeffective MWaaS can be, when they realise that, depending
on the provider, the cost may be all-inclusive. This can mean
covering 24x7x365 support, and elements like hardware
failure and associated investigations.

The dispersion of employees to a variety of remote
locations potentially exposes organisations to a multitude
of cybersecurity threats.

The subscription-based pricing structure also means the
costs tend to be manageable on an ongoing basis.
“Everything is moving to a monthly, renewable pricing
structure,” says Toole, “so this is just the next progression.”
However, the quality of the support service included with
MWaaS is also vital, says Toole. “You need consider where
the service desk is located. At Somerville, for example, we are
Australian, with our support staff located here in Australia.”
The modern workplace: a new normal for today’s businesses

An effective, centralised, modern workplace solution
can, however, address these decentralised threats with
a proactive approach and the implementation of the
right technology.
MWaaS in particular enables IT teams to share
the responsibility for security with a specialist
provider that has experience in managing remote
security protocols.

THE FUTURE OF THE

MODERN
WORKPLACE

The modern workplace is here to stay. Now that many employees and businesses
are used to managing the remote working environment, few will be willing to
return to the way things were. After all, the pandemic didn’t create the modern
workplace trend – it accelerated the trend.
According to Piff, by November 2020, 22% of Australian organisations were
planning to increase investment into digital workspaces by between 10% and
20%.
Glen Boatwright, Intel Corporation’s regional sales manager for HP, says the
future of the modern workplace “is about flexibility, where many of us will move
into a hybrid model of working – some from home and some onsite, and some in
a café – all while still maintaining strong teamwork to get the job done.
“I am in the middle of this at Intel, as we are in the process of moving to more flexible
corporate office arrangements and hybrid work models both here in Australia and
around the world. Moving to a corporate office subscription service will give us that
flexibility to use a meeting room if we need it or grind away at home.
“The pandemic has forced us into a work mode that we didn’t think we could do
previously. And we’ve made it work, very successfully.”
The modern workplace will also, of course, see a continued increase in the use of
artificial intelligence (AI), data analytics and the Internet of Things (IoT) to improve
productivity, performance and security.
AI will be key in automating many workplace tasks, improving communication,
streamlining employee onboarding and training, and delivering meaningful
business analytics.
For now, and into the foreseeable future, an increasing number of organisations
are finding that the Modern Workplace-as-a-Service is the ideal solution for their
operational requirements.
At Somerville, our MWaaS solution is helping the organisations we serve to evolve
at a rapid pace in an ever-changing world.
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SOMERVILLE’S
MODERN WORKPLACEAS-A-SERVICE
Somerville’s Modern Workplace-as-a-Service
provides set up, deployment and ongoing
management of an organisation’s devices.
It empowers employees to work from
wherever they want or need to, safely,
securely and reliably – for a small
per-user monthly subscription.
It includes:
Pre-imaging of devices
Set-up, configuration and
deployment of devices
Troubleshooting for any
device issues
Remote application deployment
Ongoing support from
Somerville specialists
Administration related to
endpoint deployment
Ongoing management of
support desk
24/7 access to Somerville support
technicians all year round.
Improved business productivity
and efficiency
Employees able to work anywhere, at
any time, with seamless connectivity

The modern workplace: a new normal for today’s businesses
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About Somerville
As one of Australia’s most experienced end-to-end IT service providers, Somerville delivers exceptional service and
value to our customers across a wide range of industries, including ﬁnance, education, legal, insurance, superannuation
and automotive. We believe in forging genuine partnerships with our customers and taking the time to understand
their business needs and internal IT capabilities. We develop innovative solutions to IT challenges that enable change
for tomorrow and beyond. Our services include connectivity, security, cloud, modern workplace, and hardware and
software procurement, delivered by our Australian-based team of skilled engineers, all backed by proactive 24x7x365
support, so organisations can rest assured that their critical systems are up and running around the clock.
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