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Executive Summary

homes. The lessons learned from this crisis will permeate work strategy discussions for 

years to come, starting with reviving the conceptual arguments about workplace versus 

workspace, because, after COVID-19, where we work will no longer be as certain as it once 

was.  

Managed Workplace Services

All the technologies that enterprises had deployed before the pandemic were built on the 

assumption that workers come to buildings, be that an office, a school campus, a medical 

center or any other facility. Remote work was considered an exception for those who 

needed mobility. However, even for mobile workers, the assumption was that they could 

go to an office to get their devices or IT support. COVID-19 changes that. Although some 

workers must be in buildings, such as a manufacturing plant or a hospital, the building is 

no longer a must-have for all employees. Planning assumptions have changed.

In this quadrant, we explore the difficulties faced in the move to working from home 

and what solutions the incumbent service providers put in place to respond to client 

requests. Global service providers could learn about the challenges in Asia, and then 

Europe, enabling them to be better prepared when the COVID-19 outbreak arrived in the 

Americas. That head start has provided some benefits for their clients in Brazil.

EXECUTIVE SUMMARY
General Trends

The year 2020 will be remembered as the “work from home” year because of the COVID-19 

outbreak. Companies have enabled millions of workers to move from offices to homes, 

working collaboratively and sometimes more productively than in the office environment. 

Many reasons can explain the higher productivity, such as having greater focus and working 

longer hours, but this level of productivity may not survive once people can get out of their 

homes for entertainment and other social activities. Nonetheless, there is a common belief 

that many people will continue to work from home, even after a vaccine is available to help 

control the COVID-19 threat.

Digital Workplace Consulting Services

In the consulting market, we observed a rapid response to the COVID-19 outbreak that 

was essential for enabling employee productivity, safety and health at home. In this 

quadrant, we discuss the challenges encountered and the responses that leading workplace 

consulting firms provided to their clients. 

The support provided in changing the work environment has strengthened the ties 

between clients and service providers, demonstrating the benefits of having trustworthy 

and committed partners in moments of crisis. Solutions span from scaling virtual meeting 

capacity and securing connections to delivering office furniture and mobile devices to 



© 2020 Information Services Group, Inc. All Rights Reserved.

22

ISG Provider Lens™ Quadrant Report  |  Juli 2019

22

© 2020 Information Services Group, Inc. All Rights Reserved.

ISG Provider Lens™ Quadrant Report  |  October 2020 Executive Summary

One major trend is the change in field service logistics and support strategies to handle 

a larger number of people working from home. Service providers had to reinvent their 

support strategies. Supporting 10,000 workers in a single facility is very different from 

supporting 10,000 homes. Issues around connectivity, how-to questions and security 

have greatly increased. Providers responded with automated call handling and cognitive 

chatbots, and they accelerated their virtual assistants’ knowledge base to enable their 

bots to respond to questions about COVID-19, safety, health, HR-related issues and many 

other new subjects that are not IT-related. Field support strategies may now have changed 

forever.

Managed Mobility Services

In mobility, the crisis caused traffic to migrate from mobile to landline Internet in Brazil. 

However, carriers were keen to coordinate a joint effort to improve network capacity right 

after the outbreak, and, surprisingly, Brazilian users did not experience service disruption. 

Brazil had more than 225 million mobile devices in July 2020. A few years ago, 80 percent 

of devices had a prepaid mobile account, but by the end of July, only 49 percent of devices 

had such an account. Traffic has increased for both 4G and landline Internet, indicating 

that users increased their online time while switching to alternative pay models.

When asked about market priorities and trends, each service provider offers a different 

perspective depending on its business development goals. However, two issues have 

repeatedly emerged regarding mobility in Brazil. The first is business app development 

and management, and the second is cybersecurity. 

Unified Endpoint Management

The UEM market is experiencing a convergence of mobile device management and 

endpoint security because cybercriminals are exploring mobile devices’ vulnerabilities in 

order to gain access to the corporate network. This report has identified how Leaders are 

improving their UEM solutions to deal with cybersecurity.

IoT is a novelty for UEM solutions. Few vendors have developed robust IoT management 

solutions and the tools to secure IoT devices. IoT adds new device vendors to the UEM 

landscape. These vendors have proprietary software solutions, open-source software 

and operating systems that are not included in traditional UEM vendor solutions. Also, 

IoT attracts independent software vendors (ISVs) that are not part of the Microsoft, Apple 

and Google ecosystems. UEM vendors are gradually extending their tools to support new 

technologies.

Enterprise Social And Team Collaboration Solutions

Google and Microsoft dominate the collaboration landscape. The new solutions that 

appeared in the Brazilian market explore the gaps in Microsoft’s and Google’s offerings. 

Competitors excel in providing integration with both platforms and adding integration 

with other solutions, including open source. Market Challengers, Product Challengers and 

Contenders explore niches where particular security or privacy measures are required. 

They can offer control over data location and communication across platforms.



Executive Summary

Collaboration platforms offer an alternative to traditional ways of working using email, 

document creation and static presentations. Now, messaging often replaces email, voice 

messages replace typing, intranet pages replace documents and video replaces static 

presentations.

Meeting and Conferencing Solutions

The COVID-19 pandemic has caused the number of online conferences and events 

to skyrocket. Enterprises have realized that video streaming can be a serious tool for 

marketing and engaging clients in sales campaigns. However, when trying to make and 

promote their livestreaming events, clients discovered that robust platforms are necessary 

to make professional events and to handle large audiences.

The pandemic also spurred online collaboration. Some clients discovered that vertical 

specialization can result in better meeting products. Holding a sales meeting differs from 

teaching classes. An online doctor's appointment requires privacy. A financial results 

presentation requires privileged access for market analysts while the rest of the audience 

receives video streaming. Some vendors prefer to offer generic solutions; others are 

building vertical-specific solutions.

© 2020 Information Services Group, Inc. All Rights Reserved.
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Einleitung

Simplified illustration

Digital Workplace of the Future 2020 - Brazil

Digital Workplace Services

Digital Workplace 
Consulting Services

Managed Workplace 
Services for Large 

Accounts

Managed Workplace 
Services for the 

Midmarket

Managed Mobility 
Services

Digital Workplace Solutions

Unified Endpoint Management
Enterprise Collaboration 

Solutions
Meeting and Conferencing 

Solutions

Source: ISG 2020

Definition  
The digital workplace of the future refers to the technology ecosystem 

that enables enterprise employees to securely access their work profiles, 

stored data, and applications anywhere, anytime and on any device or 

platform. It aims to improve digital dexterity and worker productivity 

while enabling them to connect and collaborate with fellow employees 

efficiently.

The digital workplace technology ecosystem encompasses software 

solution vendors offering solutions that provide secure device 

management, continuous access to apps and data over any device, next-

generation meeting collaboration and productivity-focused solutions. It 

also includes system integrators and service providers that act as partners 

for enterprises in their workplace transformation journey — helping 

to assess their workplace environment, suggesting best approaches, 

managing the entire technical environment and providing support to end 

users by leveraging the latest and emerging technologies.

Introduction
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Definition (cont.)

As global enterprises grapple with the COVID-19 pandemic, they need to enable remote 

working at scale for a majority of their workforce. This requires employees to have 

seamless access to their workplace apps through the device they carry (personal or 

company-owned). It also requires an overarching technical environment that ensures 

connectivity and collaboration among globally dispersed employees anytime and 

anywhere. Also, enterprises must ensure that corporate data and applications remain 

secure and protected from cyberattacks. This requires significant investments in secure 

tools for remote working along with meeting and collaboration solutions to ensure 

employee productivity.

IntroductionISG Provider Lens™ Quadrant Report  |  October 2020

As part of this quadrant study, ISG is introducing the following seven quadrants on digital 

workplace services and solutions. 

Digital workplace consulting services: This quadrant centers on workplace optimization strat-

egies. The modules include support for defining a workplace strategy, designing the architecture 

and creating the roadmap for validating the business case for transformation. 

Managed workplace services for large accounts: This assessment covers all managed services 

related to the digital workplace. An IT service desk with level 1 and level 2 support, in-person tech-

nical support and user self-help services are core components of the managed services offering. 

Service providers in this quadrant focus on large clients (accounts), usually supporting more than 

5,000 users in enterprises with more than $1 billion in annual revenue.

Managed workplace services for the midmarket: This quadrant includes service providers 

that focus on midsized enterprise clients. A typical client’s revenue is under $1 billion annually 

and its user base is under 5,000 users. Service providers in this category usually support tens of 

thousands of users from multiple clients through shared service centers that offer IT service desk 

with level 1 and 2 support, in-person technical support and user self-help services.

Scope of the Study
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Managed mobility services: The service providers in this quadrant support mobility 

and the bring-your-own-device (BYOD) strategy. Their services include support for 

mobile device management (MDM), policy configuration, device configuration, device 

lifecycle and telecom expense management. Some firms also offer mobile application 

management (MAM), endpoint security, user experience management and cloud-based 

services. 

Unified endpoint management: UEM solutions encompass smartphones, tablets, 

laptops and desktop devices. A UEM solution should primarily provide full enterprise 

mobility management, covering mobile application management, mobile device 

management and mobile content management (MCM). The software solution should 

support both on-premises and cloud deployments.

