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Editorial
Welcome to the 8th edition of the Let’s Talk magazine.

This time we are focusing on how iT can be a business enabler and serve business 
objectives. We are covering topics like the need for an intelligent network, bT’s 
vision on the ideal outsourcing model and how this can help cio’s in times of need 
for efficiency and cost cutting. We interviewed Futurologist Nicola Millard on the 
future of the office and more. 

Since we launched the ‘Let’s Talk’ initiative nearly 800 ICT decision makers in the 
Benelux have joined us in our closed linkedin group and they are now benefitting 
from the information that we weekly post on our blog.

If you are not a member yet and you wish to network with your peers and our 
experts and benefit from the regular content, I invite you to join me on Linkedin 
www.bt.com/be/linkedin or visit our blog where we post fresh content several 
times a week www.blog.bt.com/LetsTalk/.

I do hope you will find this edition of the magazine informative and I am looking 
forward to talking to you at one of our events or on linkedin.

edwin hageman,
ceo bT benelux
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Tow
ard a standard sourcing m

odel

BT is seeing a clear shift in the market toward  
end-to-end sourcing from a single supplier.  
Stefaan Van Haudt, Sales Manager at BT Global 
Services, explains why.

The question whether one should source one’s iT and 
communications services from a single supplier or from 
multiple suppliers is an old and well worn debate. With a single 
supplier one could gain volume discounts, a more seamless 
service with less finger-pointing, and fewer integration and 
compatibility issues. Relying on multiple suppliers, on the 
other hand, should keep prices competitive, allows one to 
retain internal know how and prevent customer ‘lock in.’ 
These are familiar arguments and some will feel that there 
remains no clear consensus on which approach is best. and 
yet, at BT we do see a clear shift taking place in the market 
toward single supplier sourcing. indeed, the arguments for 
an end-to-end approach to sourcing are stronger than ever. 
This is because in the last decade the traditional ‘telecoms’ 
market has changed profoundly – and BT exemplifies this 
transformation like no other.

icT sourcing can best be described as a house consisting of 
a roof that is supported by four underlying pillars or silos. 
The house is the total iT budget. The roof consists of three 
key components: firstly, the IT strategy, which is designed 
to address the business requirements and objectives (how 
do we enable business strategy?); secondly, demand 
management (what and how much do we need to execute 
on our strategy?); and thirdly, governance (which parties do 
we work with and how do we manage all these contracts?).

The roof covers four silos of activity.

 •  The helpdesk: responsible for addressing all questions 
from end users, opening and follow-up of trouble 
tickets, solving outages, etc.

 •  Application interfaces: desktop, fax, telephone, 
bring-your-own-device, printers, etc.

 •  Infrastructure: servers, storage, network, 
data center (including cloud services), 
applications, etc.

 •  Delivery of communication platform: this 
covers the infrastructure that enables users 
to communicate with the external world and 
with applications, such as LAN, WAN, security, 
conferencing, video, voice, iPT, etc.

Toward a standard 
sourcing model
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At present there is a clear shift in the market in the way 
organizations conduct their ICT sourcing, away from the 
buying of individual components and towards the sourcing 
at one partner. End-to-end sourcing at a single supplier is 
not new; large companies have been doing it for years. But 
today smaller companies are moving in that direction too. 
In fact, increasingly we can speak of a standard sourcing 
model that is applicable to all types of companies and 
organizations.

in the past most companies often had no choice but to 
source components of their communication infrastructure 
piecemeal, working with multiple partners for Wan, Lan, 
cabling, telephony minutes, hardware and so on. This 
created a tremendous challenge for the helpdesk since they 
had to have the competencies in-house to support these 
diverse components. Given the IP-driven convergence of 
technologies, however, it has become possible to offer from 
a single platform an ever-expanding range of services, from 
voice and data to storage and security. BT has been a driving 
force behind this convergence wave, being the first to start 
offering managed LAN and managed telephony services 
and rapidly seeing the opportunity of offering customers a 
fully end-to-end communication service. 

Initially, however, there were limitations to this approach. 
To illustrate: in the past BT could not support customers 
who had purchased a solution at Siemens because we only 
supported Cisco IP telephony. Since then BT has acquired 
several integrators (including INS) and invested in the 
required competencies that allows us to integrate our 
technology with any existing environment at our customers. 

