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Change the Conversation Survey 

Alcatel-Lucent Enterprise asked 591 business contacts working in the  

Middle East and Africa about their personal usage of communications  

technologies and their views on social media. 

Key findings of the survey are as follows: 

– Access to mobile Internet and social media at work has not only 

become mainstream, it is now ‘business as usual’. 

– New, business-changing, communication technologies are fast 

becoming accepted by companies in the Middle East & Africa. 

– Large organisations are formalising their social media effort faster, 

but change is in the air across the board. 

– Social Media is increasingly seen as an important part of customer 

– service in the Middle East and Africa. 

SUMMARY 
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Survey highlights 

Access to mobile Internet and social media at work has not only 

become mainstream, it is now ‘business as usual’ in MEA. 

– More than 60% of those surveyed use their mobile phone daily for email, 

Internet and instant messaging; while more than 40% use their mobile for 

social media on a daily basis. 

– More than 50% of those surveyed believe using their mobile phone for 

email, Internet and instant messaging improves their work productivity. 

– More than 75% of those surveyed use their mobile phone for email, 

Internet and instant messaging at work with their employers’ approval. 

– Only 5% of respondents to the survey said that their employer prohibited 

them from accessing email via their mobile device. 

– 54% of respondents say that their organisations allow employees to use 

social media at work. 

SUMMARY 
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Survey highlights 

New, business-changing, communication technologies are fast 

becoming accepted by companies in the Middle East & Africa. 

– 57% of survey respondents used video calls or video conferencing at least 

once per week, while 52% made PC-phone calls at least once per week. 

– 39% of respondents used electronic whiteboard or application sharing 

applications at least once per week, while 61% believed that such 

applications improve productivity. 

– 62% took part in web conferencing or webinars at least monthly. 

– According to survey respondents, 47% of organisations provided them with 

mobile email, while 47% allowed employees to use mobile email tools not 

provided by the organisation. 

– Mobile technology was least regulated communications technology in the 

workplace, with 28% having no policy on using mobile social media and 

32% having no policy on mobile video conferencing. 

SUMMARY 
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Survey highlights 

Large organisations are formalising their social media effort faster, but  

change is in the air across the board. 

– Only 27% of respondents said their organisations had an agreed social media 

strategy, rising to 35% of companies employing more than 200 people. 

– 39% of respondents’ companies use social media without an agreed strategy 

and 14% have decided against using social media. 

– More than 44% of organisations surveyed charged their marketing and 

communication departments with responsibility for social media management 

(50% in organisations over 200 people). 

– 24% of organisations gave the responsibility of managing social media to the 

IT departments; 11% gave responsibility to cross-functional teams. 

 

SUMMARY 
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Survey highlights 

Social Media is increasingly seen as an important part of customer 

service in the Middle East and Africa. 

– 88% of those surveyed believe that social networks are important for customer 

service and customer relationship management. 

– 56% of organisations surveyed believed it important to promptly respond to 

customer comments or requests; only 9% consider responding not important. 

– 74% of those surveyed believe that social media should be integrated with call 

centers and the majority of those surveyed thought that operators need to have 

a complete overview of customer opinion. 

 

SUMMARY 
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Use of new communications 

technologies for work 



 

Use of communication technologies 

Key findings 

– More than 60% of those surveyed use their mobile phone daily for email, 

Internet and instant messaging; while more than 40% use their mobile for 

social media on a daily basis. 

– More than 50% of those surveyed believe using their mobile phone for email, 

Internet and instant messaging improves their productivity; 70% believe that 

mobile email improves their productivity. 

– More than 75% of those surveyed use their mobile phone for email, Internet 

and instant messaging at work with their employers’ approval. 

– Only 5% of respondents to the survey said that their employer prohibited them 

from accessing email via their mobile device. 

– 54% of respondents say that their organisations allow employees to use social 

media at work. 

 

 

 

 

 



 

Use of communication technologies 

Key findings 

– 57% of survey respondents used video calls or video conferencing at least 

once per week, while 52% made PC-phone calls at least once per week. 

– 39% of respondents used electronic whiteboard or application sharing 

applications at least once per week, while 61% believed that such applications 

improve productivity. 

– 62% took part in web conferencing or webinars at least monthly. 

– According to survey respondents, 47% of organisations provided them with 

mobile email, while 47% allowed employees to use mobile email tools not 

provided by the organisation. 

– Mobile technology was least regulated communications technology in the 

workplace, with 28% having no policy on using mobile social media and 32% 

having no policy on mobile video conferencing. 