IntroductionISG Provider Lens™ Quadrant Report  |  October 2020

Enterprise social and team collaboration solutions: These software solutions support en-

terprise social networks, next-generation intranet, business communications and team-centric 

and content-centric collaboration. They can include groupware, knowledge management, email, 

conferencing, activity streams, microblogging and talent and skills management. 

Meeting and conferencing solutions: This quadrant compares solutions that facilitate online 

communication and interaction by combining messaging, content sharing and audio and video 

meetings. These meeting solutions follow protocols to protect information online through 

encryption and compliance with internationally accepted security and privacy standards.
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The ISG Provider Lens™ quadrants were created using an evaluation matrix containing four segments, where the providers are positioned accordingly.

Provider Classifications

Leader

The "Leaders" among the vendors/ 

providers have a highly attractive 

product and service offering and a 

very strong market and competitive 

position; they fulfill all requirements 

for successful market cultivation. 

They can be regarded as opinion 

leaders, providing strategic impulses 

to the market. They also ensure 

innovative strength and stability.

Product  
Challenger

The "Product Challengers" offer a 

product and service portfolio that 

provides an above-average cover-

age of corporate requirements, but 

are not able to provide the same 

resources and strengths as the 

Leaders regarding the individual 

market cultivation categories. Often, 

this is due to the respective vendor’s 

size or their weak footprint within 

the respective target segment.

Market  
Challenger

"Market Challengers" are also 

very competitive, but there is still 

significant portfolio potential and 

they clearly lag behind the Leaders. 

Often, the Market Challengers 

are established vendors that 

are somewhat slow to address 

new trends, due to their size and 

company structure, and therefore 

have some potential to optimize 

their portfolio and increase their 

attractiveness.

Contender

"Contenders" are still lacking mature 

products and services or sufficient 

depth and breadth of their offering, 

while also showing some strengths 

and improvement potentials in their 

market cultivation efforts. These 

vendors are often generalists or niche 

players.
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Each ISG Provider Lens™ quadrant may include a service provider(s) who ISG believes has a strong potential to move into the leader’s quadrant.

Provider Classifications (cont.)

Rising Star

"Rising Stars" are usually Product Challengers with high future 
potential. Companies that receive the Rising Star award have a 
promis ing portfolio, including the required roadmap and an adequate 
focus on key market trends and customer requirements. Rising Stars 
also have excellent management and understanding of the local 
market. This award is only given to vendors or service providers that 
have made ex treme progress towards their goals within the last 12 
months and are on a good way to reach the leader quadrant within 
the next 12 to 24 months, due to their above-average impact and 
innovative strength.

Not In

This service provider or vendor was not included in this 
quadrant as ISG could not obtain enough information 
to position them. This omission does not imply that the 
service provider or vendor does not provide this service. 
In dependence of the market ISG positions providers 
according to their business sweet spot, which can be the 
related midmarket or large accounts quadrant.



© 2020 Information Services Group, Inc. All Rights Reserved.

99

ISG Provider Lens™ Quadrant Report  |  October 2020

Digital Workplace of the Future — Services & Solutions - Quadrant Provider Listing 1 of 5

Digital Workplace 
Consulting Services

Managed Workplace 
Services - Large 

Accounts

Managed Workplace 
Services - Midmarket

Managed Mobility 
Services

Enterprise 
Collaboration 

Solutions

Unified Endpoint 
Management

Meeting and 
Conferencing 

Solutions

Accenture 4 Product Challenger 4 Product Challenger 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Not in

Adobe 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Product Challenger

Alcatel-Lucent 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender

Atos 4 Product Challenger 4 Leader 4 Not in 4 Product Challenger 4 Contender 4 Not in 4 Product Challenger

Avaya 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender

BlackBerry 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Rising Star 4 Not in

Capgemini 4 Product Challenger 4 Leader 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Not in

Cisco 4 Not in 4 Not in 4 Not in 4 Not in 4 Market Challenger 4 Not in 4 Leader

Citrix 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Leader 4 Not in

CMTech 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in 4 Not in

Introduction
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Digital Workplace 
Consulting Services

Managed Workplace 
Services - Large 

Accounts

Managed Workplace 
Services - Midmarket

Managed Mobility 
Services

Enterprise 
Collaboration 

Solutions

Unified Endpoint 
Management

Meeting and 
Conferencing 

Solutions

Cognizant 4 Product Challenger 4 Product Challenger 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Not In

ConnectCom 4 Not in 4 Contender 4 Contender 4 Not In 4 Not In 4 Not In 4 Not In

DXC 4 Leader 4 Product Challenger 4 Not In 4 Product Challenger 4 Not in 4 Not in 4 Not In

Google 4 Not in 4 Not in 4 Not In 4 Not In 4 Leader 4 Not In 4 Leader

HCL 4 Contender 4 Product Challenger 4 Not In 4 Leader 4 Not In 4 Not In 4 Not In

IBM 4 Leader 4 Leader 4 Leader 4 Leader 4 Not In 4 Leader 4 Not In

ilegra 4 Leader 4 Not in 4 Not In 4 Not In 4 Not In 4 Not in 4 Not In

Infosys 4 Product Challenger 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in 4 Not In

IPNet 4 Contender 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in 4 Not In

Kaspersky 4 Not in 4 Not in 4 Not In 4 Not In 4 Not In 4 Market Challenger 4 Not In

Digital Workplace of the Future — Services & Solutions - Quadrant Provider Listing 2 of 5
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Digital Workplace 
Consulting Services

Managed Workplace 
Services - Large 

Accounts

Managed Workplace 
Services - Midmarket

Managed Mobility 
Services

Enterprise 
Collaboration 

Solutions

Unified Endpoint 
Management

Meeting and 
Conferencing 

Solutions

Logicalis 4 Not in 4 Product Challenger 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in

LogMeIn 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Leader

Microsoft 4 Not in 4 Not in 4 Not in 4 Not in 4 Leader 4 Leader 4 Leader

Multiedro 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in 4 Not in

Nexa Tecnologia 4 Not in 4 Contender 4 Product Challenger 4 Not in 4 Not in 4 Not in 4 Not in

NTT DATA 4 Contender 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in

Penso Tecnologia 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in 4 Not in

Processor 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in 4 Not in

QI Network 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in 4 Not in 4 Not in

Quality S.A. 4 Not in 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Not in 4 Not in

Digital Workplace of the Future — Services & Solutions - Quadrant Provider Listing 3 of 5
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Digital Workplace 
Consulting Services

Managed Workplace 
Services - Large 

Accounts

Managed Workplace 
Services - Midmarket

Managed Mobility 
Services

Enterprise 
Collaboration 

Solutions

Unified Endpoint 
Management

Meeting and 
Conferencing 

Solutions

Rocket.Chat 4 Not in 4 Not in 4 Not in 4 Not in 4 Product Challenger 4 Not in 4 Rising Star

Salesforce 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in

SantoDigital 4 Contender 4 Contender 4 Leader 4 Not in 4 Not in 4 Not in 4 Not in

SAP 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in

Slack 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in 4 Not in

Snow Software 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in

Sonda 4 Contender 4 Leader 4 Not in 4 Leader 4 Not in 4 Not in 4 Not in

Sophos 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender 4 Not in

Stefanini 4 Leader 4 Leader 4 Leader 4 Leader 4 Not in 4 Not in 4 Not in

TCS 4 Product Challenger 4 Product Challenger 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Not in

Digital Workplace of the Future — Services & Solutions - Quadrant Provider Listing 4 of 5
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Digital Workplace 
Consulting Services

Managed Workplace 
Services - Large 

Accounts

Managed Workplace 
Services - Midmarket

Managed Mobility 
Services

Enterprise 
Collaboration 

Solutions

Unified Endpoint 
Management

Meeting and 
Conferencing 

Solutions

TeamViewer 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Contender

Tech Mahindra 4 Not in 4 Not in 4 Product Challenger 4 Not in 4 Not in 4 Not in 4 Not in

Tecnocomp 4 Not in 4 Contender 4 Product Challenger 4 Not in 4 Not in 4 Not in 4 Not in

TIVIT 4 Contender 4 Leader 4 Not in 4 Market Challenger 4 Not in 4 Not in 4 Not in

Unisys 4 Leader 4 Leader 4 Not in 4 Leader 4 Not in 4 Not in 4 Not in

VMware 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Leader 4 Not in

Wipro 4 Rising Star 4 Rising Star 4 Not in 4 Leader 4 Not in 4 Not in 4 Not in

Workplace from 
Facebook 4 Not in 4 Not in 4 Not in 4 Not in 4 Product Challenger 4 Not in 4 Not in

Zoho 4 Not in 4 Not in 4 Not in 4 Not in 4 Product Challenger 4 Product Challenger 4 Product Challenger

Zoom 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Not in 4 Leader
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Executive Summary

Some digital workplace consulting service providers in Brazil 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 that can 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 Brazil.

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
Digital Workplace Consulting Services, Brazil 
This report is relevant to enterprises across industries in Brazil for evaluating providers of 
digital workplace consulting services.

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

Due to the COVID-19 pandemic, enterprises faced challenges related to employees’ 
changing work environments. Some of the major challenges faced by enterprises involved 
enabling remote working, ensuring the health and safety aspect of employees, providing 
a consistent employee experience while working from home, measuring productivity, 
enhancing the security of communication and collaboration tools and ensuring mobile 
estate readiness and network and endpoint security. Procurement of hardware/mobile 
devices for employees working from their home offices and enabling a virtual desktop 
infrastructure were also among the major concerns for enterprises.