Today we can clearly speak of a new era in communications 
sourcing. By having built a complete and integrated 
‘communications tower’ BT is able to drastically simplify 
our customers’ ICT environments and in many cases 
reduce costs significantly. We are now in a position to 
offer an ever expanding range of communications and iT 

services from the iP network and via bT advise manage 
customers’ transition to that environment in a gradual, 
stepwise manner that protects legacy investments. 
Furthermore, we take complete responsibility for 
all components and the way they work together. 
Whereas in the past we needed to work with 3rd 

parties to deploy each separate component today we 
send one person to manage the implementation of all 

components. This allows us to offer a much simpler and 
more efficient overall design that can be linked to a single 
sLa.
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Is BT unique in this regard? We believe 
so. Companies could alternatively work 
with an integrator that has the technical 
skills to manage the icT sourcing ‘house’, 
but integrators typically lack the broad 
portfolio and global reach. Or they could 
work with ICT players that do have the reach 
and scope, but these then typically lack an  
in-house integrator division. Most parties 
in the market are able to build a piece of 
the IT sourcing house, but only BT can take 
complete responsibility over the entire 
house. The benefits for our customers are 
clear: access to a complete portfolio, global 
reach, a single point of contact, a much 
simplified communications environment and 
significant cost advantages.

Stefaan Van Haudt
is sales Manager at 
bT Global services. 
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iT priorities at LcM

alain conrath, cio at LcM (Landsbond der christelijke 
Mutualiteiten/Alliance Nationale des Mutualités Chrétiennes), 
outlines his top 3 iT priorities and gives his perspective on 
cloud computing and the consumerization of iT

What is your perspective on cloud computing?

We’re definitely looking at cloud computing. Already we 
are using cloud-based services for peripheral needs such as 
anti-spam. We find the model attractive and hence we will 
probably move email to the cloud too. In a second phase 
we’ll move our development environment where we have 
need for a lot more flexibility.

Infrastructure too?

Yes, we’re looking at cloud-based infrastructure services 
too, especially with an eye to cost reduction and improved 
flexibility. As you know, government agencies are under 
pressure to reduce costs so this is definitely a key driver. To 
date the main barrier to cloud services has been our need 
for specific security measures, which early cloud services 
couldn’t cover. Since 2011 we are definitely seeing better 
proposals from cloud providers. The market is maturing, no 
doubt.

What about legacy infrastructure; is that a barrier 
to the adoption of cloud-based services?

No, not any more. In 2008 we completed a large migra-
tion away from our mainframes and now operate in a 
SOA environment; hence we’re a lot less reliant on legacy 
infrastructure. The cloud has been part of our roadmap 
for over a year now. First we needed to consolidate and 
virtualise our datacenters but now we’re ready to move to 
the cloud. The decision we need to make today is whether 
to adopt a private cloud or public cloud model, although it 
has to be said that the price difference between the two is 
rapidly diminishing.

Does CM have a bring-your-own-device policy? 

The consumerization of iT is a fact and we have to adapt 
to that reality. I realize that isn’t easy when most large 
organizations have been trying to standardize their 
infrastructure as much as possible. At CM we’re almost ready 
to support a bring-your-own-device policy. We’re installing 
Wi-Fi in the offices, developing a security layer, and writing 
policies for smart phones and tablets. Within the next few 
months we will start supporting other devices. People who 
bring their own device will, however, need to live with a 
more limited support service. We’re asking to take a share 

IT priorities at LCM

of the responsibility over that device. On the whole, we’ve 
been careful to follow a step-by-step approach. The first 
step is to give people the ability to consult their email from 
their own device while in the office and we’ll build on that 
in a stepwise manner.

What is your view on the role of IT; is it changing in 
any fundamental sense?

There has been a significant change, mainly because our 
role is far more focused on business issues as opposed to 
technical issues. We’re collaborating far more intensely with 
the business lines, proactively analyzing their challenges 
and coming up with solutions. it is an evolution that we’ve 
clearly seen here at CM. The CIO is in the board and we’re 
involved in all the strategic decisions. We’re hiring also 
different profiles. For example, our project management 
competencies have become far more important.

To conclude, what are your top 3 priorities today?

Firstly, cost reduction. That’s become a perennial issue, 
although it is especially acute in the current economic 
environment. Secondly, efficiency. The demand for IT keeps 
growing but we have to deliver with fewer resources, hence 
we need to constantly work on our efficiency—to do more 
with less. Thirdly, reliability and security. More and more 
business processes have become entirely automated which 
means we need to focus a lot more on security and reliability. 
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Alain Conrath
is cio at LcM



atul awasthi, consultant at bT advise, talks to us about 
BT’s relationship with Microsoft and our managed unified 
communications solution BT One Managed Microsoft Lync.

