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and consulting services focused on technology and service providers’ strengths and 

weaknesses and how they are positioned relative to their peers in the market. These 

reports provide influential insights accessed by our large pool of advisors who are 

actively advising outsourcing deals as well as large numbers of ISG enterprise clients 

who are potential outsourcers.

For more information about our studies, please email ISGLens@isg-one.com,  

call +49 (0) 561-50697537, or visit ISG Provider Lens™ under ISG Provider Lens™.

ISG Research™ provides subscription research, advisory consulting and executive 

event services focused on market trends and disruptive technologies driving change 
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Information Services Group Inc. is solely responsible for the content of this report. Un-

less otherwise cited, all content, including illustrations, research, conclusions, assertions 

and positions contained in this report were developed by, and are the sole property of 
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The research and analysis presented in this report includes research from the ISG 
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briefings with services providers and analysis of publicly available market information 

from multiple sources. The data collected for this report represents information that 

ISG believes to be current as of August 2021, for providers who actively participated as 
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have taken place since that time, but those changes are not reflected in this report.
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Executive Summary

 � COVID-19 has accelerated a trend towards more remote working and virtual meetings. 

Many Australian companies have already indicated that they are planning to continue 

some form of hybrid work from home/work from office/work from anywhere policy 

for their employees. While work from home will be used more for jobs that can 

be performed on a computer, activities involving in-person interaction, such as 

negotiations, staff training, brainstorming, collaboration and coaching will continue to 

be performed in the office where possible.

 � In terms of the type of work we can expect to do in the future, in Australia there 

continues to be a strong growth in healthcare jobs due to ageing populations 

and growing consumer disposable incomes. Another growing category is science, 

technology, engineering, and mathematics (STEM) professionals. This is especially the 

case for people involved in designing and maintaining technology. Technology jobs in 

transportation in relation to autonomous vehicles and in e-commerce with regards to 

delivery and fulfilment are expected to see strong growth over the next five years.

 � Jobs for face-to-face customer service and sales continue to decline in Australia. With 

people not going to the office as much (or at all for many months) or out for lunch or 

traveling for business during the pandemic, there have been less people using face-to-

face services. At the time of writing this report, Australia had seen a massive resurgence 

of COVID-19 and strict long-term lockdowns and curfews in the major cities (worse than 

was seen during the first wave) due to the rapid transmission of the Delta variant. 

EXECUTIVE SUMMARY
The acceleration of the trend to embrace large-scale digitalisation during the COVID-19 

crisis has permanently impacted workplaces in Australia and will have far-reaching effects 

in the near and long-term future. These effects include increased digitalisation of employee 

interactions, including remote work and a rise in the digitalisation of consumer channels and 

supply chains. The significant disruption to the global supply chains during the pandemic 

demonstrated the shortcomings in supply chain management areas that had not been 

digitalised.

 � The trend towards remote working is stronger in more advanced economies such as 

Australia that have better telecommunications and energy infrastructure.

 � The Australian workforce of the future will see a digital workplace that is experience-led 

and persona-based. It will be aligned to industry workstyles, enabling a collaborative 

hybrid workplace that continuously learns and evolves to deliver secure mobility of 

experience anytime, anywhere, and on any device. The workplace of the future will 

go beyond productivity enhancement and focus on improved experience and mass 

personalisation across all areas of work, life, engagement, and collaboration.

 � E-commerce in Australia, including home shopping, online grocery and restaurant 

delivery and other digital transactions such as telemedicine saw sharp increases during 

the pandemic. The crisis has also accelerated a move towards the use of multiple digital 

tools and channels (omnichannel).

ISG Provider Lens™ Quadrant Report  |  October 2021

© 2021 Information Services Group, Inc. All Rights Reserved.

11



ISG Provider Lens™ Quadrant Report  |  Juni 2018

 � In Australia a significant amount of demand for food service is typically generated by 

travel over long distances (it is not unusual for a short holiday day trip to be 3 hours 

each way, with the obligatory fast-food and coffee stops). This is having a big impact on 

roadside food outlets, service stations, tourism revenue, car servicing and maintenance, 

fuel sales, vehicle accessories, accommodation and related businesses. While some 

employees are returning to the office, the impact in this regard on the customer service 

and travel industry is expected to be long lasting. Due to continuing automation in 

factories and warehouses, jobs in those areas are also declining. 

 � People in the declining job categories referenced above will need to be retrained. In the 

past people would transition within these industries if they lost a job, for example from 

a food-service role to a travel role. However, this is no longer guaranteed. There will 

be less jobs in those areas for many years as prior levels of activity in these sectors are 

likely to remain subdued for some time. The future workforce in Australia will need to 

be rapidly transitioned out of these declining categories into other roles. Industry and 

government will need to work out strategies to make these transitions work in practice. 

 � Many large Australian organisations are likely to create opportunities for employees 

by upskilling them through technology or management training. However, some 

companies and industries will witness a net loss of employees. In these instances, it is 

important for educational institutions and governments to provide retraining so people 

can move to growing industries. 

© 2021 Information Services Group, Inc. All Rights Reserved.
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 � There is also a growing trend of Australian employees demanding a work-from-home 

option as a condition of employment, resulting in a number leaving their employment 

to find companies where they can at least work in a hybrid environment. Due to the 

massive decrease in immigration to Australia, there are major skills shortages in many 

areas, especially in high-tech and related fields (such as cybersecurity), which provides 

strong bargaining power to employees in these areas.

Following are some specific observations for each of the quadrants covered in this study. 

Workplace Strategy Transformation Services in 
Australia

The Workplace Strategy Transformation Services quadrant evaluates service providers 

that offer professional and transformation-oriented consulting for the future of work to 

Australian organisations. These providers offer workplace strategy formulation, design 

the post-pandemic workplace architecture and help create roadmaps for the required 

transformation. These services are an essential part of digital workplace offerings and are 

offered independent of the associated technology and managed services. These providers 

also assist clients in transforming their business and operating model and in enabling the 

desired organisational changes.