Enterprises in Brazil are looking to redesign the workplace for socialization purposes and 
enable remote working at a larger scale. They are also focusing on technology-based 
consulting services leveraging automation, analytics and artificial intelligence to build virtual 
assistants and co-create digital workplace solutions. Due to the pandemic, enterprises are 
also looking for consulting services related to building smart physical workspaces, back-to-
work solutions, augmented reality and virtual reality.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NETWORKING 
Definition
Digital workplace consulting centers on workplace optimization 
strategies. The modules include designing the architecture and creating 
the roadmap for validating the business case around transformation. 
Consulting and workplace assessment are an essential part of the 
digital workplace offering and are offered independently of the 
associated managed services. These advisory services are specific 
to workplace digital transformation. They typically include assessing 
the current workplace environment, designing the user-focused 
workplace transformation, defining the business case and return on 
investment (ROI), segmenting end-user personas, providing a roadmap 
for implementation and enabling technology adoption and change 
management.

DIGITAL WORKPLACE CONSULTING 
SERVICES

Managed Services for Midmarket
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 � Consulting and workplace assessment services that are independent 

of the associated managed services.

 � A vendor-neutral approach in assessing the best technology partner.

 � An established methodology for end-user persona segmentation.

 � Ability to define and visualize the modern workplace environment to 

enhance the end-user experience and measure it.

 � Technology adoption and change management services included in 

the consulting portfolio.

The year 2020 will be remembered as the “work from home” year as a consequence of the COVID-19 

outbreak. Companies have enabled millions of workers to move from offices to homes, working 

collaboratively and as productively as in the office environment – sometimes more productively. 

Many reasons can explain the higher productivity, such as having greater focus and working longer 

hours, but this level of productivity may not survive once people can get out of their homes for 

entertainment and other social activities. Nonetheless, there is a common belief that many people 

will continue to work from home, even after a vaccine is available to help control the COVID-19 threat.

All the service providers evaluated for this quadrant have rapidly put together consulting services 

to help their clients’ employees move from office to home. Some have offered free advice. Others 

offered virtual assistants to help employees understand the work changes and how to better use 

collaboration tools, and some even offered virtual assistants to help individuals organize their daily 

tasks themselves.

The challenges, as described by one of the participating companies, were how to maintain the 

employee experience when working remotely while also addressing concerns about security and data 

restrictions. In general, the participants say most enterprise clients were not ready to deploy identity 

and access management and other security tools to a large number of remote workers. Although 

technology can scale fast, the licensing and budgets were not in place. Scaling connectivity was also 

Eligibility Criteria Observations

Digital Workplace Consulting Services

DIGITAL WORKPLACE CONSULTING 
SERVICES
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a challenge, and companies had to rely on home Internet connections. 

Many companies in Brazil have supplied office furniture and home 

Internet reimbursement for employees who did not have a way to 

resolve their home-facility challenges because the retail stores were 

closed. Workplace consulting played a role in resolving these challeng-

es, helping clients find distributors and changing supply logistics to 

deliver to the homes.

There was a huge increase in virtual meetings, pushing vendors such 

as Cisco Webex, Microsoft Teams, Zoom and others to the top of the 

list for video meetings. Consulting firms in this quadrant have helped 

clients deploy these collaboration tools in days, rather than the weeks it 

used to take. Along with integrating these tools, consulting companies 

have helped clients identify how to measure the use of these tech-

nologies. They incorporated analytics solutions to measure the user 

experience and provide insights for service improvements.

When it comes to hardware, devices and collaboration tools, service 

providers said clients had immediate demand for buying devices 

because the desktops used in the office would not be suitable for working at home. Also, more 

devices were needed by companies where employees previously operated in shifts and shared 

the same device but now had to work remotely. Service providers that offer devices as a service 

were in better shape to respond to clients’ requests because they had items in stock and supply 

agreements with vendors. However, the suspension of imports from China, the main provider 

of electronic parts, impacted vendors that manufacture in Brazil and soon resulted in a shortage 

of devices. The alternative response was offering virtual desktop infrastructure (VDI), enabling 

employees to use corporate applications over their home computer or tablet. 

New fronts in consulting services emerged, such as experience measuring and monitoring, remote 

collaboration methodologies, mobile security, identity management and identity validation with 

biometrics and behavior sensing. Employee health and talent retention have become keywords for 

superior business performance. Workplace design has taken a key role in promoting productivity. 

“User experience” is the most common term in IT, and it is merging with “employee experience,” a 

common term among human resource experts. IT has become an HR ally, as advanced consulting 

helps IT teams understand HR while HR learns about technology tools and their impact on work, 

health and well-being.

Observations (cont.)

DIGITAL WORKPLACE CONSULTING 
SERVICES

Digital Workplace Consulting Services
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Although mobility and endpoint security emerged as the most import-

ant themes this year, trends observed last year — the increasing use of 

virtual assistants, design thinking for co-creation of digital workplaces, 

and remote support based on augmented reality and virtual reality (AR/

VR) — continue to be strong. Of 50 participants in this study, 18 have 

qualified for this quadrant. ISG has identified five of them as Leaders 

and one as a Rising Star. 

 � DXC Technology focuses on helping global enterprises run their 

mission-critical systems and operations while modernizing IT, 

optimizing data architectures and ensuring security and scalability 

across public, private and hybrid clouds. DXC’s MyWorkStyle 

guides the design of a consumer-like experience on whatever 

device the individual prefers. The company can provide experience 

level agreements (XLAs) to supplement traditional service level 

agreements. DXC has service centers in São Bernardo do Campo and 

Araraquara. 

 � IBM provides a full-scope digital workplace, leveraging strong partnerships with hardware and 

software vendors. Its offerings include device lifecycle management, workplace virtualization, 

workplace collaboration and workplace support services. The company’s advisory team assists 

clients in defining their roadmap regardless of their starting point or the specific business 

challenges they may be facing. With a heavy use of machine learning and analytics, it provides 

automation and intelligent support infrastructure that is continuously learning with each 

interaction.

 � ilegra is a Brazilian company with offices in São Paulo, Porto Alegre, Miami and Lisbon. Its 

portfolio includes digital design, innovation, software and IT operations, data science and digital 

culture. ilegra’s digital workplace design applies a proprietary methodology that has been tested 

and approved by large organizations. The company’s technology partners include Google, 

GitHub, Workplace by Facebook and Inbenta.

Observations (cont.)
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 � Stefanini’s digital workplace offers an end-to-end solution that 

focuses on users' needs around mobility, privacy, security and 

collaboration. It is supported by an automated service platform 

and natural language processing for better user experience and 

productivity. In consulting, the company has improved its design 

methodology (and renamed it Dive by Stefanini), a structured 

process for discovering and building a workplace that responds to 

unique user needs. It mixes design thinking with user experience 

insights to co-develop a new environment that adopts innovations 

for superior performance.

 � Unisys digital workplace services rely on the InteliServe™ platform. 

Unisys’ vision is to enable the digital workplace through the use 

of automation that is personal, pervasive and intelligent in order 

to give users an easy-to-use, consumer-like experience. It has offices in São Paulo and Rio de 

Janeiro, with a delivery center in Campo Grande. Unisys can design a seamless experience that 

offers security and compliance with mobility and provides field support for both users who work 

on-site and ones who now work from home. 

 � Wipro is a Rising Star that has been growing faster than the market average. Its digital 

workplace is a global service with a delivery team in Brazil. Wipro applies design thinking 

to create digital workplaces that are aligned to business needs, talent retention, functional 

productivity, innovation and superior end-user experience. Its methodology includes 

organizational change management aspects to accelerate adoption as well as benchmarking 

references. It leverages tested and vertically customized intellectual properties (IPs) enabling 

plug-and-play features that shorten implementation timelines.

Observations (cont.)

DIGITAL WORKPLACE CONSULTING 
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 UNISYS

Unisys provides robust workplace transformation with 
mobility and field support for users who work on-site 
as well as those working from home with a seamless 

experience, security and compliance.

Unisys provides consulting as a part of a service migration process. It does not offer 
stand-alone digital workplace design, because its framework relies on proprietary 
tools. Its solutions use standard processes, so clients do not get locked in; however, 
its solution design leverages its management platform and cybersecurity tools.

Service lifecycle design: Unisys goes further than defining personas and collaboration tools to envision all 
services required. Pervasive automation crosses the service desk, field services and device and mobile app 
provisioning and management. Personal automation provides a unique experience for each role within the 
organization. Intelligent automation adapts over time using machine learning and natural language processing. 
Underneath services include devices, logistics, asset management and security.

Advanced and adaptive workplace: Unisys’ analytics provide insights around user behavior, preferences and 
productivity. IoT and smart building technologies provide environmental management for better well-being. 
Advanced security keeps corporate intellectual property secure and compliant to GDPR and the equivalent 
Brazilian LGPD. All features apply to work-from-home scenarios, and virtual reality tools run on users’ mobile 
apps, enabling remote support related to printers, cables, configurations and advanced logistics to supply 
device replacements as needed.

Pragmatic and expandable solution design: Unisys InteliServe™ is built on the core principles of IT service 
management (ITSM) with connectors to expand it with AI and analytics, enabling rapid implementation. Unisys 
can design unique workplace solutions for business functions such as human resources, sales and other specific 
requirements.