What is the current relationship between BT and 
Microsoft?

BT is a Gold Certified Microsoft Global partner and we have 
the Unified Communications (UC) solutions competency 
with Messaging, iM/Presence, collaboration and voice 
Specialization. As such, we currently offer the complete 
eco-system and managed services around Microsoft’s 
Unified Communications solutions, including Lync 2010, 
and we do so both locally and globally.

What is Lync and how can companies benefit from 
this solution?

Microsoft Lync is a dedicated software-based solution 
that can be integrated in a customer’s existing voice 
and IT infrastructure. Basically it streamlines business 
communications by combining enterprise voice, presence, 
instant messaging and conferencing in a single, unified 
platform. in other words, it gives users access to the same 
suite of communication tools, including business grade 
voice, regardless of where they are or what device they’re 
working on. A key benefit of Lync is that it is so tightly 
integrated with the Microsoft business productivity suite, 
i.e. Microsoft Office 2010 & Sharepoint 2010

The basic idea behind unified communication is to bring 
people together, to connect people, so that productivity and 
efficiency is enhanced. The drive towards such ‘unified’ forms 
of communication has become unstoppable, especially since 
in the consumer world this has already happened – think 
about the way people have become so accustomed to using 
Skype and Facebook using their personal devices. This is a 
key challenge facing the CIO today: how do we deploy such 
functionality in the enterprise in a secure and reliable way?

Microsoft has made a lot of effort to meet this demand 
and is investing heavily in cloud-based collaboration 
tools. Most importantly, they’re building an exceptionally 
well integrated solution; it isn’t boxed together using 
technologies from a variety of acquired companies. 
With Lync 2010 users essentially have access to 
a complete unified communications tool 
– with presence, chat, voice, etc – that 
is seamlessly integrated with Microsoft 
Office. Furthermore, it links up perfectly 
with Msn online, so users can chat to their 
families at home easily. It is remarkable 
when you think about it. Today I work with 
my colleagues in the US, India and elsewhere 

A primer on 
Microsoft Lync and 
BT’s managed Lync 
solution

and can always see who is available for a quick chat to solve 
an urgent customer request. if required, i can switch to 
voice, share my desktop and even communicate via video 
to provide real-time information. The potential benefits of 
these tools are tremendous. imagine such collaboration in 
healthcare and medical science, where knowledge across 
the globe could be available anywhere instantly. 

Can you tell us a little about BT’s solution: BT One 
Managed Microsoft Lync? 

This is our Managed Microsoft Lync solution. If a customer 
wishes to outsource the design, deployment and manage-
ment of the Lync solution then BT One Managed Microsoft 
Lync is the answer. Our added value is that we leverage our 
existing MPLs network and deliver additional hard savings 
by integrating with our SIP-based solution, BT One Voice. 
and of course we customize the solution for clients. 

BT One Managed Microsoft Lync will soon be available in the 
Benelux and it is already available in the USA, UK, Australia, 
china, india, hong kong, india, singapore and some countries in 
Western europe. Looking ahead, bT is also working on a hosted 
version of BT Managed Lync. We’re already offering a trial of the 
hosted version in some countries. This solution is also attractive 
to non-BT clients who are looking for a purely online version of 
Lync with no limitations. And existing BT customers can benefit 
more by leveraging the existing BT Connect service.

Do we have any customer cases that we can refer 
our readers to for best practices and advice?

Well we have excellent cases published for the earlier version 
of Lync office communicator 2007. At this point we are still 
working on customer sign off to publish our Lync 2010 cases. 
They’ll soon be published at globalservices.bt.com

How do you see this solution evolve in the future? 

The service model for the future – including Lync – will be 
cloud-based. The recent announcement from Microsoft 

president Jean-Phillipe Courtois 
that they will be spending 90% 

of their r&d budget on cloud 
offerings is clearly creating 

buzz in the market. and i’m 
sure that every CIO will 
be watching closely the 
pending Skype-Microsoft 

strategy, although I do 
not expect Skype to 

threaten the Lync 

interview with atul awasthi,  
bT advise

interview with atul awasthi,  
bT advise

8 9

offering. Lync is already tightly integrated 
with Microsoft Office, both Office 2010 and 
the online offering Office 365. And from an 
architecture perspective, Skype isn’t ideal for 
integration with Office suites. 