In Australia, companies are increasingly utilising technology to adapt, become more 

efficient, grow, and compete more effectively, resulting in the following trends:



Section Name

3333

in this space offer complete end-user computing (EUC) services that form the core of the 

digital workplace. Their services provide the ability to work from anywhere and at anytime 

and device support such as automated proactive technical support and cloud platforms 

to provision always-on systems. They leverage AI and other cognitive technologies for 

end-user facing tasks and help achieve significant cost savings.

Australian organisations concerned over maintaining a corporate culture

One challenge that Australian organisations have is of maintaining corporate culture 

among employees working remotely. It is likely that many organisations will maintain a 

hybrid remote working model, where full-time or part-time work from home is permitted 

for some staff.

The pandemic has demonstrated that some roles can be performed equally or be more 

effective remotely than in an office environment.

Some companies have effectively migrated training and events to an online environment, 

as have all universities and places of education at all levels. This reduces travel time 

and could potentially subsidise some of the cost of setting up suitable work-from-home 

environments.

Companies are likely to increasing assess the potential for making remote work a 

permanent part of their business model. Jobs that could potentially be shifted to a remote 

model include roles that are linked with performing administrative duties, processing 

information, updating knowledge and training, or routine communication with clients.

New categories of Australian workers to be impacted in the future

In the past, the jobs that were most impacted by technological innovation and automation 

were low-skilled office and manufacturing roles. However, the jobs that will be impacted by 

digital innovation over the next five years include the ones that have high levels of onsite 

customer interaction. These are typically low-wage front-line service jobs in industries such 

as retail, leisure and travel and hospitality. Other roles impacted are the ones in indoor 

production and warehousing environments that include factories and computer-based 

office work. Previously, these job categories were minimally impacted by technology.

More Australians working remotely from regional areas

Another consequence of the pandemic in Australia is people are moving from apartments 

in the cities, particularly from the inner suburbs, to large homes with their own land in the 

regional rural areas that can be anywhere, from three hours to days of driving to the nearest 

city. The rollout of the NBN has assisted this trend as nearly all Australian now have access 

to high-speed internet (of varying consistency), enabling them to work from home more 

effectively. Australian companies are also changing their office models (where they have 

decided to keep a physical office) to more distributed footprints, with smaller offices closer to 

where people live to reduce commute times. This trend is likely to continue in Australia.

Managed Digital Workplace Services in Australia

The Managed Digital Workplace Services quadrant includes workplace support, desktop 

engineering, managed mobility services and virtualised workspaces. Providers assessed 
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COVID-19 dramatically increased workplace transformation in Australia

COVID-19 accelerated workplace innovation and the uptake of remote learning and 

telemedicine. Machine learning and AI have also accelerated the uptake of virtual 

assistance and remote operations management. For example, auditors in the past 

needed to travel for in-person visits to a client’s site. When this was not possible during 

the pandemic, the data was digitalised so that auditors could inspect the data online 

without the need to visit a client. The same trend influenced the performance of almost all 

governance, risk, compliance and cybersecurity tasks and even changed the rules around 

board meetings to fit the virtual world.

The transformation of Australia’s workplace is nowhere near complete

Many of the actions taken and operations implemented to cope with the almost 

immediate and widespread impact of the pandemic were based on a business continuity 

planning (BCP) approach. BCPs by their nature assume a short period of disruption, after 

which things return to business as usual (BAU). However, BAU never happened at least 

not in its prior form. Now that the new normal (whatever that means or will mean) of not 

going back to normal has been established, more permanent and robust arrangements 

need to be implemented. 

Australian business and government leaders will be increasingly proactive in assessing 

the skills, training, infrastructure and support that their workforces will require moving 

forward due to the impact of the pandemic on workstyle as well as related disruptive 
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innovation such as lean manufacturing and centralisation of global business services. 

Australian leadership will increasingly require strategic workforce assessment at the 

fundamental level of each employee’s role to maximise productivity and employee and 

customer engagement. There is still much to be done, and digital workplace transformation 

services will play a key and growing role in Australia. 

Managed Employee Experience Services in Australia

The Managed Employee Experience quadrant assesses providers that offer value-added 

managed services to Australian organisations not only for enabling the workplace 

technology ecosystem but also for enhancing end-user experience. These providers 

typically deal with business leaders and line-of-business (LoB) representatives, in addition 

to the CIO office. They offer services that associate employee experience with measurable 

business results. Their services help align the digital and physical facets of the future 

workplace with the human aspect.

Traditional Australian employee engagement methods have changed dramatically

The Australian workforce is dispersed over a large geographic area; is highly diverse and 

multi-cultural; and has a relatively high education standard. This requires an extremely 

targeted approach to employee engagement and experience.



The COVID-19 pandemic has challenged the traditional in-office, tightly coupled system 

of engaging employees via celebratory events, face-to-face team meetings, town-hall 

meetings, kickoffs and sales summits, staff Christmas parties, social events and sports, 

fun-fundraising events and even the traditional coffee and cake in the canteen or staff 

kitchen for employee birthdays. The senior executive team or CEO no longer travels from 

state to state, office to office, meeting staff and sharing company news and motivating 

communications, whilst listening first-hand to staff (and customer) problems and ideas.

Videoconferencing collaboration has replaced many of these traditional engagement 

methods. This change has enabled many companies to break down cultural barriers 

amongst senior management and staff and build closer and stronger-knit executive 

leadership. Teams are much more inclusive on video calls, and less hierarchical, with all staff 

from the bottom to the top of the organisational structure engaging in many more calls.

Australian organisations are rapidly transforming their approach to employee 

experience

In adapting to a transforming workplace, Australian leaders and managers are assessing 

how they can reconfigure their workplace environment to increase agility, raise 

productivity, and empower workers while maintaining company culture. They are rapidly 

positioning their organisations to leverage new technologies and tap into the long-term 

trends the technologies that have accelerated. Business leaders are also implementing 
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strategies to close skills gaps in their organisations and communicate plans in a clear and 

transparent way, supporting workers during this continuous transformation. In addition, 

organisations are increasingly relying on their partner ecosystems to maximise the 

effectiveness of these changes. 