Unisys reported $2.8 billion in global revenue in 2019. The company’s portfolio is based on three service 
platforms: Unisys InteliServe™, Unisys CloudForte® and Unisys Stealth®. Unisys digital workplace services rely on 
the InteliServe™ platform. Unisys’ vision is to enable the digital workplace through the use of automation that is 
personal, pervasive and intelligent to give users an easy-to-use, consumer-like experience. It has offices in São 
Paulo and Rio de Janeiro, with a delivery center in Campo Grande.

Caution

Strengths

Overview 

2020 ISG Provider Lens™ Leader

Digital Workplace Consulting Services
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Executive Summary

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of providers that can help them 
effectively plan and select managed workplace services. 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 managed 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 workplace 
service providers in Brazil.

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.

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 Workplace Services - Large Accounts, Brazil 
This report is relevant to large enterprises across industries in Brazil for evaluating 
providers of managed workplace services.

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

Due to the COVID-19 pandemic, enterprises are focused on creating a secure and effective 
remote/hybrid working environment for employees. Some of the major challenges 
faced by enterprises involved accelerating workplace modernization and cost reduction 
simultaneously, optimizing the employee experience, enhancing end user adoption and 
transforming field services for support of remote workers. Enterprises are also looking 
forward to implementing self-heal and self-service technologies for automatically resolving 
ticket queries as users are unable to access in-person support.

Most of the large enterprises in Brazil embrace Microsoft 365 solutions, and service 
providers have also improved their managed service offerings for handling multiple 
requirements. Workspace management solutions, digital lockers, IT kiosks, meeting room 
booking solutions, cognitive virtual assistants and formulation of a unified communication 
and collaboration (UCC) strategy are some of the major demands of enterprise clients.

Service providers in Brazil are reinventing their field service logistics and support strategies 
to manage the growing number of remote workers. They are seeking to combine the power 
of artificial intelligence, analytics and automation to tackle the above-mentioned challenges.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
Managed digital workplace services include all managed services related 

to the digital workplace. An IT service desk with level 1 and 2 support, 

in-person technical support and user self-help services are the core 

components of the managed services offering. The quadrant covers 

next-generation service desk services, field support, automation-enabled 

predictive analytics, IT kiosks, self-help capabilities, chatbots, managed 

end-user computing, unified communication services and managed 

virtual desktop services.

Managed Workplace Services for Large Accounts includes service 

providers that focus on large clients, usually supporting more than 5,000 

users for enterprises with over $1 billion in annual revenue.

MANAGED WORKPLACE SERVICES 
FOR LARGE ACCOUNTS

Managed Services for Large Accounts
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 � 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 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 monitor-

ing services.

 � Demonstrate experience in providing remote virtual desktop 

services, both on-premises and in the cloud.

All the technologies that enterprise companies had deployed before the COVID-19 outbreak were 

built on the assumption that workers come to buildings, be that an office, a school campus, a 

medical center or any other facility. Remote work was considered an exception for those who 

need mobility. However, even for mobile workers, the assumption was that they could go to an 

office to get their devices or IT support. COVID-19 changes that. Although some workers must be in 

buildings, such as a manufacturing plant or a hospital, the building is no longer a must-have for all 

employees. Planning assumptions have changed. 

For large accounts — the multibillion-dollar companies that need support for many thousands of 

users — advanced automation, virtual assistants, smart vending machines and device lockers have 

become essential for cost-effective user support. When the crisis imposed social distancing, those 

companies that had adopted fully automated digital workplaces could better face the challenges 

of moving employees to work from home. This was true for service providers as well; the ones that 

had advanced management platforms could more easily shift to a work-from-home model, even 

for service desk agents. 

One major trend is the change in field service logistics and support strategies to handle a larger 

number of people working from home. Providers had to reinvent their support strategies. Support-

ing 10,000 workers in a single facility is very different from supporting 10,000 homes. Issues around 

Eligibility Criteria Observations

Managed Workplace Services for Large Accounts

MANAGED WORKPLACE SERVICES 
FOR LARGE ACCOUNTS
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connectivity, how-to questions and security have greatly increased. 

Providers responded with automated call handling and cognitive 

chatbots, and they accelerated their virtual assistants’ knowledge base 

to enable these bots to respond to questions about COVID-19, safety, 

health, HR-related issues and many other new subjects that are not 

IT-related.

Overall, the logistics required to move devices and procure additional 

equipment were challenging for large enterprises. Service providers 

have invested in enhancing the algorithms to enable advanced logistics, 

remote work support and superior user experience when outside a 

client’s building. 

Optimizing employee experience is the most frequent subject 

mentioned by service providers. However, each one has a different 

perspective on what user experience means, why it is important, how 

to measure it and how to transform experience into attainable business 

goals. The assumption that better user experience equals better pro-

ductivity is expected to be true, but too often providers offer no facts to support this assumption. 

This topic will continue to permeate IT service discussions.

The most frequent challenge mentioned by service providers is how to keep the environment 

secure when clients do not want to invest in cybersecurity tools. Service providers can include end-

point security, but clients expect to lower TCO. The importance of endpoint security has increased 

because of recent security incidents, including ransomware attacks that started from devices at the 

worker’s home.  

Of 50 participants in this study, 18 have qualified for this quadrant. ISG has identified seven 

Leaders and one Rising Star.  

 � Atos is a global service provider with 110,000 employees in 73 countries and annual revenue of 

€12 billion in 2019. Its ambition is to become the leader in employee experience, embracing the 

full scope from people to places to platform with a data-driven approach that delivers insights 

to the employees and their organization and drives continuous improvements. Atos has 3,000 

employees in South America. Its Brazilian service delivery center is in Londrina.

 � Capgemini offers consulting, digital transformation, technology and engineering services. It 

operates in 50 countries with 270,000 employees. The new offering this year is the Capgemini 

Observations (cont.)

MANAGED WORKPLACE SERVICES 
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Managed Workplace Services for Large Accounts



© 2020 Information Services Group, Inc. All Rights Reserved.

2626

ISG Provider Lens™ Quadrant Report  |  October 2020

Digital Operations Platform (DOP), a cloud-hosted platform that 

integrates with client environments to provide automation and 

cognitive contact channels. Capgemini Brazil can support large 

enterprise clients with countrywide and international operations. Its 

compliance focus is of special interest to regulated industries such 

as banking and insurance.  

 � IBM is a global service provider with more than $77 billion in 

revenue in 2019. It provides a full-scope digital workplace, leveraging 

strong partnerships with hardware and software vendors. IBM’s 

portfolio includes device lifecycle management, workplace virtualiza-

tion, workplace collaboration and workplace support services. IBM 

offers end-to-end services. It can provide desktop as a service (DaaS), 

VDI or BYOD, and Apple and PC technologies. Its field services cover 

all the Brazilian states.

 � Sonda is headquartered in Chile, operates in 10 countries and has 13,000 employees. In Brazil, 

it has 8,000 employees and 600 clients. Its many digital workplace services include: service 

desk, field support, device as a service, asset management, mobility management, application 

management, email and collaboration, geo-localization, data security, configuration, distribution 

and hardware maintenance for notebooks, tablets and smartphones.

 � Stefanini has 25,000 employees operating in more than 40 countries. It offers an end-to-

end digital workplace solution that covers user needs around mobility, privacy, security and 

collaboration. The solution is supported by an automated service platform and natural-language 

processing for better user experience and productivity. Stefanini delivery centers are in Brasilia, 

São Paulo, Belo Horizonte, Campina Grande, Porto Alegre, and Curitiba, and it services clients in 

all the states in Brazil.

 � TIVIT is a privately held Brazilian company. It operates in 10 countries in Latin America and 

provides services to 35 countries. TIVIT’s digital workplace service includes a dedicated or shared 

service desk, field support and device management. It handles more than 30 million tickets a 

Observations (cont.)
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year and manages 300,000 devices with an HDI-certified staff and 

ISO 20000-certified centers distributed in seven locations. The com-

pany has a large installed base and can handle tens of thousands of 

users and devices under a standardized shared infrastructure, with 

competitive price options.

 � Unisys reported $2.8 billion in revenue in 2019. The company’s 

portfolio is based on three service platforms: Unisys InteliServe™, 

Unisys CloudForte® and Unisys Stealth®. Unisys digital workplace 

services rely on the InteliServe™ platform. It has operated in Brazil 

for more than 95 years and it currently has offices in São Paulo and 

Rio de Janeiro and a delivery center in Campo Grande. Workplace 

services include endpoint management, field services, service desk 

and collaboration.

 � Rising Star Wipro reported $8 billion in global revenue in 2020. The company executes its global 

service strategy by leveraging its artificial intelligence automation platform, HOLMES™, and by 

maintaining a delivery capacity in Brazil, where 97 percent of the workforce is hired locally. The 

digital workplace service is a global practice with one of its delivery centers in Curitiba. Wipro 

measures user experience to proactively improve automation, enhance self-healing methods, 

increase its self-help knowledge base and continuously advance the shift-left strategy toward a 

fully automated workplace experience.

Observations (cont.)
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 UNISYS

Unisys offers robust digital workplace services, 
using leading-edge technologies to provide 

superior user experiences for clients that have 
highly dispersed operations in Brazil.

Unisys focuses on a few vertical markets and targets the top of the large account's 
market. Its strict focus poses a limit to Unisys’ market expansion in Brazil. The 
company should consider opening its digital workplace services to a wider market, 
enhancing its portfolio attractiveness while reducing the risk of revenue concentra-
tion on a few clients. 