 

 

 

 



More than 60% of those surveyed use their mobile phone for email,  

Internet and instant messaging every day; more than 40% for social media.  

Q. How often do you use the following technologies? (answers for ‘Daily’) 

Use of communication technologies 

0% 10% 20% 30% 40% 50% 60% 70% 80%

Internet via mobile phone

Email via mobile phone

Instant messaging via mobile phone

Instant messaging via PC

Social media via PC

Social media via mobile phone

Video calls or video conferencing via PC

Video calls or video conferencing via mobile phone

Phone calls from PC

Applications indicating peoples presence

Electronic white boarding/sharing applications

Web conferencing or webinars

Alcatel-Lucent Enterprise, October 2011 (n=535) 



57% of survey respondents use video calls or video conferencing via PC at 

least once a week; 32% use video calls via mobile at least once a week. 

 

Q. How often do you use the following technologies?  

Use of communication technologies 

0% 10% 20% 30% 40% 50%

More than once a week

once a week

once a month

less than once month

0% 10% 20% 30% 40% 50% 60%

More than once a week

once a week

once a month

less than once month

Video calls or video conferencing via PC 

Video calls or video conferencing via mobile phone 

Alcatel-Lucent Enterprise, October 2011 (n=535) 



52% of the survey makes phone calls from a PC at least once per week, 

while 40% make PC-phone calls more than once a week. 52% use 

‘applications indicating peoples presence’ more than once a week. 
 

Q. How often do you use the following technologies?  

Use of communication technologies 

Phone calls from PC  

Applications indicating peoples presence  

0% 10% 20% 30% 40% 50% 60%

More than once a week

once a week

once a month

less than once month

0% 10% 20% 30% 40% 50%

More than once a week

once a week

once a month

less than once month

Alcatel-Lucent Enterprise, October 2011 (n=535) 



30% of those surveyed use electronic white boarding/sharing applications 

more than once a week. 62% take part in webinars at lease once a month.  

Q. How often do you use the following technologies?  

Use of communication technologies 

Electronic white boarding/sharing applications  

Web conferencing or webinars  

0% 10% 20% 30% 40% 50%

More than once a week

once a week

once a month

less than once month

0% 10% 20% 30% 40%

More than once a week

once a week

once a month

less than once month

Alcatel-Lucent Enterprise, October 2011 (n=535) 



More than 80% of those surveyed believe using their mobile phone for 

email, Internet and instant messaging improves their work productivity.  

Q. How do you feel the following technologies affect your productivity at work? 

(answers for ‘…improves my productivity’) 

Use of communication technologies 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Internet via mobile phone

Email via mobile phone

Instant messaging via mobile phone

Instant messaging via PC

Social media via PC

Social media via mobile phone

Video calls or video conferencing via PC

Video calls or video conferencing via mobile phone

Phone calls from PC

Applications indicating peoples presence

Electronic white boarding/sharing applications

Web conferencing or webinars

Greatly improves my productivity Somewhat improves my productivity

Alcatel-Lucent Enterprise, October 2011 (n=513) 



More than 75% of those surveyed use their mobile phone for email, 

Internet and instant messaging at work with their employers approval.  

Q. What is your company's policy towards the following technologies? 

Use of communication technologies 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Internet via mobile phone

Email via mobile phone

Instant messaging via mobile phone

Instant messaging via PC

Social media via PC

Social media via mobile phone

Video calls or video conferencing via PC

Video calls or video conferencing via mobile phone

Phone calls from PC

Applications indicating peoples presence

Electronic white boarding/sharing applications

Web conferencing or webinars

Provided by the company for my use Allowed by the company

Alcatel-Lucent Enterprise, October 2011 (n=495) 
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Use of social media & 

integration with CRM 



 

Use of social media 

Key findings 

– 88% of the survey believe that social networks are important for customer 

service and customer relationship management. 

– Only 27% of respondents said their organisations had an agreed social media 

strategy, rising to 35% of companies employing more than 200 people. 

– 39% of respondents’ companies use social media without an agreed strategy 

and 14% have decided against using social media. 

– Marketing and communication departments take charge of social media 

management in more than 44% of organisations surveyed; IT departments 

manage social media in 24% of organisations. 

– 74% of those surveyed believe that social media should be integrated with call 

centers and the majority of those surveyed thought that operators need to have 

a complete overview of customer opinion. 



 

Use of social media 

Key findings 

– 56% of organisations surveyed try to promptly respond to customer comments 

or requests; only 9% consider responding not important. 

– More than 50% of those surveyed work in companies selling to both 

consumers and companies (B2B & B2C). 

– There were few significant differences between the survey answers of those 

working in B2B versus B2C. 