As a consequence of the pandemic, many companies are refocussing on employee 

experience, and this trend is likely to continue. This will assist in making the workplace 

a more enjoyable experience for all employees and provide continued opportunities for 

customer experience (CX) services providers.
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Definition  
The COVID-19 pandemic has drastically changed the way people work. 
The shift to a remote-working model was expected in the coming 
years, but the crisis has accelerated its adoption at a significant pace. 
Enterprises that have changed their business culture and technological 
adoption due to the ongoing situation have learned to iterate, adapt 
and overcome. This has led to new ways of increasing both productivity 
and engagement for employees. While ISG had equated the term 
“future of work” with “digital workplace,” the pandemic has led to an 
understanding that the future of work is more than just technology 
and support functions performed by enterprise IT functions. ISG’s new 
Future Workplace Framework comprises three workplace ecosystems, 
namely Digital Workplace, Physical Workplace and Human Workplace, as 
described in the following illustration:

Simplified illustration

Future of Work - Services and Solutions - Australia 2021

Workplace Strategy Transformation Services

Managed Digital Workplace Services

Managed Employee Experience Services

Source: ISG 2021
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Definition (cont.) 

IntroductionISG Provider Lens™ Quadrant Report  |  October 2021

ISG believes that the future ways of working will involve not only enabling digital 
technologies for employees irrespective of their location but will also cover 
aspects of human empathy and will drive culture. Smart physical workplaces that 
ensure employee safety and well-being via mechanisms for tracking and checking 
the pandemic spread across workforces will also be an important aspect. This 
desired state of future workplace will differ and have specific nuances for different 
geographic regions, but the requirements will generally revolve around a few key 
themes. In each region, client expectations will involve establishing relationships 
with service providers that offer future workplace strategy transformation services 
such as cultural enablement and office-vs.-remote workforce planning. Clients 
will also partner with service providers that can manage and support the entire 
workplace technology ecosystem for remote employees, while also managing and 
measuring the experience of both in-office and remote workers. At a global level, the 
pandemic has led enterprises to invest in workplace technologies that can secure 
user identity, data and devices, provide unified collaboration and communication 
irrespective of location, and enhance digital dexterity and productivity. ISG expects 
this to continue in the coming years.

The ISG Provider Lens™ study offers IT-decision makers: 

 � Transparency on the strengths and weaknesses of relevant providers; 

 � A differentiated positioning of providers by segments; 

 � Focus on different markets, including U.S., Global, Germany, U.K., Nordics, Australia and Brazil. 

Our study serves as the basis for important decision-making in terms of positioning, key 
relationships and go-to-market considerations. ISG advisors and enterprise clients also use 
information from these reports to evaluate their existing vendor relationships and potential 
engagements.

88
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Provider Classifications

The provider position reflects the suitability of IT providers for a defined market 

segment (quadrant). Without further additions, the position always applies to all 

company sizes classes and industries. In case the IT service requirements from 

enterprise customers differ and the spectrum of IT providers operating in the local 

market is sufficiently wide, a further differentiation of the IT providers by performance 

is made according to the target group for products and services. In doing so, ISG 

either considers the industry requirements or the number of employees, as well as the 

corporate structures of customers and positions IT providers according to their focus 

area. As a result, ISG differentiates them, if necessary, into two client target groups that 

are defined as follows:

 � Midmarket: Companies with 100 to 4,999 employees or revenues between US$20 million and 

US$999 million with central headquarters in the respective country, usually privately owned.

 � Large Accounts: Multinational companies with 5,000 or more employees or revenue above 

US$1 billion, with activities worldwide and globally distributed decision-making structures.



1010
© 2021 Information Services Group, Inc. All Rights Reserved.

IntroductionISG Provider Lens™ Quadrant Report  |  October 2021

The ISG Provider Lens™ quadrants are created using an evaluation matrix containing four segments (Leader, Product & Market Challenger and Contender), and the providers are positioned 

accordingly.

Provider Classifications

Leader

Leaders have a comprehensive 

product and service offering, 

a strong market presence and 

established competitive position. 

The product portfolios and 

competitive strategies of Leaders 

are strongly positioned to win 

business in the markets covered 

by the study. The Leaders also 

represent innovative strength and 

competitive stability.

Product  
Challenger

Product Challengers offer a product 

and service portfolio that reflect 

excellent service and technology 

stacks. These providers and vendors 

deliver an unmatched broad and 

deep range of capabilities. They 

show evidence of investing to 

enhance their market presence and 

competitive strengths.

Market  
Challenger

Market Challengers have a strong 

presence in the market and offer a 

significant edge over other vendors 

and providers based on competitive 

strength. Often, Market Challengers 

are the established and well-known 

vendors in the regions or vertical 

markets covered in the study.

Contender

Contenders offer services and 

products meeting the evaluation 

criteria that qualifies them to be 

included in the IPL quadrant. These 

promising service providers or 

vendors show evidence of rapidly 

investing in products/ services and 

follow sensible market approach 

with a goal of becoming a Product 

or Market Challenger within 12 to  

18 months.
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Each ISG Provider Lens™ quadrant may include a service provider(s) which ISG believes has strong potential to move into the Leader quadrant. This type of provider can be classified as a Rising 

Star. Number of providers in each quadrant: ISG rates and positions the most relevant providers according to the scope of the report for each quadrant and limits the maximum of providers per 

quadrant to 25 (exceptions are possible).

Provider Classifications (cont.)

Rising Star

Rising Stars have promising portfolios or the market experience to 
become a Leader, including the required roadmap and adequate 
focus on key market trends and customer requirements. Rising Stars 
also have excellent management and understanding of the local 
market in the studied region. These vendors and service providers 
give evidence of significant progress toward their goals in the last  
12 months. ISG expects Rising Stars to reach the Leader quadrant 
within the next 12 to 24 months if they continue their delivery of 
above-average market impact and strength of innovation.