Mature process automation: Unisys proposes standardization to enable robust automation. It brings AI, 
automation and analytics to the digital workplace, providing users with intelligent, pervasive and personalized 
support wherever they are and via whatever device they are using. Delivery of devices and apps goes through 
automated, self-service identity management for strict data access control. All details have been thought 
through to provide security without compromising the user experience.

Ask Amelia: Unisys’ AI and cognitive solution, Amelia, supports users in learning how to work from home, 
leverage their tools and improve security. Unisys enables immediate productivity for new hires. For remote 
workers, Unisys can deliver devices to their homes or enable secure VDI over their home desktop. Innovative 
AR/VR over smartphones helps users configure their tools, which has been exceptionally helpful during the 
COVID-19 outbreak.

Advanced field support: Unisys has long deployed solutions such as IT vending machines and tech cafés. Its 
analytics platform can monitor and predict the need for device replacement. Unisys handles complex logistics 
to cover the entire Brazilian territory. It recently created a tech-support button for retailers and airlines that 
share equipment. In case of trouble, the front-desk employee simply pushes the button and moves to the next 
position/equipment to continue working. The support cycle is automatic, from opening the ticket to replacing 
the device or malfunctioning app.

Unisys reported $2.8 billion in revenue in 2019. The company’s portfolio is based on three service platforms: 
Unisys InteliServe™, Unisys CloudForte® and Unisys Stealth®. Unisys digital workplace services rely on the 
InteliServe™ platform. It has operated in Brazil for more than 95 years, and it currently has offices in São Paulo 
and Rio de Janeiro and a delivery center in Campo Grande. Workplace services include endpoint management, 
field services, service desk and collaboration.

Caution

Strengths

Overview 

2020 ISG Provider Lens™ Leader

Managed Workplace Services for Large Accounts
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Executive Summary

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of providers that can help them 
effectively plan and select managed workplace services. 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 managed 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 workplace 
service providers in Brazil.

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.

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

ENTERPRISE CONTEXT
Managed Workplace Services - Midmarket, Brazil 
This report is relevant to midmarket enterprise clients across industries in Brazil for 
evaluating providers of managed workplace services.

In this quadrant report, ISG highlights the current market positioning of managed workplace 
service providers to midmarket enterprise clients in Brazil and how each addresses the key 
challenges faced in the region.

Due to the COVID-19 pandemic, enterprises are focused on creating a secure and effective 
remote/hybrid working environment for employees. Some of the major challenges faced 
by enterprises revolved around accelerating workplace modernization and cost reduction 
simultaneously, optimizing the employee experience, enhancing end user adoption and 
transforming field services for support of remote workers. Enterprises are also looking 
forward to implementing self-heal and self-service technologies for automatically resolving 
ticket queries while users are unable to access in-person support.

Most of the midmarket enterprise clients in Brazil are adopting a cloud-based approach 
and show strong demand for Microsoft 365 solutions. Workspace management solutions, 
digital lockers, IT kiosks, meeting room booking solutions, cognitive virtual assistants and 
an effective unified communication and collaboration (UCC) strategy are some of the major 
demands of the midmarket enterprise clients.

Service providers in Brazil are reinventing their field service logistics and support strategies 
to manage the growing number of remote workers. They are seeking to combine the power 
of artificial intelligence, analytics and automation to tackle the above-mentioned challenges.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
Managed digital workplace services include all managed services related 

to the digital workplace. An IT service desk with level 1 and 2 support, 

in-person technical support, and user self-help services are the core 

components of the managed services offering. The quadrant covers 

next-generation service desk services, field support, automation-enabled 

predictive analytics, IT kiosks, self-help capabilities, chatbots, managed 

end-user computing, unified communication services and managed 

virtual desktop services.

Managed Workplace Services for the Midmarket includes service 

providers that focus on midsized enterprise clients. Typical clients’ 

revenues are less than $1 billion annually, or their user base is under 

5,000 users. Service providers in this category usually support tens of 

thousands of users from multiple clients through shared service centers 

that offer IT service desk and user self-help services.

MANAGED WORKPLACE SERVICES 
FOR THE MIDMARKET

Managed Container as a Service
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 � 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 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 in the cloud.

The typical midmarket client is adopting cloud-based collaboration tools and moving away from 

internal service desks and user support. As desktops and smartphones are becoming more reliable 

every year, the common strategy is to replace devices rather than fix them. Also, cloud-based 

collaboration solutions offer cloud storage, reducing the need for local storage and eliminating file 

servers. The modern digital workplace is in the cloud for midmarket clients, which rarely use field 

services to maintain and replace devices.

Leading managed service providers add support, user training and monitoring tools to enable 

better user experiences. However, many collaboration service partners were not qualified for 

this study because, although they offer migration to cloud (most likely to Microsoft 365 or Google 

Workspace), they do not offer user support. 

Eligibility Criteria Observations

Managed Workplace Services for the Midmarket

MANAGED WORKPLACE SERVICES 
FOR THE MIDMARKET
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Of 50 participants in this study, 14 have qualified for this quadrant. ISG 

has identified three Leaders.

 � IBM serves large and midsized client enterprises in Brazil. It provides 

a full-scope digital workplace, leveraging strong partnerships with 

hardware and software vendors. Its alliance with Microsoft and 

its investments for Watson integration with the ServiceNow cloud 

platform demonstrate its commitment to deliver leading digital 

workplace services. Midmarket clients can benefit from a technology 

leap and get world-class service levels. In Brazil, IBM delivery centers 

are in São Paulo and Hortolândia.

 � SantoDigital is a Brazilian company specializing in Google services. 

Founded in 2010, SantoDigital was the first Google Premier Partner 

in Brazil to receive the global Google Enterprise Collaboration 

Specialization. It is headquartered in São Paulo and serves 1,200 

clients and 59,000 users.

 � Stefanini has a comprehensive ITO and BPO portfolio. Stefanini’s digital workplace offers an 

end-to-end solution to fulfill user needs around mobility, privacy, security and collaboration. 

It is supported by an automated service platform and natural-language processing for better 

user experience and productivity. Stefanini services can be decoupled to provide custom service 

configurations. It has sales and delivery teams to respond to client requests in all Brazilian 

states.

Observations (cont.)
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Executive Summary

End users in Brazil are transitioning from mobile to landline internet due to the upsurge 
of remote working. Enterprises in Brazil expect to enhance productivity and collaboration 
on mobile platforms. They are focusing on network and endpoint security as they seek a 
robust product portfolio from service providers.

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of providers that can help them 
effectively plan and select managed mobility services. 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 managed mobility 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 mobility 
service providers in Brazil.

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.

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

ENTERPRISE CONTEXT
Managed Mobility Services, Brazil 
This report is relevant to enterprises across industries in Brazil for evaluating providers of 
managed mobility services.

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

Enterprises are continuing to expand the scope and geographic requirements for managed 
mobility services across the globe amid the COVID-19 pandemic. The basic requirement 
from the enterprise clients is to ensure mobile devices are operationally effective and 
managed at a competitive price. Some of the major challenges faced by enterprises 
involved equipping end users with the right devices embedded with the right technology 
while tackling the logistical issues in a global pandemic. More enterprises have adopted 
bring-your-own-device (BYOD) policies, leading to the rise of anytime, anywhere, any device 
access for end users. Enterprises are looking to enhance the user experience via seamless 
service integration of mobility services.

Service providers are helping enterprise clients by offering the device-as-a-service model for 
managing the entire device life cycle with a unified endpoint management solution. Mobile 
application management with an emphasis on device security, also offered by service 
providers, has gained traction among enterprises. SaaS deployments and the adoption of 
cloud services for mobile devices have increased among enterprises.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
With the growing acceptance of mobility and the bring-your-own-device 

(BYOD) culture, these services have extended to cover secure device 

management, mobile application and content management, application 

deployment and accessibility related to roles and access policy. Managed 

mobility services include support for mobile device management 

(MDM), policy configuration, device configuration, device kitting, 

device lifecycle and telecom expense management. It also includes 

larger aspects of enterprise mobility management, such as mobile 

application management (MAM), mobile security, digital user experience 

management and cloud-based services. 

MANAGED MOBILITY SERVICES

Managed Hosting for Midmarket
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 � Support many mobile phones, smartphones and smart devices.

 � Offer device sourcing and logistics, managed unified endpoint 

management, financial management, device security and mobility 

program management.

 � Provide implementation and support for enterprise mobility, support 

for BYOD, and mobility expense and asset management.

 � Manage complete device lifecycle management and device as a 

service (e.g., hardware as a service, personal computer as a service).

 � Develop industry-specific, plug-and-play mobility solutions.

 � Offer support for single sign-on, secure app access and smart 

devices.

Mobility management encompasses a series of methodologies such as MDM, MAM, MCM and 

MLM, referring to mobile device, application, content and lifecycle management. Services typically 

include mundane tasks such as asset management of software licenses and hardware, inventory 

and location of devices and device dispatch, collection and replacement. Particularly in Brazil, these 

tasks can be complex due to the extensive territory and low density of devices per location. In 

addition, the security aspects of segregating private data and corporate data make application and 

data management complex. 