 

 

 

 

 



More than 50% of those surveyed work in companies selling to both 

consumers and companies (B2B & B2C)   

Alcatel-Lucent Enterprise, October 2011 (n=500) 

Q. Does your company work in B2C or B2B? 

Use of communication technologies 

0% 10% 20% 30% 40% 50% 60%

B2C: We sell to consumers

B2B: We sell to companies

B2B & B2C: We sell to both consumers
and companies



88% of the survey believe that social networks are important for customer 

service and customer relationship management.  

Alcatel-Lucent Enterprise, October 2011 (n=500) 

Q. How important do you feel social networks are for customer service and customer 

relationship management? 

Use of communication technologies 

0% 10% 20% 30% 40% 50% 60%

Very important

Quite important

Not important

Dont know



Marketing and communication departments take charge of social media 

management in more than 44% of organisations surveyed; IT 

departments manage social media in 24% of organisations. 

Alcatel-Lucent Enterprise, October 2011 (n=486) 

Q. Who is responsible for managing social media in your company? 

Use of communication technologies 

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Marketing and communications department

Customer services department

IT department

We have a dedicated person

We have a cross-functional team

An external agency handles it

Other (please explain)



More than 56% of organisations surveyed try to promptly respond to 

customer comments or requests; only 9% consider it not important. 

 

 

Alcatel-Lucent Enterprise, October 2011 (n=482) 

Q. In your opinion, how important is it to answer customer comments or requests quickly on 

social media? 

Use of communication technologies 

0% 10% 20% 30% 40% 50% 60%

Very important – we always try to respond within a few hours 

Somewhat important – we cannot always respond 
straightaway 

Not important – customers should contact our call center / 
customer service directly 

Don’t know – this is something we’re looking into 

Other (please explain)



41% of respondents believe that their marketing/sales/customer service 

strategies have not yet been affected by comments on social networks. 

 

Alcatel-Lucent Enterprise, October 2011 (n=481) 

Q. Have comments on social networks affected your company’s marketing, sales and 

customer service strategies? 

Use of communication technologies 

0% 5% 10% 15% 20% 25% 30%

Not yet, because we have never had such
strong/unanimous/substantial comments

No, but if many users expressed the same opinion, we would
take that into account

We always try to give due consideration to the feedback
expressed by the users

Yes, it has happened, but only in exceptional circumstances

Don’t know – I’m not sure if this has happened in our 
organisation or not 

Other (please explain)



74% of those surveyed believe that social media should be integrated 

with call centers and the majority of those surveyed thought that operators 

need to have a complete overview of customer opinion. 

 

Alcatel-Lucent Enterprise, October 2011 (n=466) 

Q. In your opinion, should social media be integrated with call centers/customer services? 

Use of communication technologies 

0% 5% 10% 15% 20% 25% 30% 35% 40%

Yes, because operators need to have a complete overview of the
situation and of customer opinions

Yes, because it helps to solve the customer’s problem more 
quickly 

Yes, because customer services could respond directly

Yes (other: please give reason)

No, because social networks must not become the platform for
complaints about the company

No, because it would become impossible to manage the
conversations

No, because social networks are not the right tool – they are 
good for entertaining our fans 

Other (please explain)



39% of respondents’ companies use social media without an agreed 

strategy and 14% have decided against using social media. 

 

 

Alcatel-Lucent Enterprise, October 2011 (n=494) 

Q. Does your company have a strategy for social media? 

Use of communication technologies 

0% 5% 10% 15% 20% 25% 30%

Yes, we have a comprehensive social media plan that
supports company activities and departments

No, we use various social media (eg. Facebook, Twitter, 
LinkedIn, Youtube…) daily or weekly but we don’t have … 

No, we are experimenting with social media (eg. Facebook, 
Twitter, LinkedIn, Youtube…) but this is not a focus for our … 

Not yet, we are still thinking about it

We are not interested because it is not relevant to our
customers

No, we have decided against using social media for our
business
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Demographics, 

Methodology & Credits 



More than 10% of those surveyed are top management; more than 20% 

are information technology senior management.  

Q. Which one of the following best describes your job title? 

Demographics 

0% 5% 10% 15% 20% 25% 30%

CEO, Managing Director, President, Owner, Partner, EVP, COO

CFO, Financial Controller

CIO

CTO

CMO

Finance VP /  Manager / Director

Sales VP / Manager / Director

Marketing VP / Manager / Director

Supply Chain Management VP / Manager / Director

Manufacturing VP / Manager / Director

Human Resources VP / Manager / Director

Information technology VP / Manager / Director

Customer service VP / Manager / Director

Customer Relationship Management (CRM) VP / Manager /…

Procurement VP / Manager / Director

Other



Demographics 

More than 60% of those surveyed live in GCC area; followed by South 

Africa 11% and North Africa 10%. 