Not In

The service provider or vendor was not included in 
this quadrant. Among the possible reasons for this 
designation: ISG could not obtain enough information 
to position the company; the company does not provide 
the relevant service or solution as defined for each 
quadrant of a study; or the company did not meet the 
eligibility criteria for the study quadrant. Omission from 
the quadrant does not imply that the service provider 
or vendor does not offer or plan to offer this service or 
solution.
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Future of Work – Services and Solutions - Quadrant Provider Listing 1 of 3

Managed Digital  
Workplace Services

Workplace Strategy  
Transformation Services

Managed Employee  
Experience Services

Accenture � 4 Product Challenger � 4 Leader � 4 Market Challenger

ASG � 4 Product Challenger � 4 Product Challenger � 4 Product Challenger

Atos � 4 Leader � 4 Contender � 4 Product Challenger

Brennan IT � 4 Contender � 4 Not in � 4 Not in

CGI � 4 Contender � 4 Contender � 4 Not in

Coforge � 4 Contender � 4 Not in � 4 Not in

Cognizant � 4 Product Challenger � 4 Contender � 4 Not in

Data#3 � 4 Product Challenger � 4 Product Challenger � 4 Not in

Datacom � 4 Leader � 4 Leader � 4 Leader

DXC � 4 Leader � 4 Leader � 4 Leader
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Future of Work – Services and Solutions - Quadrant Provider Listing 2 of 3

Managed Digital  
Workplace Services

Workplace Strategy  
Transformation Services

Managed Employee  
Experience Services

Fujitsu � 4 Leader � 4 Leader � 4 Leader

HCL � 4 Leader � 4 Product Challenger � 4 Product Challenger

HPE � 4 Product Challenger � 4 Not in � 4 Not in

IBM � 4 Leader � 4 Leader � 4 Leader

Infosys � 4 Leader � 4 Leader � 4 Leader

Kinetic IT � 4 Product Challenger � 4 Contender � 4 Product Challenger

Leidos � 4 Product Challenger � 4 Market Challenger � 4 Contender

Logicalis � 4 Not in � 4 Contender � 4 Not in

LTI � 4 Product Challenger � 4 Product Challenger � 4 Product Challenger

Microland � 4 Contender � 4 Contender � 4 Contender
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Future of Work – Services and Solutions - Quadrant Provider Listing 3 of 3

Managed Digital  
Workplace Services

Workplace Strategy  
Transformation Services

Managed Employee  
Experience Services

NTT DATA � 4 Product Challenger � 4 Product Challenger � 4 Product Challenger

Orange Business Services � 4 Rising Star � 4 Contender � 4 Not in

TCS � 4 Leader � 4 Product Challenger � 4 Leader

Tech Mahindra � 4 Leader � 4 Contender � 4 Contender

Telstra Purple � 4 Leader � 4 Leader � 4 Rising Star

Unisys � 4 Leader � 4 Leader � 4 Contender

UST � 4 Contender � 4 Contender � 4 Contender

Wipro � 4 Leader � 4 Rising Star � 4 Contender
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Some digital workplace consulting service providers in this region also offer managed 
workplace and mobility services. Enterprises are looking for trustworthy and committed 
partners that can address the challenges and provide a roadmap for setting up an optimal 
IT infrastructure.

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of providers to help them effectively 
plan and select workplace-related services and solutions. The report also shows how the 
technical and integration capabilities of a service provider compare with the rest in the 
market.

Digital transformation professionals should read this report to understand how 
providers of digital workplace consulting services fit their digital transformation initiatives 
and how they compare with one another.

Sourcing, procurement and vendor management professionals should read this 
report to develop a better understanding of the current landscape of workplace consulting 
service providers in Australia.

Security and HR leaders should read this report to see how service providers address the 
significant challenges of compliance and security while keeping the employee experience 
seamless for remote employees.

ENTERPRISE CONTEXT 
Workplace Strategy Transformation Services
This report is relevant to enterprises across industries in Australia for evaluating providers 
of workplace strategy transformation services.

In this quadrant report, ISG highlights the current market positioning of workplace strategy 
transformation service providers to enterprises in Australia and how each provider 
addresses the key challenges faced in the region.

Most enterprises are adopting the new hybrid work model, which has its own challenges. 
Providers are addressing the new age challenges with their workplace strategy 
transformation services. Due to the COVID-19 pandemic, some of the major challenges 
faced by enterprises involved enabling remote working, ensuring the health and safety 
of employees, providing a consistent employee experience to those working from home, 
measuring productivity, enhancing the security of communication and collaboration tools, 
mobile estate readiness and network and endpoint security. Procuring mobile devices 
and other hardware for employees working from their home offices and enabling a virtual 
desktop infrastructure were also among the major concerns for enterprises.

Enterprises in this region are now more focused on new ways of working and digitalizing 
workplaces to further boost their resilience for future challenges. They are also focused 
on technology-based consulting services that leverage automation, analytics and artificial 
intelligence to build virtual assistants and co-create digital workplace solutions.

© 2021 Information Services Group, Inc. All Rights Reserved.
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WORKPLACE STRATEGY 
TRANSFORMATION SERVICES

Workplace Strategy Transformation Services

This quadrant evaluates service providers that offer professional and 

transformation-oriented consulting for the future of work. These 

providers offer workplace strategy formulation, design the post-

pandemic workplace architecture and help create roadmaps for the 

required transformation. These services are an essential part of digital 

workplace offerings and are offered independently of the associated 

technology and managed services. These providers also assist clients 

in transforming their business and operating model and enable the 

desired organizational changes.