In general, mobile device management in Brazil focuses on laptops and retail store devices, 

including POS systems. This size of the country and the widely dispersed devices make it 

difficult and very expensive to find out where a device is, who is holding it and how to get to it 

for replacement. In addition, devices are frequently stolen, creating a need for strict control. To 

overcome these challenges, providers are increasing the use of analytics and automation to track 

devices in real time, monitor user behavior and remotely manage devices to ensure security during 

regular use and wipe data on stolen devices.

Eligibility Criteria Observations

MANAGED MOBILITY SERVICES
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The same factors could apply to smartphones. However, BYOD is a 

common practice, and few corporations provide devices, although they 

may provide the mobile chip. BYOD eliminates the logistical challenge 

and therefore reduces demand for smartphone device management. 

Telecommunication billing and invoice handling is a popular service. 

Some of the providers evaluated in this study may subcontract services 

for this task. 

When asked about market priorities and trends, each service provider 

offers a different perspective depending on its development efforts. 

However, two areas of focus have repeatedly emerged regarding the 

mobility trend for Brazil. The first is business app development and 

management, and the second is cybersecurity. 

It was interesting to observe that mobile apps, which have been in place for more than 10 years, 

have not yet found a space within core business applications. Large corporations give ERP systems 

more attention, and resources, than they dedicate to mobile apps. Most collaborative work is 

performed using mobile apps running on a smartphone or a desktop, such as communicating, 

creating and innovating through virtual meetings, project management, messaging and more. 

Mobile apps provide the base for business productivity, but they are not at the center of enterprise 

attention.

The rise of cybercrime means that, increasingly, service providers are including cybersecurity 

in their marketing messages. Security vendors are investing in accelerating their product 

development to enable secure mobile devices. 

Observations (cont.)

MANAGED MOBILITY SERVICES
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Of 50 participants in this study, 18 have qualified for this quadrant. ISG 

has identified six Leaders.

 � HCL Technologies nurtures a culture of invention, and its 150,000 

ideapreneurs (employees) deliver services in 44 countries. The global 

enterprise reported $9.9 billion in revenue in 2019. HCL opened 

an office in São Paulo in 2009 and later expanded its presence 

with offices in the states of Rio de Janeiro, Paraná, Pernambuco 

and Amazonas. Its Brazilian delivery center is in São Leopoldo. HCL 

leverages its robust platform and partners to enable managed 

mobility services in any country, which positions the company as a 

competitive option for multinational enterprises.

 � IBM is a global service provider with more than $77 billion in 

revenue in 2019. It provides a full-scope digital workplace, leveraging 

strong partnerships with hardware and software vendors. In Brazil, 

its delivery centers are in São Paulo and Hortolândia. IBM Managed 

Mobility Services provides unified endpoint management (UEM) services with agnostic support 

across all major enterprise-managed mobility (EMM) tools. The company embeds Watson 

analytics to improve its service delivery speed.

 � Sonda has 8,000 employees and 600 clients in Brazil. Its digital workplace is a full-scope offering. 

The company launched its mobile device management services in Brazil in 2014. The solution 

includes procurement, configuration, distribution and maintenance services for mobile devices. 

Sonda provides device as a service, backup, asset management, mobile application manage-

ment, data security, mobile email and geo-localization. It manages more than 150,000 devices 

and is ready to scale mobility services to very large enterprises.

 � Stefanini has 25,000 employees operating in more than 40 countries. Stefanini’s digital 

workplace offers an end-to-end solution to fulfill user needs around mobility, privacy, security 

and collaboration. It is supported by an automated service platform and natural-language 

processing for better user experience and productivity. One key component of its managed 

mobility offer is Stefanini SmartCare™ for mobile devices. Stefanini can cover all the Brazilian 

states, and it serves large and midmarket accounts. It can provide logistics, user support, device 

replacement and remote services.

Observations (cont.)

MANAGED MOBILITY SERVICES
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 � Unisys reported $2.8 billion in revenue in 2019. The company’s port-

folio is based on three service platforms: Unisys InteliServe™, Unisys 

CloudForte® and Unisys Stealth®. Unisys digital workplace services 

rely on the InteliServe™ platform. It has operated in Brazil for more 

than 95 years, and it currently has offices in São Paulo and Rio de 

Janeiro and a delivery center in Campo Grande. Unisys’ managed 

mobile service is part of its unified endpoint management service 

to deliver MDM, MAM, MCM and MLM (mobile device, application, 

content and lifecycle management).

 � Wipro reported $8 billion in global revenue in 2020. It offers a 

comprehensive IT service portfolio. In Brazil, the company has been 

growing faster than the market average. It acquired two Brazilian 

application service providers, InfoServer in 2017 and IVIA in 2020. 

The firm has operations in São Paulo, Alphaville, and Curitiba, and 

it has now added a service center in Fortaleza. Wipro’s integrated 

mobile services include unified endpoint management, mobile app 

packaging and user experience management (UXM).

Observations (cont.)

MANAGED MOBILITY SERVICES

Managed Mobility Services
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 UNISYS

Unisys provides the most advanced mobility technology 
to handle enterprise clients that require superior security 

over a large number of mobile devices.

Unisys focuses on a few vertical markets and targets the top of the large accounts 
market. Its sophisticated portfolio was designed to handle scale and complexity 
and may be considered overwhelming or expensive for those clients outside Unisys’ 
target market.

The core of the digital workplace offering: Unisys puts unified endpoint management at the core of its 
solution, integrating field services, service desk and security. Devices are provisioned or layered rather than 
being maintained and configured. Unisys Stealth® provides the highest levels of encryption between mobile 
apps and the data residing in the data center or in the cloud. Sophisticated logistics, IT vending machines and 
home devices supplement the solution — all orchestrated by InteliServe™ to deliver MDM, MAM, MCM and MLM 
(mobile device, application, content and lifecycle management).

Lifecycle management as a service: Unisys relies on robust automation and logistics. Its mobile lifecycle 
management includes device ordering, telecom plan management, provisioning, staging, kitting, and end-
of-life services such as disposal, destruction, and recycling. Unisys’ certified service center in Campo Grande 
dispatches devices to Unisys’ clients and other service providers in cities all across Brazil.

Mobility and security innovation: Unisys has been working with a cloud provider to develop document editing 
on mobile devices using vectors rather than transferring the full document, which will increase security. The 
company has developed native versions of the InteliApp™, adding a virtual agent. In response to the COVID-19 
crisis, Unisys is preparing Stealth(identity)™ for contactless secure entry into corporate offices, contact tracing 
and interaction with smart building technologies. 

Unisys reported $2.8 billion in revenue in 2019. The company’s portfolio is based on three service platforms: 
Unisys InteliServe™, Unisys CloudForte® and Unisys Stealth®. Unisys digital workplace services rely on the 
InteliServe™ platform. It has operated in Brazil for more than 95 years, and it currently has offices in São Paulo 
and Rio de Janeiro and a delivery center in Campo Grande. Unisys’ managed mobility service is part of its 
unified endpoint management service.

Caution

Strengths

Overview 

2020 ISG Provider Lens™ Leader

Managed Mobility Services
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Executive Summary

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of solution providers that can help 
them effectively plan and select a unified endpoint management solution. The report also 
shows how the technical and integration capabilities of a solution provider compare with 
the rest in the market.

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

Digital transformation professionals should read this report to understand how 
solution providers of unified endpoint management 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 unified endpoint 
management solution providers in Brazil.

ENTERPRISE CONTEXT
Unified Endpoint Management, Brazil 
This report is relevant to enterprises across industries in Brazil for evaluating solution 
providers of unified endpoint management.

In this quadrant report, ISG highlights the current market positioning of unified endpoint 
management solution providers to enterprises in Brazil and how each addresses the key 
challenges faced in the region.

Enterprises are witnessing a rise in BYOD adoption among end users due to the COVID-19 
pandemic. Some of the major challenges faced by enterprises involved simplifying endpoint 
management with strong data and device security, secure remote access, secure application 
delivery and intelligent asset management. Enterprises are currently in an alarmed state 
as the pandemic has given rise to multiple cyber threats and they are relying on solution 
providers to enhance their security frameworks.

Enterprises in Brazil are moving toward cloud-based device management where end 
users have an option to self-enroll their devices. Some enterprises are also looking for IoT 
management solutions to secure smart wearables and connected devices.

Solution providers are focusing on the use of artificial intelligence and machine learning 
analytics to reduce complexity, track and improve device performance, enhance threat 
detection and ensure safety.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
Unified endpoint management (UEM) solutions are converging to Unified 

endpoint management (UEM) solutions are converging to encompass 

smartphones, tablets, laptops and PCs. A UEM solution should primarily 

provide full enterprise mobility management, including mobile 

application management (MAM), mobile device management (MDM) and 

mobile content management (MCM). It provides a unified approach to 

managing desktops, PCs and mobile and smart devices through a single 

console.

In addition, a UEM solution should support both on-premises and cloud 

deployments, remotely manage and configure devices and provide 

application and device analytics. It should also provide mobile security, 

endpoint security and PC/desktop management integration.

UNIFIED ENDPOINT MANAGEMENT

Managed Hosting for Large Accounts
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 � Ability to offer an independent software solution for UEM that can 

be purchased separately.

 � Software solution to provide MDM, EMM, MCM, MAM, secure user 

access and profile management.

 � A solution to integrate with systems managers such as Microsoft 

System Center Configuration Manager (SCCM) and manage devices 

from different platforms.

 � A solution to manage smart devices.

