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Executive Summary 

Demand is exploding for enterprise video communications. Rather than outfitting a few 
conference rooms, enterprises now are video-enabling entire workforces through desktop and 
personal devices. These widespread video solutions often occur as a result of enterprise-wide 
unified communications (UC) deployments.  

The business justification for video has shifted from cost-avoidance to necessary and effective 
collaboration and productivity improvements. Teams are less formal, and inclusion of both 
remote and external staff is common. Video enables and facilitates rich communications.  

Beyond UC, video-enabled workflow applications also are stimulating growth. The first clear 
trend centers on premium customer service. However, many other workflow applications are 
expected to evolve in the near future. For example, various applications are emerging in health 
care, because video can extend reach and improve efficiencies in unique ways. It is common to 
leverage a video camera on a laptop or smartphone, but cameras also exist on ATMs, in 
hospital rooms, on vehicle dashboards, and more. Moreover, the wherewithal to engage via 
video is expanding exponentially. This is why it is important to ask if reaching every desktop 
and every pocket is a broad enough vision for enterprise-wide visual communications.  

Trends in Enterprise Video Adoption 

Enterprise organizations are implementing video technologies at unprecedented rates. Every 
major enterprise and consumer communications application now supports video to some 
degree, and more are still coming. Three significant forces are propelling this accelerated rate 
of video adoption: cost reductions, user experience improvements, and technical innovations.  

• Cost Reductions: Gone are the days of specialized hardware. In fact, mass-produced 
smartphones, tablets, and laptops are video-enabling knowledge workers throughout 
their day, at the office, at home, and on the road at practically zero incremental cost. 
Even the venerable room system has evolved to incorporate software-powered solutions 
that run on industry-standard platforms or even virtualized infrastructure. Network and 
usage costs also are dropping. Low-cost, high-speed networks are broadly available. 
These costs have dropped so low that coffee shops give access away for free. Today, 
few people are concerned or even aware of network usage costs associated with video 
calls.  

• Experience: For 40 years, videoconferencing was a poor substitute for actual in-person 
meetings. The technology delivered a lower quality experience than broadcast television 
– not by today’s standard but the earlier standard-definition, small screen television 
experience of the 20th century. Technical improvements in the past decade now deliver a 
robust experience with high-definition video, large format screens, and collaborative 
methods for content sharing. Videoconference controls and interfaces are also more 
intuitive and personal, creating a delightful and productive experience.  

© Wainhouse Research, 2015   Page 2 



• Technical Innovation: Several technical improvements in cameras, audio, and 
compression are contributing to increased demand. Scalable video coding (SVC) enables 
video to flourish with packet networks. SVC is much more tolerant and efficient, 
enabling high-quality video interactions over the Internet and LTE mobile networks. 
Vidyo was the first enterprise-class videoconferencing solution to promote SVC 
technology; now many do, including Microsoft Lync.  

While legacy videoconferencing deployments were largely stand-alone, silo’d applications, the 
vast majority of new enterprise video solutions fall into two broadly defined areas: unified 
communications (UC) and video-enabled workflow applications.  

Unified Communications 

Video-capable applications are everywhere today, but it wasn’t long ago that video was still 
perceived as futuristic and elitist. The high cost of video equipment and the associated network 
usage costs prevented the technology from widespread adoption. While critically important 
topics get approved for video usage, most meetings avoid the actual or mental justification 
process. However, video technologies are suddenly democratized and cost-appropriate for 
widespread enterprise deployments. Enterprise UC solutions are an effective vehicle for video-
enabling every corporate desktop and employee mobile device.  

UC generally includes voice, IM/presence, and video. In addition to multi-modal 
communications, UC solutions also enable communications with a variety of devices and in a 
variety of places. UC as a whole, but video in particular, facilitates collaboration among 
distributed teams. Today, virtual meetings are often preferred over traditional conference 
rooms, because each participant has the best seat, personal volume control, and the ability to 
access other desktop resources. As an added bonus, personal video solutions don’t require a 
commute.   

Enterprise UC revenues increased 31 percent last year, and Wainhouse Research expects the 
aggressive growth to continue for several more years. Fueling this demand are the 
simultaneous drivers of increased productivity and meeting employee expectations. Microsoft 
Lync is the primary beneficiary of this surge in enterprise UC demand. Earlier this year, 
Microsoft revealed that Lync, soon to be rebranded as Skype for Business, had seen “double-
digit growth for every quarter for the past five years.” In 2013, Wainhouse Research concluded 
that Lync IM/presence had experienced rapid adoption across large (500+) enterprises, with 60 
percent deploying or planning Lync implementations.  

Many vendors have attempted to ride the Lync tailwind by developing integrations that 
complement or interoperate with Lync. Functional overlaps can complicate the user experience, 
so IT decision makers are advised to look for clear value in order to justify or minimize any 
incremental complexity. Justifiable third-party UC enhancements generally fall into one or more 
of the following benefit categories:  
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1. Leverage pre-existing investments. 
2. Realize operational or financial savings. 
3. Extend the capabilities of the native UC implementation. 