Looking ahead i expect enhanced contact 
centre features to be integrated in Microsoft’s 
suite, so that it becomes possible to develop 
a complete workflow of your CRM solution 
with Lync. 

Do we use this solution ourselves at BT?

Absolutely, BT is ahead of the game in the 
UCC arena. I use Lync 2010 on a daily basis 
to collaborate with my colleagues and 
customers. it’s so embedded in our 21st 
century work culture. Without this service 
I’d be back in the vintage office of my 
grandfather.

Atul Awasthi
is a consultant at  
bT advise, belgium. 
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W
atch those passw

ords

BT security expert Lambert Hofstra talks us through 
current security issues and hacking trends

According to BT security expert Lambert Hofstra, companies 
need to take a closer look at their password security systems. 
Many users have got in the habit of relying on one or two 
passwords to access multiple online services, from social 
media and internet banking to e-commerce and corporate 
applications. You may be diligent in the way you store and 
secure your users’ passwords but others may not be. As a result, 
users need to adapt their behaviour and companies need to 
protect themselves against hackers with stolen passwords.

How would you sum up the main security problem 
today?

The main driver behind today’s key security challenges is 
the fact that companies’ networks are increasingly exposed 
to public networks and the internet, which means that 
anybody worldwide could attempt to gain unauthorized 
access. In the past companies had completely closed IT 
environments, used only by their own staff. A thief had to 
break into physical premises in order to gain access. Today 
our applications function in an insecure global environment 
and hence need to be protected. it is imperative that 
companies design environments that are resistant to 
unauthorized use. Many companies – especially smaller 
companies – still don’t recognize the importance of this. 

Can you provide a few examples of some of the 
more recent security issues to emerge?

The use of passwords is one key issue. Many websites and 
e-commerce sites only have one security layer, typically 
password security. A lot of these sites look professional but 
once you’re through the first layer of security it often is possible 
to gain access to really sensitive data. This is a problem because 
password security has a number of weaknesses. You may recall 
that in the past the rule of thumb was that one shouldn’t write 
down one’s password. Today we advise that you do write down 
your passwords (but keep the note in a safe place at home). 
The problem is that people have to remember far too many 
passwords for the many online applications they rely on, from 
social media to e-commerce sites and internet banking. And 
since they were told not to write them down, they tend to rely 
on just one or two passwords only, instead of using unique 
passwords per site. A hacker only needs to breach one poorly 
protected site, download a list of usernames and passwords, 
and could subsequently gain access to a whole range of better 
protected sites. The question then is who is responsible for the 
potential losses: the user, the first site that got hacked, or the 
latter sites that were accessed by an unauthorized user even 
though the hacker used a valid password? There are no easy 
answers to these questions. The implication for users, however, 
is that they should use multiple passwords. And that means 

Watch those 
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writing them down and keep that note safe: for a hacker it’s 
much easier to break into a computer than to break into 
someone’s house and find that hidden note with passwords! 
E-commerce sites, for their part, need to use multiple security 
layers. For example, usernames and passwords should never 
be stored as ordinary text in their databases. Also, companies 
need to defend themselves against hackers who rely on stolen 
passwords, for example by asking additional security questions 
and using analytics to spot irregular activity. For example, an 
alert could be triggered if a customer orders a very expensive 
flat screen TV instead of his or her usual DVD purchases and 
submits an alternative delivery address. Credit card companies 
have been doing this for years, but these remain challenging 
techniques because there are legal implications – it is not 
always permissible to analyze an individual’s buying behaviour. 

a second emerging threat is what we call a ddos attack, a 
distributed denial of service attack. This type of threat gained 
some media attention because the Anonymous movement has 
been using it. Basically it involves attacking a server with 
millions of simultaneous requests, with the result that the 
attacked website will crash, or slow down to such an extent 
that it is in effect inaccessible. This could translate into major 
losses for critical sites such as internet banking services or 
major e-commerce sites. Hackers accomplish this by using 
computers that have been infected by a specific virus or Trojan. 
it is possible to control these hacked computers and get them 
to send server requests to a vulnerable, targeted server. Until 
recently it was very difficult to protect yourself against these 
types of threats. Fortunately we’re getting better at doing so. 
With the latest tools we’re able to filter out the bulk of a DDoS 
attack before it reaches the website under attack. as a result 
the website remains reachable for legitimate use

What are some of the other security issues that 
should be on a company’s radar screen?