The unified endpoint management (UEM) market is dominated by global vendors that can scale 

their management platforms to large organizations. Microsoft collaboration solutions, iOS and 

Android permeate almost all mobile devices, requiring vendors to integrate and support these 

technologies.

The UEM market is experiencing a convergence of mobile device management and endpoint 

security management. Most vendors focus on communicating their ability to provide cybersecurity 

features that can help prevent cybercriminals from exploring end-user devices and entering the 

corporate network.

The latest development in UEM is the need to include IoT management and security. IoT brings 

new device vendors to UEM with new software solutions and operating systems. Also, IoT attracts 

independent software vendors (ISVs) that are not part of the Microsoft, Apple and Google ecosys-

tem. The UEM vendors are gradually extending their tools to support new technologies.

Eligibility Criteria Observations

Unified Endpoint Management

UNIFIED ENDPOINT MANAGEMENT
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Of 50 participants in this study, nine have qualified for this quadrant. 

ISG has identified four Leaders and one Rising Star.

 � Citrix reported $3 billion in revenue in 2019. Founded in 1989, Citrix 

provides software that enables access to applications and content 

wherever and whenever work needs to get done. Its products 

support more than 100 million users across 400,000 enterprise 

clients. Citrix has operated for about 20 years in Brazil through a 

robust network of 164 sales and service partners. At the core of 

Citrix unified endpoint management is XenMobile, which offers re-

mote management, inventory and security in a single management 

console. It supports BYOD, mobile devices, iOS, Android, Windows 

10, macOS, Chrome, thin clients and Workspace Hub device types.

 � IBM is a global service provider with more than $77 billion in 

revenue in 2019. IBM opened its first office in Brazil in 1931. It 

now holds an extensive software portfolio, leveraging its robust 

research and development team with more than 8,500 employees 

in 54 countries. IBM Security MaaS360® with Watson™ offers a 

fully functional, scalable and highly secure UEM solution that adds encryption and secure data 

access. Its professional services arm can provide support in the use of IBM products to its clients 

across the country.

 � Microsoft, which reported $143 billion in revenue in 2020, has more than 160,000 employees. 

This includes 55,000 employees in research and development, where it invested more than 

$19 billion in 2020. The company has a long list of acquisitions. During its fiscal year 2020, it 

completed 15 acquisitions for $2.4 billion. Microsoft Enterprise Mobility Suite bundles several 

offerings to enable a unified endpoint management solution. The company has many enterprise 

clients in Brazil, and Microsoft can reach out to them all over the country through its vast 

partner ecosystem. These local partners can help clients configure and implement the Microsoft 

Enterprise Mobility Suite, as well as provide managed services around mobility, security and 

cloud.

 � VMware reported $10 billion in revenue in 2020. Founded in 1998, it currently has 31,000 

employees and an ecosystem of 75,000 partners. The company acquired AirWatch in 2014 and 

Carbon Black in 2019, which are both part of the VMware Workspace ONE platform. Its UEM 

solution makes it easier for clients to configure and manage mobile devices. It provides a leading 

admin dashboard, and platform features enhance the end-user experience. VMware partners 

Observations (cont.)

UNIFIED ENDPOINT MANAGEMENT
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with 219 technology vendors in Brazil to offer many integration 

possibilities. 

 � Rising Star BlackBerry operates in 30 countries and reported $1 

billion in revenue in 2020. Founded in 1984, it invests 24 percent of 

its revenue in research and development and holds an impressive 

38,000 patents. BlackBerry enables enterprises to create applications 

for any device, including smartphones, medical devices, connected 

cars, consumer appliances and industrial machinery. BlackBerry 

secures more than 500 million endpoints, including 175 million cars. 

It has a renovated business strategy focused on enterprise mobility 

and is growing thanks to its innovative portfolio, which is why it is 

considered a Rising Star.

Observations (cont.)

UNIFIED ENDPOINT MANAGEMENT

Unified Endpoint Management
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Executive Summary

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of solution providers that can help 
them effectively plan and select an enterprise collaboration tool. The report also shows 
how the technical and integration capabilities of a solution provider compare with the rest 
in the market.

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

Digital transformation professionals should read this report to understand how 
enterprise collaboration solution providers 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 enterprise 
collaboration solution providers in Brazil.

ENTERPRISE CONTEXT
Enterprise Collaboration Solutions, Brazil
This report is relevant to enterprises across industries in Brazil for evaluating enterprise 
collaboration solution providers.

In this quadrant report, ISG highlights the current market positioning of enterprise 
collaboration solution providers to enterprises in Brazil and how each addresses the key 
challenges faced in the region.

Enterprises are shifting focus from traditional intranets to solutions that enhance the 
productivity and digital dexterity of end users with visible business benefits. The remote 
working scenario has forced enterprises to focus on collaboration solutions that align with 
the different work styles of users. The adoption of multiple cloud-based solutions has 
increased among enterprises, but the lack of management and team alignment leads to 
end users working in silos. Enterprises are looking for collaboration solutions that support 
integration with other applications for building seamless workflows. The issue of security 
and privacy has been paramount among enterprises, and they are looking for solutions that 
follow the best compliance practices.

Enterprises in the Brazil are moving toward personalized, heterogenous solutions, which 
defies the “one size fits all” approach. Solution providers are also innovating continuously 
to match the changing needs of end users and are partnering with multiple complementary 
workplace applications to provide a consistent user experience.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
Team collaboration software provides enterprise social networks, 

next-generation intranet solutions, business communications, and 

team-centric and content-centric collaboration. It can also extend to 

provide groupware, knowledge management, email, conferencing, 

activity streams, microblogging, and talent and skills management. 

The software solutions offer productivity enhancements for end users, 

providing them with new and improved ways of communicating with 

peers along with continuous enhancements to the enterprise knowledge 

base. These solutions ensure that employees in a team or on a project 

are connected regardless of the device or location. They can create 

accessible workspaces and virtual rooms; provide collaboration over 

chat, audio, and video channels; integrate with the enterprise ecosystem; 

and provide knowledge orchestration and management. A key strength 

of a team collaboration solution lies in its ability to make the best use of 

social interactions, application integration and combined knowledge. It is 

a cloud-based software solution that can be leveraged by both midsized 

and large enterprises.

ENTERPRISE COLLABORATION 
SOLUTIONS

Managed Hosting for Large Accounts
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 � Provide functionality to reduce email use and complement intranet 

use.

 � Focus on enterprisewide information-sharing and team/con-

tent-based collaboration.

 � Show technology differentiation with a focus on measurable 

productivity enhancement.

 � Cover elements in a converged service stack of enterprise social 

collaboration offering chat, audio/video collaboration, content 

collaboration and third-party enterprise app integration.

 � Offer productivity, knowledge management, content collaboration and workflow management.

 � Integrate with both IT and non-IT business function applications.

 � Integrate virtual assistants (chatbots), using ML for content collaboration.

 � Offer both freemium and on-premises versions.

 � Demonstrate partnerships with and client adoption by both midsized and large enterprises.

Eligibility Criteria

Enterprise Collaboration Solutions

ENTERPRISE COLLABORATION 
SOLUTIONS
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Microsoft productivity tools arrived in Brazil more than 30 years ago, 

giving Microsoft a competitive edge because of its installed base. The 

company has migrated thousands of enterprise clients to the cloud and 

has a robust sales channel to push clients to its collaboration platform. 

However, Google has also been successful in Brazil, convincing some 

Microsoft clients to adopt G Suite and Google’s collaboration platform. 

Although Microsoft has a larger client base, Google plays a key role in 

pushing Microsoft's competitiveness.

New solutions that have appeared in the Brazilian market exploit the 

gaps that both Microsoft and Google have. Competitors integrate 

solutions into both platforms and add integration into others as well, 

including open-source solutions. Market Challengers, Product Challeng-

ers and Contenders explore niches where specific security or privacy 

measures are required. They can offer control over data location and 

communication across platforms.

Collaboration platforms offer an escape from traditional ways of 

working using email, document creation and static presentations. Now, 

messaging often replaces email, voice messages replace typing, intranet pages replace documents 

and video replaces static presentations.

However, considering Google and Microsoft investments in research and development, we can 

predict that it will take the competition a long time to catch up with them. In their last fiscal year, 

Google (Alphabet Inc.) invested $26 billion in R&D and Microsoft invested $19 billion.

Of the 50 participants in this study, 10 have qualified for this quadrant. ISG has identified two of 

them as Leaders.

 � Google is part of Alphabet Inc., which reported $161 billion in revenue in 2019. Google Cloud 

includes the Google Cloud Platform (GCP), G Suite (collaboration tools) and other enterprise 

cloud services. Google Cloud accounted for $8.9 billion of revenue in 2019. Google Workspace 

for enterprises offers all the tools required for collaboration, including communication and 

videoconferencing. Google has an active partner ecosystem in Brazil.

 � Microsoft, which is headquartered in Redmond, Washington, reported $143 billion in revenue 

in FY 2020. Office products and cloud services revenue totaled $35 billion in 2020. The Microsoft 

collaboration platform encompasses Microsoft Word, Excel, PowerPoint, Outlook, OneNote, 

SharePoint, OneDrive and Microsoft Teams. Microsoft has a robust partner ecosystem in Brazil.

Observations

ENTERPRISE COLLABORATION 
SOLUTIONS

Enterprise Collaboration Solutions
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Executive Summary

Infrastructure, IT and workplace technology leaders should read this report to 
understand the relative positioning and capabilities of solution providers that can help 
them effectively plan and select a meeting and conferencing tool. The report also shows 
how the technical and integration capabilities of a solution provider compare with the rest 
in the market.