Definition
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Eligibility Criteria
Of the 25 providers assessed for this quadrant in Australia, eight are identified as Leaders and 

one is a Rising Star:

 � Accenture provides technology and optimisation for enabling effective remote working and 

has more than 25 years of experience in infrastructure and workplace services. The company 

has a workplace transformation strategy that enables organisations to pivot from tactical 

decisions to long-term remote enablement.

 � Datacom is one of Australasia’s largest professional IT services companies, with more than 

6,200 employees and annual revenues of over AUD$1.3 billion. The company operates 

across Australia and New Zealand, Asia, Europe and the Americas. Datacom has a highly 

competitive workplace transformation services offering.

 � DXC Technology is transforming its client end-to-end experience through the workplace 

services delivery process. The company is transforming how Australian employees interact 

with IT while at the same time harnessing automation, process efficiencies and its global 

scale to continuously improve and innovate for its customers.

Observations

Workplace Strategy Transformation Services

 � Ability to provide consulting and workplace assessment services that 

are independent of the associated managed services and offer a 

vendor-neutral approach for assessing the best technology partner.

 � Define and visualize the post-pandemic workplace environment, 

covering areas such as workforce segmentation into remote and 

in-office workers, uberization of the workforce, innovative talent 

models and cultural adoption, while also enhancing end-user 

experience.

 � Provide technology adoption and change management services in 

the consulting portfolio.

 � Provide solutions to address employee empathy and well-being is a 

plus.

WORKPLACE STRATEGY 
TRANSFORMATION SERVICES
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 � Fujitsu has a highly developed workplace transformation strategy that 

commences at a strategic level and focusses on identifying customer-

specific value. It offers advanced workforce services functionality 

in Australia through its Intelligent Office and Workforce Wellbeing 

offerings.

 � IBM’s managed infrastructure services business will spin off to 

become a new company, Kyndryl, focussed on delivering managed 

infrastructure services. The new organisation, which will include a 

large Australian customer base, will be driving approximately USD$19 

billion in global annual revenue, twice that of its nearest competitor.

 � Infosys’ global workplace services practice oversees 7 to 8 million 

users. Its digital workplace practice in Australia has more than 100 

employees and has three Workplace Development Centres. It has a 

comprehensive end-to-end workplace transformation offering.
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Observations (cont.)

WORKPLACE STRATEGY 
TRANSFORMATION SERVICES

 � Telstra Purple is a division of Telstra, Australia’s largest telecommunications provider, 

and has a presence in a number of overseas markets. Telstra Purple offers comprehensive 

professional and managed workplace services that include both designing and implementing 

solutions recommended by consulting services.

 � Unisys has a growing presence in the digital workplace transformation services space, with 

clients in more than 90 countries, including Australia and New Zealand. Its transformation 

approach is focussed on the enterprise user journey, placing users at the centre of the 

enterprise landscape.

 � Wipro (Rising Star) is a leading global IT, consulting and business process services 

provider, headquartered in India, with a strong presence in Australia. Wipro’s workforce 

transformation services are supported by more than 44,000 associates. It has a highly 

competitive future of workplace strategy.

Workplace Strategy Transformation Services
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 UNISYS
Caution

Strengths

Unisys has a strong workplace transformation offering that is not that well known in 
Australia. The strong offering suffers from a lack of focussed branding.

Holistic workplace transformation offering: Unisys’ workforce transformation consulting initiative focusses 
on assisting clients to fully understand the power of the hybrid office, identify potential remote workers, and 
discern what it means to have experience parity when some workers are in the office and some are remote. 
This involves assisting a client to understand the value of transformative technologies, identifying how those 
technologies will have a direct impact on their business goals, and guiding the client on the implementation and 
rollout of that technology.

Strong consultative guidance across five core areas: Unisys’ consultative guidance focusses on five areas 
to assist organisations establish a safe and healthy hybrid office. These are: unified experience management; 
modern device management; seamless collaboration; workplace as a service; and the intelligent workspace. 
Additionally, Unisys’ transformation processes have a strong organisational change management (OCM) 
approach that is implemented from the beginning of the process.

Advanced workforce-of-the-future strategy: Unisys’ workforce of the future strategy includes evaluating 
worker sentiment from a variety of data points to provide businesses with operational insights based on 
next-gen XLAs. This data enables Unisys to quickly adapt to changes in workplace requirements and to provide 
employees with the same quality of support whether at home, in transit or in the office.

Unisys is a global systems and services company with more than 20,000 employees, including 900 in Australia. 
The company has a growing presence in the area of Digital Workplace Transformation Services, with clients in 
more than 90 countries and operations in more than 40 countries, including Australia and New Zealand. Unisys 
has offices that cater to clients opting for its managed workforce solutions in Sydney and Melbourne. The Unisys 
Digital Workplace Services strategy has a strong foundation on security and in its Digital Workplace Solutions 
platform, InteliServe™, which has been developed in the last two to three years.

Overview 

Unisys’ digital workplace services in Australia are adapted 
to multiple industries, including manufacturing, consumer 

packaged goods, media services, high tech firms, 
education and even the public sector.

Workplace Strategy Transformation Services

2021 ISG Provider Lens™ Leader



Digital transformation professionals should read this report to understand how 
providers of managed digital workplace services fit their digital transformation initiatives 
and how they compare with one another.

Sourcing, procurement and vendor management professionals should read this 
report to develop a better understanding of the current landscape of managed digital 
workplace service providers in Australia.

Security and HR leaders should read this report to see how service providers address 
the significant challenges of compliance and security, while providing seamless employee 
experience to remote workforce.

Admin and field services managers should read this report to understand how service 
providers implement and expand the uses of workplace services to better manage field 
service operations.

ENTERPRISE CONTEXT 
Managed Digital Workplace Services 
This report is relevant to large enterprises across industries in Australia for evaluating 
providers of managed digital workplace services.

In this quadrant report, ISG highlights the current market positioning of managed digital 
workplace service providers to enterprises in Australia and how each provider addresses 
the key challenges faced in the region.