The above two threats are reasonably new but there are other 
security challenges that have been with us for a while and 
remain really problematic. Compliance with regulation is one 
such challenge. companies have been making a lot of effort 
to virtualize their datacenters and increasingly make use of 
cloud computing services. While this is leading to great 

efficiency gains it also makes it almost 
impossible to determine the exact location of 
where one’s data is stored at any one time. 
That is a problem because countries all have 
different regulations governing the storage 
and processing of personal data. For example, 
eU regulation makes it illegal to store certain 
types of data outside the EU. Medical data in 
particular is subject to very stringent – and 
fragmented – regulation. As cloud computing 
gains traction so the regulatory side of things 
will become increasingly complex.

And what about the increasing focus 
on Bring your own Device policies – 
does this carry security implications?

BYOD is certainly an important security issue 
at present. Firstly there is a whole legal 
discussion around the ownership of content. 
If I take a photo using my corporate phone, 
whose photo is it, and who is responsible for 
that photo should it cause any harm? 
Conversely, if I use my own phone to access 
my employer’s network, does the company 
have the right to install a wipe function on 
my phone? Can it force me to use PIN security 
simply to use my phone? There are ways of 
addressing these issues but the discussion is 
certainly still very much alive. 

Lambert Hofstra
is a security expert 
and senior principal 
consultant in the bT 
advise Team.
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bT’s futurologist dr nicola Millard explains

People have been talking about a new world of work 
for a long time, but what is different about the issue 
today? Are we really undergoing a fundamental 
transformation toward a more flexible model of 
work? 

yes, i would argue that we are. it is true that there is nothing 
new about agile working. it has been around in various guises 
– such as teleworking and hotdesking – but only now have 
the possibilities become so significant that many organisations 
are fundamentally reassessing the role of the office and the 
nature of work.

It is important to understand that the way we work is deeply 
rooted in our industrial history. Our approach to business and 
work is often – and unwittingly – still based on ‘Taylorist’ 
scientific management principles that date back to the 19th 
century. The basic idea here is that we need to pursue ever 
more standardization and automation to improve producti-
vity. This translates into fixed work styles and these have been 
with us for such a long time that they have left their 
fingerprints in the systems, organizational structures, policies 
and even in the technology we use. So yes, many organizations 
are still holding on to highly traditional work patterns but the 
change that is going on now is different from previous 
changes because it is employees that are now seizing the 
initiative – and companies are running to keep up. 

The phenomenal success of cloud-based consumer techno-
logies and social media are changing attitudes to work and 
opening up radically new approaches to work. As customers, 
we have more choice than ever before thanks to the internet. 
At work, we also want choices – about the technology and 
tools we use, about where and when we work, about work-
life balance. 

The future  
of the office

But why should companies care? Are there real 
business benefits to be gained by adopting more 
flexible work styles and the technology it requires?

Absolutely. Firstly, companies can use their physical space 
better. In a BT study of desk utilisation, we found that desks 
are used, on average, for 50-60% of the available working 
day. That is a terrible waste of space. Indeed, by adopting 
agile work practices such as home working and hotdesking, 
companies can potentially reduce desk allocation to 80% or 
even 60%. Secondly, downtime can be avoided by giving 
employees access to the critical corporate resources they 
need anywhere anytime. And thirdly, meetings can be 
improved and made much more efficient by relying more on 
audio and video conferencing. 

Most importantly, however, companies need to equip 
themselves with the tools for a knowledge economy. Fixed 
work styles just do not cope well with the complexity and 
speed of today’s business environment. 

Knowledge is now the primary source of competitive 
advantage and it is the knowledge in the combined heads of 
knowledge workers that drive business success. and the 
ability to harness knowledge effectively depends on a 
company’s social capital – the trust, the values, the common 
business goals and language – that exists in the organization. 
That requires a far more flexible approach to work and 
leadership.

So what will the office of the future look like?

The first question we need to ask is why we still need an office 
at all. If most of us will choose to work from anywhere 
anytime using our own devices then for what purpose will we 
want to go to the office? The answer is to see other people, 
have meetings and socialize about work. 

