
Business Collaboration Tools
Research Report

Prepared by Synnovate – Copyright 2009



Overview of the Research

The research collected responses across a variety of 
business participants in a range of industry types from 
Small Home Based Businesses to Large Multi-location 
Businesses. The interesting conclusions identified from 
the research included the following:

� the frequency of use was much lower than was expected.
� the much greater use of collaborative tools for personal 

“social” use than what would be considered business use. 
� the low use of tools like wiki’s and webinars which have a 

direct impact on the productivity of business
� the lack of clear understanding in how these tools might be 

used by business in the future.
� limited use of the tools for R&D and Marketing, but even 

these users could still be seen as early adopters.



Personal Use of Collaboration Tool

Other included some social networking sites, Google and email.



Business Use of Collaboration Tools

Interestingly most of the other responses could be classified as 
either Chat or Social Networking Tools



Personal versus Business Use of Chat Services (MSN, 
Skype, etc) 
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Personal versus Business Interaction with Blogs
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Personal versus Business Use Social Networking Sites 
(Facebook, MySpace, etc)
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Personal versus Business Use of Wiki Tools
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Personal versus Business Use Podcasts/Webinars
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The use of collaboration tools currently is focused on the following:

Customer 
Service

R&D Product 
Design

Customer 
Support

Marketing Interacting 
with 

Outsourced
Partners

Chat 62.5% 50% 50% 50% 62.5% 50%

Blog 25% 75% 25% 25% 25% 50%

Wiki 33.3% 67.7% 33.3% 33.3% 67.7% 33.3%

Webinar/Podcasts 40% 60% 20% 40% 40% 40%Webinar/Podcasts 40% 60% 20% 40% 40% 40%

Others 60% 80% 60% 60% 80% 40%

Interestingly R&D and Marketing are currently the most common activities 
utilizing collaboration tools to increase the effectiveness of the business 
function.



Some of the feedback provided by participants 
on the likely use of collaboration tools

� "As more of our targeted and frequent contacts migrate more to using these communication media, we will increase and 
broaden our use as well."

� "I see twitter and co becoming very dominant forces in personal and business communications. I see these type of services 
being accessed more often and by more people. I see blogs and such becoming key business tools - used to drive product 
and services more effectively and in a more focused way. I also see a big movement away from print to online advertising 
and marketing through these tools - because of the ability to target more effectively."

� "I think we will make more use of Webinars for sales presentations and Social Networking site to find prospective candidates 
for our clients vacancies"

� "Possibly but not at my instigation”
� "For business networking only.”
� "General knowledge, Information and trade partners"
� “Not at all”
� ”hopefully, get more educated on what is available to use, how to use it."� ”hopefully, get more educated on what is available to use, how to use it."
� “Its hard to say when technology is changing ever so often, keeping up with technology would definitely be beneficial to 

anyone in business or otherwise.”
� "Unaware of the options, will have to keep up with technology first.”
� "taking away the need of resource sharing and ,meeting physically by doing it all on the net" 
� “I think a lot of businesses are unsure of the business benefits of Facebook and twitter etc, however over time business will 

come to regard this as a communication channel that needs to form part of the marketing mix, and the customer experience. 
The use of these channels also must move beyond marketing only into direct sales and customer service functions“

� “Convergence of these multimedia services provided also on hand held phones and household Multifaceted TV screens”
� “More users will be using these technologies."
� “I work for Council, and we tend to be a good decade behind the rest of the world.”
� ”It won't change unless the mgt mindset changes to the sharing of knowledge is not necessarily a bad thing.  Transparency is 

not a word that is utilized readily here.”
� "Social networking grows rapidly through 2009-10 but begins to flat line in 2011 at which time we move back to more 

traditional marketing activities - it's just the pendulum swinging."
� “I really do not know."
� “I expect a substantial increase in use of these technologies, particularly webinars and blogs."