With the restrictions believed to be easing after 70 to 80 percent of vaccinations are 
complete nationally, enterprises are modifying the work model to introduce a hybrid work 
environment. Their main focus is to create a secure and effective remote/hybrid working 
environment for employees. With advancements in automation, analytics and self-healing 
mechanisms, self-service technologies are being implemented to resolve ticket queries in 
case the users cannot access in-person support.

Service providers innovatively approached the future of work challenges by starting to 
effectively combine the power of artificial intelligence, analytics and automation. The main 
focus is to provide a secure workplace and enhance the overall employee experience.

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of service desk and IT support service 
providers to help them in effective planning and vendor selection. The report also shows 
how the technical and integration capabilities of a service provider differ from the rest in 
the market.

© 2021 Information Services Group, Inc. All Rights Reserved.
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Managed Digital Workplace Services – Large Accounts

This quadrant assesses service providers that offer end-to-end 

managed services, including workplace support, desktop engineering, 

managed mobility services and virtualized workspaces. Providers 

assessed in this space offer complete end-user computing (EUC) 

services that form the core of the digital workplace. Their services 

provide the ability to work from anywhere/anytime, device support, 

including automated proactive technical support and cloud platforms 

to provision always-on systems. They leverage artificial intelligence 

(AI)/cognitive technologies for end-user facing tasks and help achieve 

significant cost savings.

Definition
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MANAGED DIGITAL WORKPLACE 
SERVICES
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Managed Digital Workplace Services
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Eligibility Criteria
 � Ability to provide managed service desk and workplace support 

services through staff augmentation, remote support and 

automated virtual agents.

 � Offer on-site field support and in-person technical assistance.

 � Set up and support self-help kiosks, tech-bars, IT vending machines 

and digital lockers

 � Offer managed services for collaboration and communication over 

diverse platforms

 � Provide device support, predictive analytics and proactive 

monitoring services

 � Demonstrate experience in providing remote virtual desktop 

services, both on-premises and on cloud

 � Offer managed mobility services in the respective countries with at 

least 25 percent of the devices managed outside the home region

MANAGED DIGITAL WORKPLACE 
SERVICES

 � Offering complete device lifecycle managed services is a plus, covering device sourcing 

and logistics, device-as-a-service (DaaS) for device security, support for unified endpoint 

management (UEM) and mobility program management

 � Provide implementation and support for enterprise mobility, support for bring-your-own-

device (BYOD), mobility expense and asset management.
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Of the 27 providers assessed for this quadrant in Australia, 12 are 

identified as Leaders and one is a Rising Star:

 � Atos is a France-based multinational IT service and consulting 

company with a strong managed digital workplace solutions 

offering in Australia, and a comprehensive end-to-end digital hybrid 

workplace platform that includes ongoing transformation to cloud-

based modern management. 

 � Datacom is one of Australasia’s largest professional IT services 

companies, with a highly competitive managed digital workplace 

offering. Its intelligent workspace solution provides a fully featured, 

end-to-end workspace management service. 

 � DXC Technology’s success and coverage of services in the Australian 

workplace provide it with opportunities to provide flexible ancillary 

advisory services for its solutions.

Observations

MANAGED DIGITAL WORKPLACE 
SERVICES

 � Fujitsu has a growing presence in the managed digital workplace solutions space in Australia 

and New Zealand, where it has been operating for almost 50 years. Fujitsu's managed 

workplace service strategy is to offer organisations a transformative experience, focussed on 

enhancing productivity.

 � HCL’s workplace as a service operates as a separate business unit that consolidates 

capabilities from business to engineering. The company has made workplace-specific 

acquisitions, including that of C3i and Point to Point. Key client wins in Australia include an 

Australian health insurance company.

 � IBM provides a full portfolio of services for digital workplace in Australia. It has strong 

support centres by redefining the service desk with Workplace Support Services with Watson, 

an omnichannel self-service support solution that uses a combination of analytics, cognitive 

technology and automation.

 � Infosys aims at implementing innovative digital solutions in Australia that enable a diverse 

set of distributed workers to collaborate using different types of devices and securely access 

company and work resources anywhere, anytime, with self-service support options.

Managed Digital Workplace Services
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Observations (cont.)

MANAGED DIGITAL WORKPLACE 
SERVICES

 � TCS has a significant number of workplace services clients in 

Australia and is growing its local presence rapidly. These clients are 

support by TCS’s cloud presence and an innovation lab in Sydney. 

TCS has made strong investments in managed digital workplace 

solutions.

 � Tech Mahindra is a leading technology provider for digital 

transformation and business reengineering services in Australia. 

Its managed workspace strategy aims to improve user experience 

and productivity and reduce cost of operations by deploying smart 

operations based on new-age technologies. 

 � Telstra Purple is the consulting arm of Telstra, Australia’s largest 

telecommunications provider, and has a presence in several 

overseas markets. Telstra Purple has a wide portfolio of managed 

digital workplace solutions and a comprehensive workplace 

managed services operation in Australia.

Managed Digital Workplace Services

 � Unisys has a growing presence in the digital workplace solutions space with clients in more 

than 90 countries, including Australia and New Zealand. Globally, Unisys has restructured 

to incorporate a new business unit for workplace solutions, and Australia is a strong region 

for the related services. Unisys’ digital workplace services have three guiding principles: 

transformation, automation and experience.

 � Wipro’s managed digital workplace services are supported by more than 44,000 associates, 

and it has strong presence in Australia. It provides seamless collaboration through the 

adoption of a mobile first workspace, including integration with cloud office and unified 

collaboration systems in the backend. 

 � Orange Business Services (Orange) (Rising Star) has a competitive managed digital 

workplace solution and a strong pipeline for future growth. Managed digital workplace is 

a key focus area for its team in Australia and has gained more prominence because of the 

pandemic.
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 UNISYS

Powerful managed digital workplace solutions: The core divisions with Unisys’ Digital Workplace Solutions 
include Transformation Advisory Services, Seamless Collaboration, Workplace as a Service, Intelligent Workplace 
Services, Modern Device Management and Proactive Experience. Unisys’ Digital Workplace Services have three 
guiding principles, namely, transformation, automation and experience. Unisys is a world leader in consolidated 
service desk capabilities that enable it to handle HR, finance, travel as well as IT issues for its clients. Its field 
service organisation is equipped with merged reality for remote support for 363 Tech Cafés, Tech Lockers, 
Support Kiosks, and Tech Buttons.