Video-Enabled Customer Engagement  

Enterprise visual communications are somewhat synonymous with videoconferencing and 
primarily associated with meetings; however, video communications technology has broader 
applicability and is increasingly used in ways to directly add-value within products and services.   

Over the past few years, the growth of interconnected devices was attributed primarily to PCs, 
and more recently to smartphones and tablets -- all of which are appropriate for visual 
communications. The most significant upgrades to enterprise videoconferencing over the past 
few years have been related to improving the virtual meeting experience. For example, there 
have been major improvements in shared content, white-boarding, calendar integration, and 
enabling guest participation with mobile and browser-based devices.  

Looking forward, however, the growth of interconnected devices is expected to be driven by 
new types of nodes such as connected cars, smart homes, drones, wearables, real-time 
monitoring devices, applications, and entirely new types of devices – all of these, too, are 
appropriate for video services. The worldwide market for connected devices will likely quadruple 
by 2020. This lays the groundwork for inevitable new use cases. The areas of customer 
engagement and field services in particular are poised to benefit from new forms of visual 
interactions which may soon surpass enterprise videoconferencing usage.   

Consider Amazon’s success with its Mayday support program. The company added visual, live 
support directly into its own consumer electronics device to create a key differentiator against 
more expensive alternatives. Customer support has wide applicability, yet it is just one 
application of using video technologies to perform old tasks in entirely new ways.  

Health care, for example, is using video to actually deliver services. HealthSpot manufactures 
and operates enclosed kiosks that are located in supermarkets, pharmacies, and other retail 
locations. The kiosks connect a visiting patient to a medical professional over a private, high-
definition video session. Enclosed within the kiosk are devices that allow a patient to transmit 
data such as current vital signs. On a larger scale, St. Louis-based Mercy Health has built a 
monitoring operation that enables centralized staff to interact visually with patients across 15 
hospitals in five states.  

Video can transform many kinds of customer engagements. The financial services sector is also 
leveraging video for customer engagement. Barclays Bank (UK) and IndusInd (India) both have 
introduced video banking from a mobile device. The IndusInd website declares, “By using this 
service, you can connect with your Branch Manager, Relationship Manager or with our 
centralized Video Branch Executive. Anytime, anywhere.” Barclays is providing the video service 
initially to its Premier customers as a preferred customer benefit. 
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These solutions provide new value and differentiation, and give customers more control over 
when and where they do their banking. The Internet traded traditional face-to-face business 
relationships for large-scale economies. Video-enabled customer interactions are poised to bring 
personal service back, but on a different scale.  

As video-capable endpoints proliferate, visual technologies will be incorporated directly into 
workflow applications enabling new forms of services. This transition will place greater 
emphasis on both application programming interfaces (APIs) and software development kits 
(SDKs) as critical components for an enterprise video strategy.  

The scope for potential video-enhanced workflow is limitless, involving applications, devices, 
and interactions with colleagues, customers, suppliers, partners, and agents.  

Vidyo’s Approach to Enterprise Video 

Vidyo, the sponsor of this whitepaper, has been an important innovator in the 
videoconferencing market since 2005. The company is primarily associated with its high-
definition, software-based, scalable videoconferencing solutions. However, Vidyo’s portfolio 
includes solutions to extend and enhance enterprise UC as well as to facilitate visual solutions 
for customer engagement.  

Vidyo’s pioneering efforts with scalable video compression (SVC) have set the bar for 
performance of high-definition video over IP networks with variable delays. SVC is core to all of 
Vidyo’s products. The company’s portfolio includes stand-alone video systems, and now a new 
set of solutions that complements and expands video services within enterprise UC, specifically 
Microsoft Lync. These solutions were created with VidyoWorks, the same set of tools that Vidyo 
offers developers to video-enable workflow and customer engagement applications.  

While both the Lync enhancement portfolio and the VidyoWorks toolkit offer unique benefits, 
reach and capability strengthen when they are combined into a single visual communications 
strategy. Today, enterprise UC and customer engagement are two separate domains. Customer 
engagement solutions typically involve specialized customer-facing staff. However, Metcalfe’s 
law continues to inform us that the power of a network is proportional to the number of 
connected users. By leveraging these components from Vidyo’s portfolio, an enterprise can 
realize a larger, more versatile, video-capable network.  

Vidyo and Lync 

Both Microsoft and Vidyo encourage the use of video for communication and collaboration. Both 
companies offer room, desktop, and mobile solutions for enterprise conferencing. On the 
surface, it may appear that these solutions overlap, but Vidyo offers several incentives for 
customers to complement their Microsoft Lync solution:  

• Existing Investment: Organizations that have investments in both Vidyo and Lync can 
integrate them into a combined solution.  
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• Dynamic Video Adaptation: Vidyo utilizes SVC (UCIF Mode 2s; Lync uses Mode 1) to 
dynamically adapt to network conditions and endpoint requirements. Vidyo’s SVC 
capabilities enable independent adjustments of both resolution and frame rate, on a per-
endpoint basis. SVC also provides improved network resiliency, which can be important 
over unmanaged networks.  

• Capability: By adding Vidyo, Lync users will benefit from increased interoperability and 
scalability options. Vidyo also offers recording and streaming services.  