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

Digital transformation professionals should read this report to understand how 
meeting and conferencing solution providers 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 meeting and 
conferencing solution providers in Brazil.

ENTERPRISE CONTEXT
Meeting and Conferencing Solutions, Brazil
This report is relevant to enterprises across industries in Brazil for evaluating meeting and 
conferencing solution providers.

In this quadrant report, ISG highlights the current market positioning of meeting and 
conferencing solution providers to enterprises in Brazil and how each addresses the key 
challenges faced in the region.

Due to the COVID-19 pandemic, enterprises are looking for solutions that can provide 
more inclusive video calls, immersive meeting experiences and the ability to track and 
sync actions before, during and after meetings. Some of the major challenges faced by 
enterprises involved scaling virtual meeting capacity, improving network efficiency for 
remote workers, conducting virtual events at a large scale and adopting a bring-your-own-
device (BYOD) strategy. Enterprises are looking for meeting solutions that support deep 
integration with other productivity suites, collaboration solutions and CRM systems for 
building seamless workflows. The issue of security and privacy has been paramount among 
enterprises, and they are looking for solutions that follow the best compliance practices.

Major solution providers are focusing on automation and artificial intelligence to develop 
smarter experiences for end users by eliminating mundane tasks and easing meeting 
fatigue. Solution vendors have realized their growing interdependence and are partnering 
with multiple complementary solution provider for a consistent user experience.

© 2020 Information Services Group, Inc. All Rights Reserved.
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SOCIAL ENTERPRISE NET-
WORKING SUITES

Definition
Meeting and conferencing solutions enable online communication 

and interaction by combining messaging, content sharing and audio 

and video meetings. These solutions reduce the geographic barriers 

to professional communication and help in setting up corporate 

communication events to increase employee engagement across an 

organization. Companies use meeting solutions to collaborate in both 

informal and formal meetings, such as external presentations, training 

sessions, webinars and town hall meetings. Some videoconferencing 

systems provide marketing automation and customer relationship 

management (CRM) software integration to synchronize essential 

business data into specific conferences, allowing for seamless follow-

up communications and updates for contact accounts. The meeting 

solutions should follow protocols to protect information online through 

encryption and compliance with internationally accepted security and 

privacy standards.

MEETING AND CONFERENCING 
SOLUTIONS

Managed Hosting for Large Accounts
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 � Provide cloud-based solutions for audio/video meeting and confer-

encing; solutions may also have an on-premises deployment option.

 � Provide softphone capabilities or PBX telephony integration, built-in 

VoIP and toll-based audio-calling options.

 � Allow videoconference hosts to have access to moderator controls, 

invite guests to meetings and integrate with conference room 

systems.

 � Offer features such as chat, remote access, and desktop and 

application sharing.

 � Provide meeting recording, replaying and sharing capabilities for 

future reference.

 � Integrate drawing tools with virtual whiteboard capabilities.

 � Support different endpoints, from room systems to personal 

computers, laptops, smartphones and tablets.

Since the inception of the internet, communication choices have been expanding. The number of 

messaging and video options for meeting and collaboration continues to grow. The COVID-19 pan-

demic pushed work from home all over the planet, increasing the demand for videoconferencing 

and streaming events to large audiences. To illustrate, one famous singer in Brazil streamed a live 

show on YouTube during COVID-19 social distancing, reaching an audience of 3 million simultane-

ous viewers about 30 minutes after the start. 

Enterprises have realized that video streaming can be a serious business for marketing and for en-

gaging clients in sales campaigns. However, when trying to make and promote their live streaming 

video events, clients discovered that robust platforms are necessary to make professional events 

and to handle large audiences. During the pandemic, a few companies found the right ways to host 

large events, some canceled their scheduled events after announcing them because they feared 

they would not be able to provide a good experience, and others failed to deliver a reasonable 

experience, damaging their brand image.

Some platforms perform better for group meetings with a dozen participants. Video meetings for 

a larger audience require advanced tools for managing how many cameras can fit in a screen, how 

to identify who is speaking, voice quality, video traffic handling and other features. For large events, 

Eligibility Criteria

Meeting and Conferencing Solutions

MEETING AND CONFERENCING 
SOLUTIONS

Observations
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requirements can change a lot, including invitations, questions and 

answers (Q&A) and polling, not to mention the streaming capacity. 

Meeting solutions also require vertical specialization. Holding a sales 

meeting differs from teaching classes. A doctor appointment requires 

privacy. A financial results announcement may require privileged access 

for analysts and simple video streaming for others. Some vendors have 

realized the need for specialization, while others are positioning their 

solutions for the masses, creating even more confusion for the buyer, 

who needs to decide between the popular and the specific.

Of the 50 participants in this study, 12 have qualified for this quadrant. 

ISG has identified five of them as Leaders and one as a Rising Star.

 � Cisco reported $49 billion in revenue in 2020. It has more than 

75,000 employees in 97 countries. In 2012, Cisco opened a manu-

facturing plant in Brazil, providing it with a strong sales and support 

organization. In 2007, it acquired Webex, a pioneer in videocon-

ferencing services for enterprises. Webex offers highly secure, 

integrated audio, video and content sharing. Webex has 66 certified 

partners in Brazil.

 � Google is part of Alphabet Inc., which reported $161 billion in revenue in 2019. The Google 

Cloud segment includes the Google Cloud Platform (GCP), G Suite (including Meet) and other 

enterprise cloud services. In 2013, the company discontinued G Talk messaging, replacing it 

with Hangouts, which included video calling. It launched Google Meet in 2017 and completed its 

replacement of Hangouts in 2020. Google has a robust partner ecosystem in Brazil to support G 

Suite and Meet. 

 � LogMeIn was founded in 2003. It has acquired several companies, including, in 2016, the 

GoToMeeting division of Citrix. In 2020, the investment firms Francisco Partners and Evergreen 

Coast Capital acquired LogMeIn. It is a pioneer in remote work technology. With $1.3 billion in 

revenue and more than 3,500 employees, the company delivers products that serve 2 million 

clients. It has nine sales partners and 22 integration partners to support clients in Brazil.

 � Microsoft, which reported $143 billion in revenue, had more than 160,000 employees in 2020. 

About 55,000 of them are in research and development, working to improve its portfolio. Skype 

launched video calling in 2006 and was acquired by Microsoft in 2011. It has been adding new 

functionality to its collaboration platform over the years. It launched Microsoft Teams and 

continues to support Skype clients. 

Observations (cont.)
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 � Zoom is a public company founded in 2011. It operates in nine 

countries and reported $623 million in revenue in 2020. The 

company’s portfolio includes Zoom Meetings, Zoom Phone, Zoom 

Chat, Zoom Rooms, Zoom Conference Room Connector, Zoom Video 

Webinars, Zoom for Developers and Zoom App Marketplace. Zoom 

has 32 partners in Brazil.

 � The Rising Star Rocket.Chat was founded in 2015. It operates in 

nine countries with 14 channel partners. Rocket.Chat provides 

collaboration and communication. Its portfolio includes audio 

and videoconferencing, guest access, screen sharing, file sharing, 

LiveChat, LDAP Group Sync, two-factor authentication (2FA), end-to-

end encryption and single sign-on. The solution platform integrates 

open source and many communication solutions. The Rocket.Chat 

omnichannel platform enables conversations with whatever tool the 

external customer or partner prefers.

Observations (cont.)

MEETING AND CONFERENCING 
SOLUTIONS
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The research study “ISG Provider Lens™ Digital Workplace of the Future — Services 

& Solutions 2020” analyzes the relevant software vendors/service providers in 

the Brazilian market, based on a multiphased research and analysis process. It 

positions these providers based on the ISG Research methodology. The study was 

divided into the following steps:
 

1. Definition of 2020 ISG Provider Lens™ Digital Workplace of the Future — 

Services & Solutions market. 

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

trend topics 

3. Interactive discussions with service providers/vendors on capabilities and use 

cases. 

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

(wherever applicable). 

5. Detailed analysis and evaluation of services and service documentation 

based on the facts and figures received from providers and 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

METHODOLOGY
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Distinguished analyst and author Pedro Bicudo brings extensive experience in the research of Brazilian and Pan Americas services markets. Pedro is a senior 
consulting partner at TGT Consult in Brazil. With more than 30 years of experience, he has developed vendor assessments plus contract restructuring, services 
scope and IT benchmarking programs for diverse vertical markets. Before TGT and ISG, Pedro was managing vice president at Gartner Inc., responsible for the 
consulting business in Asia and Latin America.

Pedro Luís Bicudo Maschio, Author 
Distinguished Analyst

Authors and Editors

Rahul Basu is a senior analyst at ISG and is responsible for supporting and co-authoring Provider Lens™ studies on Digital Workplace and Social Business 
Collaboration. His area of expertise is unified communication and collaboration, contact center and social media management. During his tenure, he has 
developed content for ISG Provider Lens™ in the areas of digital workplace, social media marketing and contact center customer experience. He is responsible for 
supporting research authors and authoring blogs, enterprise content and the Global Summary report with market trends and insights.

Rahul Basu, Enterprise Context and Global Overview Analyst  
Senior Analyst
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Authors and Editors

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 
Director, Principal Analyst 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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