Strong AI and analytics capabilities: As a part of its managed digital workplace initiatives, Unisys is building on 
its core capabilities in AI, analytics and automation, provided through its InteliServe™ platform to include remote 
and in-person support. Unisys can now detect and automate incident resolutions proactively through remote 
monitoring that utilises real time analytics. Unisys is upgrading its in-person capabilities to go beyond break-fix 
and device swap, unlike a number of its competitors that are divesting in-person support. Unisys also has a next-
generation experience management business to proactively evaluate multiple aspects of end-user experience 
and productivity, with the goal of improving worker experience and productivity as measured by business value.

Unisys is a global systems and services company with more than 20,000 employees, including 900 in Australia. 
The company has a growing presence digital workplace solutions with clients in more than 90 countries 
and operations in more than 40 countries, including Australia and New Zealand. In 2020, Unisys underwent 
restructuring globally to incorporate a new business unit completely dedicated to digital workplace solutions. 
To build new capabilities and improve its competitive position, it has been engaging in acquiring, partnering or 
building activities.

Strengths

Overview 
Although Unisys has a strong managed digital workplace client base in the public 
sector in the area and is making some focussed efforts in other verticals, its 
strength and reputation in this space may place it beyond the reach of small and 
midsize businesses (SMBs) and large, but low-end target clients. 

Caution

Unisys’ core strengths include the 
InteliServe™ platform that provides AI, 
analytics and automation to the service 

desk and field services.

Managed Digital Workplace Services

2021 ISG Provider Lens™ Leader



Digital transformation professionals should read this report to understand how 
providers of managed employee experience services fit their digital transformation 
initiatives and how they compare with one another.

Sourcing, procurement and vendor management professionals should read this 
report to develop a better understanding of the current landscape of managed employee 
experience service providers in Australia.

Security and HR leaders should read this report to see how service providers address 
the significant challenges of compliance and security, while providing seamless employee 
experience to a remote workforce. HR leaders should read this report to know the 
providers that are proficient in managing employee experience in this new age of hybrid 
working from talent retention, upskilling and recruitment perspectives.

CXO leaders should read this report to know the leading providers offering services that 
can help better prepare the workforce for changing business models and dynamics in the 
post-pandemic world.

ENTERPRISE CONTEXT 
Managed Employee Experience Services
This report is relevant to the enterprises across industries in Australia for evaluating 
providers of managed employee experience services.

In this quadrant report, ISG highlights the current market positioning of managed 
employee experience service providers to enterprises in Australia and how each provider 
addresses the key challenges faced in the region.

Many enterprises have employed the hybrid work model. Some of the challenges faced 
by enterprises in the region include connecting with employees, increased workplace 
complexities, dispersed workforces, increased security risks and digital exhaustion. These 
challenges have caused managed employee experience services providers to adopt an 
innovative approach to support workplace collaboration and communication and make it 
more efficient.

Service providers in this region are now offering end-to-end device lifecycle management 
and modern remote support services to ensure enhanced employee experiences. They are 
also utilizing the power of AI and automation to provide a seamless managed employee 
experience service for the enterprises.

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of providers to help them effectively 
plan and select managed employee experience services. The report also shows how the 
technical and integration capabilities of a service provider differ from the rest in the market.

© 2021 Information Services Group, Inc. All Rights Reserved.
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Managed Digital Workplace Services – Midmarket

This quadrant assesses providers that offer value-added managed 

services not only for enabling the workplace technology ecosystem but 

also for enhancing the end-user experience. These providers typically 

deal with business leaders and line-of-business representatives in 

addition to the CIO office. They offer services that associate employee 

experience with measurable business results. Their services help align 

the digital and physical facets of the future workplace with the human 

aspect.

Definition
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Managed Employee Experience Services

© 2021 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report  |  October 2021

Eligibility Criteria
 � Ability to provide services that directly correspond to user 

experience associated with device and app access, as well as team 

collaboration, human augmentation with digital workforce, line of 

business (LoB) employee experience, user productivity and digital 

dexterity

 � Offer a seamless experience for remote-working employees and 

part-time workers as well as provide work-from-home support 

and innovative engagement services/solutions for the respective 

country/region

 � Should have a sizeable client base in the respective country/region 

with experience-level agreement (XLA) engagements that span 

beyond IT enablement.

MANAGED EMPLOYEE EXPERIENCE 
SERVICES

 � Provide managed unified communications and collaboration (UCC), analysis of user 

behaviour and measurement of user experience beyond workplace technology, extending 

smart workplace services to other business functions such as HRO and operations.

 � Offer workplace services that permeate businesses, including smart user and context-specific 

access through virtualized workspaces.

 � Offer smart facilities services, physical workspaces with services to ensure COVID-

appropriate behaviour and tracking.
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Of the 19 providers assessed for this quadrant in Australia, six are 

identified as Leaders and one is a Rising Star:

 � Datacom is one of Australasia’s largest professional IT services 

companies. It has a strong offering in the managed employee 

experience space and has an established position in the public 

sector. It provides specific services to measure end-to-end employee 

engagement and experience. 

 � DXC Technology offers services in technology adoption and 

transformation for the Australian workforce, and will continue to 

enhance its modern workplace experience platform to harness the 

power of experience data. It offers a comprehensive uninterrupted 

workplace technology performance solution. 