• Experience: A 1080p HD resolution that upgrades video chat to videoconferencing, 
native support for Apple Mac and mobile clients, and more control over layout are 
among the top benefits over a Lync-only solution.  

• Custom solutions: Through VidyoWorks, organizations can integrate Lync video directly 
into products or line-of-business applications.  

Vidyo offers two approaches to enhance and extend the video capabilities of Microsoft Lync: 
Vidyo Server and Vidyo Extension.  

Vidyo Server for Microsoft Lync 

Vidyo Server allows customers of both Vidyo and Lync to integrate these solutions into a 
single, seamless solution. The Vidyo Server extends the native video capabilities of 
Microsoft Lync to any Vidyo endpoint as well as legacy H.323 and SIP-based equipment. 
It is a software-based solution that can be deployed on physical or virtual servers, on 
premises, or in the cloud.  

Lync customers may wish to add Vidyo Server in certain sites to extend the Lync 
deployment across networks which are less reliable when connecting to Vidyo’s systems. 
Vidyo Server offers HD resolution, encrypted media and signaling, and native support for 
Mac users.  

Vidyo Extension for Lync 

Corporate users often wish to leverage their native Lync deployment but still connect to 
others without any software installation. Deployments to enable this capability may have 
scale limitations due to the transcoding, MCU-like architecture required to support Lync 
protocols and/or advanced screen layouts as well as quality limitations due to resolution 
and network packet loss issues.  The Vidyo Extension utilizes Vidyo’s client software, but 
takes advantage of full integration with Lync. Vidyo calls are launched or escalated from 
within the Lync interface, and the conference begins in a separate window which 
connects to the VidyoRouter. Vidyo Extension offers a single client interface, but delivers 
a low latency, high-quality, high-definition, full-screen experience similar to the 
VidyoDesktop experience.    

Both of these options enhance Lync deployments. They provide an overall higher quality video 
experience from the unified Lync client. Vidyo also brings improved support for Mac users, as 
well as richer mobile clients. This interoperability could launch more scalable and richer video 
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collaboration, or become a means to connect Lync users (rooms, desktops, and mobile users) to 
embedded devices or workflow applications powered by VidyoWorks. 

VidyoWorks 

Vidyo is more than a brand for enterprise applications. The company’s original business plan 
was to facilitate equipment makers and service providers in video-enabling their own solutions 
and Vidyo’s technology was built to support this. The company initially offered a toolset with an 
SDK and APIs for video services. This toolkit is now known as VidyoWorks.  

In 2007, Vidyo opted to create and brand its own enterprise videoconferencing solutions, and 
utilized its own VidyoWorks platform to develop its VidyoConferencing™ suite of products. The 
initial three products were VidyoPortal™, VidyoRouter™, and VidyoDesktop™. The family of 
Vidyo enterprise solutions has increased awareness of and interest in both SVC and 
VidyoWorks.  

VidyoWorks powers numerous large-scale solutions around the world with customers that 
include Google and Nintendo. The Wii U video game console, for example, offers a built-in video 
chat feature powered by VidyoWorks.  

It is an important point of distinction that Vidyo came from a toolkit perspective. The enterprise 
conferencing applications are just one example of what can be built with VidyoWorks. In 
contrast, most of the industry built conferencing systems (and hardware) first, and then 
subsequently added integration tools.  

 “Lync-ing” to Customer Engagement 

Consider a theoretical video-enabled enterprise customer portal. The customer can access it via 
a product such as an e-book, game console, or automatic teller machine (ATM); from an 
application such as a mobile phone app; or simply from the company website. Assume this 
portal enables customers to initiate a video call for service. The story could end here: agent 
addresses the problem and satisfies customer.  

Or perhaps the interaction isn’t that simple. Perhaps the agent realizes that this particular issue 
requires assistance from an internal expert. The agent might find that expert by accessing 
specialized tools or even a UC directory search on a solution such as Lync. Expert found – 
he/she is at their desk, or potentially even remote with a UC mobile client. Now what?  

The happy ending here involves a conference call – agent, customer, and expert. All three are 
video-enabled – and in the case of VidyoWorks and Lync, it would be possible. The result is a 
satisfied, impressed, and loyal customer.  

Custom video applications built on VidyoWorks can be seamlessly integrated to Lync with Vidyo 
Server or Vidyo Extension for Lync. The Vidyo portfolio both extends Lync and prevents the 
creation of another video island.  
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Final Thoughts 

The rate of change within enterprise communications, especially video, is phenomenal. In 2015, 
we expect to see significant progress with WebRTC – most browsers are soon expected to 
support at least H.264 or VP8. This alone will transform communications, especially for service 
centers.  Soon after that we will likely see the adoption of H.265 and VP9 which are expected to 
decrease video bandwidth requirements. 

As video-enabled, connected devices continue to proliferate, opportunities to leverage video 
communications beyond meetings will naturally increase. A new wave of video-enabled 
applications already is coming out of the WebRTC space. The result is that video technologies 
will become more pervasive in enterprise communications – and will foster new ways of doing 
business within and outside the enterprise.  
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