Already home working has achieved critical mass in many 
organizations. For example, at BT more than 70% of our 
workforce is equipped to work flexibly from any location, 
including the home, and 10% are registered as permanent 
home workers. ongoing technological advancements such as 
high quality video conferencing via the laptop will only open 
up more opportunities for home working. however, home 
working isn’t for everyone. Some people don’t have the 
space at home, some aren’t self-disciplined enough and 
some simply like the buzz of the office. And even committed 
home workers place a premium on face-to-face commu-
nication. That is why it is important to ensure that home-
based workers are integrated into team communication 
patterns and are given opportunity to see people face-to-
face. Motivation, creativity and productivity are all fuelled by 
office social support networks. That is the role of the office of 
the future, both the physical and virtual office of the future.



The future of the office

What should this work environment look like?

We need to create environments that support the different 
modes of work, some of which are suited to the traditional 
office, some which are not. For example, when people are 
working in a collaborative mode such as during team 
meetings they need a dynamic space with plenty of room to 
move around. Such shared spaces need to be acoustically 
shielded so that people can be as noisy as they like without 
disturbing others. Ideally such spaces are equipped with 
audio and video conferencing so as to facilitate collaboration 
in a virtual sense too. 

in a focused task mode requiring long periods of concentration 
people are best of either at home, away from the office or in 
the office either early in the morning or late at night. This is 
because the traditional open plan office is extremely noisy 
and distracting. Obviously there are work modes that do in 
fact suit the open plan office. The administrative task mode is 
doing routine somewhat mundane work where people 
actually welcome social interaction as a break. 

Recovery time is increasingly being valued by companies as 
the ‘social glue’ that contributes to team cohesion and 
morale. For example, Google reportedly extend their cafe 
opening hours to beyond 9 to 5 to encourage employees to 
sit and eat together.

In essence the strength of the conventional office space is 
around socializing about work, in either a formal meeting 
setting or an informal social glue way. In this sense many head 
offices – including BT centre in London – are becoming a bit 
like a bee-hive. The queen (or king) bees are notionally based 
there but the worker bees flit in and out when they need to 
collaborate with others or simply reconnect with the hive. Out 
go fixed and allocated desks; instead the emphasis is on 
flexible ‘touchdown’ spaces, privacy rooms, focus booths, 
team rooms, lounges and dens. and each of these spaces can 
support a multitude of virtual collaboration using IP technology 
and audio and video conferencing. This can be taken really far, 
for example, to support geographically distributed teams. At 
BT, we have co-located and networked our development 
teams in a cluster of Global development centres around the 
world. Teams are co-located by country and then networked 
to other GDCs by networked collaboration environments. In 
this way we’re minimizing travel costs and improving work-life 
balance. also, turnaround times and development costs have 
been significantly reduced because a lot of the back-and-
forth type communication has been eliminated. 

What is the key challenge in all this from a commu-
nications technology perspective?

as i mentioned earlier, the unique aspect about the current 
change is that it is employee-driven. People’s attitudes and 
expectations are changing and the phenomenal advances in 
consumer technologies are playing a key role in this. And 
whether companies like it or not, the corporate iT space is 
gradually being ‘consumerised’ as people bring their own 
devices to work. Companies need to embrace these changes; 
resistance is futile and counterproductive. That obviously is 
challenging for iT because the impulse is to retain control, 
whether for efficiency reasons – remember Taylor – or for 
security reasons. Fortunately, solutions are available that 
address these challenges very effectively. For example, BT 
Mobileexpress sva is an excellent new remote access solution 
that is both highly secure and exceptionally user friendly.
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Dr Nicola J Millard is customer expe rience 
Futurologist at BT Global Services.
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The new world of work is upon us, but the technical 
infrastructure required can still be costly and complex to 
manage. bT’s new remote access offering, Mobileexpress 
SVA – based on Giritech’s G/On technology, is set to change 
all that. bT advise sales manager stéphane Lesenne and 
Practice Lead of IT, Mobility and Collaboration Koen 
Verholen explain why.

Tell us about MobileXpress SVA

MobileXpress SVA is a really clever solution to one of the key 
challenges facing enterprise IT today. As you know, the trend 
toward mobile working, home working and byod policies 
has become pretty unstoppable. People expect to be able to 
access their corporate applications anywhere, anytime, and 
preferably using their own devices too. Technically there are 
several ways of organising this but each of the classic methods 
has some serious disadvantages. The result is that companies 
typically have to make a trade off between complexity and 
limiting byod or home working capabilities. 

Why are the traditional approaches problematic?

There are 2 common ways of implementing remote access: 
client-based and clientless.