 � Fujitsu is the world’s seventh-largest IT provider and has a growing 

presence in the managed employee experience space in Australia and 

New Zealand, where it has been operating for almost 50 years. It has 

an advanced managed employee experience offering and a strong 

Australian workplace services practice across a wide range of industries.
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Observations

MANAGED EMPLOYEE EXPERIENCE 
SERVICES

 � IBM’s managed employee experience approach is proactive, predictive and delivers a 

seamless work experience for Australian organisations. This is provided through end-to-end 

management that includes additional automation within the deployment practices, from 

device provisioning to setup.

 � Infosys’ digital workplace consulting for employee experience focusses on defining and 

designing the end-to-end employee experience. This includes user journey, business 

scenarios, and visual and interactive business requirements for Australian customers, 

partners and IT personas.

 � TCS has made strong investments in its managed employee experience offering. It offers 

Secure Borderless WorkSpaces™ (SBWS™), which is a transformative operating framework 

that allows Australian organisations to take full advantage of their talent ecosystem to 

maximise business opportunities.

 � Telstra Purple (Rising Star) is a division of Australia’s largest telecommunications provider, 

Telstra. Key differentiators to Telstra managed workplace experience practice include end-

to-end technology strategy, design, deployment and migration services focussed on business 

outcomes and successful user adoption.

Managed Employee Experience Services
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The research study “ISG Provider Lens™ 2021 – Future of Work – Services and 

Solutions” analyses the relevant software vendors/service providers in the 

Australian market, based on a multi-phased research and analysis process, and 

positions these providers based on the ISG Research methodology. 

The study was divided into the following steps:

METHODOLOGY

1. Definition of 2021 Future of Work – Services and Solutions, Australian market

2. Use of questionnaire-based surveys of service providers/vendor across all 

trend topics 

3. Interactive discussions with service providers/vendors on capabilities 

& use cases

4. Leverage ISG’s internal databases & advisor knowledge & experience 

(wherever applicable)

5. Detailed analysis & evaluation of services & service documentation based 

on the facts & figures received from providers & other sources.

6. Use of the following key evaluation criteria:

 − Strategy & vision

 − Innovation

 − Brand awareness and presence in the market

 − Sales and partner landscape

 − Breadth and depth of portfolio of services offered

 − Technology advancements
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Douglas Pollei is part of the ISG Provider Lens team with responsibilities for research and technology advisory services. He has previous senior 
management and vice president experience with a background in alliances, business development, corporate decisions and governance, as well as 
experience managing cross-functional international teams, external partner relationships, P&L and budgets. Douglas has a strong consultative background 
in cloud services and a focus on international enterprises. He was instrumental in driving strategic planning to optimize new business initiatives, product 
development and collaborative partnerships.

Douglas Pollei, Author
Lead Author, Analyst, ISG Provider LensTM

Distinguished lead analyst and author Craig Baty has extensive research and thought leadership experience in the Asia Pacific and Japan ICT markets. Craig is 
Principal and Founder of DataDriven, an Asia Pacific-based research and advisory firm that is an ISG Research partner. Craig has over 30 years of executive and 
board-level experience in the ICT industry, including as a Group VP and Head of Gartner Research AP/J, CEO of Gartner Japan, Global VP Frost & Sullivan, EGM 
Marketing and CTO Fujitsu ANZ, GM Marketing Strategy and Alliances at BT Syntegra Australia, and more recently as VP Global Strategy and VP Digital Services in 
Fujitsu Tokyo HQ. As a well-known ICT commentator and analyst, Craig has written more than 200 research pieces and presented at over 1,500 events globally. He 
is also regularly quoted in regional media. Craig is actively involved in the ICT community as a board member of the Australian Information Industry Association 
(AIIA) and other appointments. He is currently pursuing a Doctor of Business Administration by Research (DBA) in the area of national culture impact on IT Strategic 
use and investment (Japan compared to Australia).

Craig Baty, Author
Distinguished Lead Analyst - Australia
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Sonam Chawla is a senior analyst at ISG and is responsible for supporting and co-authoring Provider Lens™ studies on Future of Work - Services and Solutions. 
Her area of expertise is Conversational AI and Digital Workplace. During her tenure, she has supported research authors and authored enterprise context and the 
global summary report with market trends and insights.

Sonam Chawla, Enterprise Content and Global Overview Analyst
Senior Research Analyst

Sidhanth is a research analyst at ISG and is responsible for supporting and co-authoring Provider Lens™ studies on Digital workplace, retail software and services 
and healthcare and life sciences digital transformation services. His area of expertise lies in ecommerce, future of workplace and virtual care. During his tenure, he 
has developed content from an enterprise perspective and authors the global summary report.
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Research Analyst
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Mr. Aase brings extensive experience in the implementation and research of service integration and management of both IT and business processes. With over 
35 years of experience, he is highly skilled at analyzing vendor governance trends and methodologies, identifying inefficiencies in current processes, and advising 
the industry. Jan Erik has experience on all four sides of the sourcing and vendor governance lifecycle - as a client, an industry analyst, a service provider and an 
advisor. Now as a research director, principal analyst and global head of ISG Provider Lens™, he is very well positioned to assess and report on the state of the 
industry and make recommendations for both enterprises and service provider clients.

Jan Erik Aase, Editor
Partner and Global Head – ISG Provider Lens/ISG Research
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ISG (Information Services Group) (Nasdaq: III) is a leading global technology research and advisory 
firm. A trusted business partner to more than 700 clients, including more than 75 of world’s top 100 
enterprises, ISG is committed to helping corporations, public sector organizations, and service and 
technology providers achieve operational excellence and faster growth. The firm specializes in digital 
transformation services, including automation, cloud and data analytics; sourcing advisory; managed 
governance and risk services; network carrier services; strategy and operations design; change man-
agement; market intelligence and technology research and analysis. Founded in 2006, and based in 
Stamford, Conn., ISG employs more than 1,300 digital-ready professionals operating in more than 20 
countries—a global team known for its innovative thinking, market influence, deep industry and tech-
nology expertise, and world-class research and analytical capabilities based on the industry’s most 
comprehensive marketplace data. For more information, visit www.isg-one.com.

http://www.isg-one.com
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