Q. In which country do you live? 

0% 10% 20% 30% 40% 50% 60% 70%

GCC

Levant & Iraq

North Africa

South Africa

Rest of Africa

Rest of Middle East

Other Middle East or African country



Demographics 

Q. What industry do you work in? 

Respondents include 

those working in 

telecommunications, 

IT & services, 

construction, banking, 

energy and other key 

sectors. 

0% 1% 2% 3% 4% 5% 6% 7%

Accounting

Airlines/Aviation

Apparel & Fashion

Architecture & Planning

Automotive

Aviation & Aerospace

Banking

Broadcast Media

Building Materials

Business Supplies and Equipment

Chemicals

Civic & Social Organization

Civil Engineering

Commercial Real Estate

Computer & Network Security

Computer Hardware

Computer Networking

Computer Software

Construction

Consumer Electronics

Consumer Goods

Consumer Services

Cosmetics

Defense & Space

Design

Education Management

Electrical/Electronic Manufacturing

Events Services

Facilities Services

Financial Services

Food & Beverages

Food Production

Furniture

Government Administration

Health, Wellness and Fitness

Higher Education

Hospital & Health Care

Hospitality



Demographics 

Q. What industry do you work in? 

 

Continued from previous page 

0% 5% 10% 15% 20%

Human Resources

Import and Export

Industrial Automation

Information Services

Information Technology and Services

Insurance

International Trade and Development

Internet

Investment Banking

Law Enforcement

Law Practice

Leisure, Travel & Tourism

Logistics and Supply Chain

Management Consulting

Marketing and Advertising

Mechanical or Industrial Engineering

Media Production

Medical Practice

Mining & Metals

Music

Oil & Energy

Pharmaceuticals

Photography

Plastics

Printing

Program Development

Public Relations and Communications

Real Estate

Renewables & Environment

Retail

Security and Investigations

Telecommunications

Think Tanks

Transportation/Trucking/Railroad

Utilities

Venture Capital & Private Equity

Wholesale

Wireless



Respondents work for a organisations of all sizes, including many large 

organisations employing thousands.  

Q. How many people in your organisation? 

Demographics 

0% 5% 10% 15% 20%

1-10

11-50

51-200

201-500

501-1,000

1001-5,000

5001-10,000

10,000+



Methodology 

Alcatel-Lucent Enteprise MEA Change the Conversation Survey 

– The Alcatel-Lucent Enterprise Middle East & Africa survey was 

carried out between September 19th and October 4th, 2011. 

– The survey was conducted online via questionpro.com 

– Business contacts were invited to take part in the survey from 

across the Middle East & North Africa 

– No sample quotas were imposed for this survey, the intent was to 

understand behaviors and attitudes of the general internet 

population. 

– Total sample size was n=591. 

 



Methodology 

This survey report  is published under the 

Creative Commons Attribution-No 

Derivative Works 3.0 United States Licence. 

You are free to share this work (to copy, 

distribute and transmit the work).  

You’re also welcome to quote any part of this report attributing any 

quoted information to “Alcatel-Lucent Enterprise”, “Alcatel-Lucent 

Enterprise Middle East & Africa” or “Alcatel-Lucent Change the 

Conversation Survey”. Thank you! 

http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/
http://creativecommons.org/licenses/by-nd/3.0/us/


About Alcatel-Lucent Enterprise 

Transforming Communications Into Meaningful Conversations 

With our more than 7,500 people in 130 countries and 2,200 partners worldwide, 

Alcatel-Lucent Enterprise delivers solutions across three business segments to more 

than 250,000 customers worldwide.  

Genesys: Engaging customers in conversation through customer service 

applications and social engagement. 

Communications: Enabling collaborative conversations through communications 

platforms and end points, unified communication and collaboration applications, 

and video solutions. 

Networks: Creating the infrastructure to enable the delivery of real-time 

applications across converged networks, data centers, service-aware networks and 

managed access services. 

Alcatel-Lucent Enterprise is part of Alcatel-Lucent, a leader in mobile, fixed, IP and 

optics technologies, and a pioneer in applications and services for service providers.  

 

For more information, visit Alcatel-Lucent on: 

http://enterprise.alcatel-lucent.com 

 

http://enterprise.alcatel-lucent.com/
http://enterprise.alcatel-lucent.com/
http://enterprise.alcatel-lucent.com/
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