Client-based VPNs create a secure tunnel to connect the PC 
with the corporate network using for example iPsec or ssL 
technologies. It is a popular and widely available technology 
that provides access to the network layer, so typically there 
isn’t any need to create web-enabled applications. However, 
it does require that users’ devices are properly managed. 
Firstly, a VPN client needs to be installed on each user’s PC. 
Secondly, each PC needs to be fully secure with firewalls, 
anti-virus software and so on because it is connecting to the 
corporate network. And thirdly, care needs to be taken that 
the applications and operating systems deployed on people’s 
PCs are the right version, otherwise compatibility issues 
rapidly emerge. Therefore, a company can either make the 
investment to secure and manage the increasing number of 
devices out there, including people’s personal devices, or it 
can restrict access to a limited number of users and devices. 
As client-based solutions often require the IT department to 
take full management control over the device, it does not 
really fit with BYOD philosophies.

another popular approach is to use clientless vPns. This 
makes it a cheaper solution and it certainly offers a lot more 
mobility since it is device independent and relatively easy to 
use. Also, clientless implementations have a security 
advantage because it doesn’t provide direct access to the 
corporate network. Access is restricted to specific web-
enabled applications. however, its reliance on browser 

Remote access 
made easy – BT 
MobileXpress SVA

technology is also its weakness. Firstly, there are security 
issues. Is your browser updated with the latest security 
patches? How do you know that your PC is free of spyware? 
And how do you know that the SSL certificates are 
trustworthy? Most users can’t answer these questions. 
Secondly, the fact that applications need to be ‘webified’ can 
be costly. It is easy to create a web version of MS Outlook but 
ERP, CRM and especially in-house applications are a different 
matter altogether. another problem associated with both 
these VPN options is that they become a lot more complex, 
costly and less user friendly when two-factor authentication 
is applied. Single-factor authentication—which typically 
means relying only on a username and password—really isn’t 
good enough anymore for most corporate environments. 
Passwords are too easily stolen and that is downright 
dangerous when remote laptops have direct access to the 
corporate applications. That is why many companies are 
providing their users with secure tokens—in effect making 
life more complex for users since they now have to type in 
multiple passwords and codes before gaining access to their 
applications. The systems administrators have different 
systems to integrate and manage, which introduces additional 
costs and complexity.

So why is BT MobileXpress SVA different, why is it 
an improvement on the above two technologies?

BT MobileXpress SVA is based on Giritech’s G/On technology, 
which is unique since there is no need for installing specific 
VPN clients, browsers or 3rd party hardware and software. It 
beats the other solutions on security, cost and user-
friendliness. 

Firstly, it is remarkably simple to use. The user simply plugs a 
special USB stick into any internet enabled computer and a 
connection with his or her corporate applications is automa-
tically made. 

Any computer?

Absolutely. You can log on from virtually any machine – a PC, 
Mac or Linux machine – and do so without having to install or 
configure anything. When you plug in the USB stick you’ll be 
automatically prompted to type in your username and 
password, after which your corporate applications become 
available via a taskbar menu. Note that these aren’t necessarily 
web-enabled versions of the applications. You have a direct 
link to specific corporate applications but without a direct IP 
connection to the corporate network. When you’re finished 
working you simply unplug the USB stick and the connection 
is automatically shut down, leaving no data behind in the 
Pc’s cache or on the hard drive.



What about the cost advantages?

For one, the solution itself is affordable; the costs of 
deploy ment are comparable to a good SSL VPN solution 
with token. But the real savings are in the fact that you 
don’t need extra solutions to secure and manage devices, 
and neither do you need to webify all applications. It is a 
highly efficient way of making a BYOD policy possible, 
which itself can be a great cost saver. also, it is ideal for 
temporary workers and freelancers who come into your 
organization for short-term contracts. As opposed to 
providing these folks with fully managed laptops, you 
now only need to provide a BT MobileXpress SVA USB 
stick. 

And the security factor?

Several benefits stand out in this area. Firstly, it relies on 
two-factor authentication – a password and a physical 
token (which is the special Usb stick which has an 
embedded certificate – but does so without compromising 
on user friendliness. Secondly, it does not create a direct 
IP link to the corporate network – it only links users to 
specific applications. And thirdly, all data is encrypted 
with the latest technologies, which ensures maximum 
security. 

What about smartphones and tablets?

We’re now able to connect iPads/iPhones to corporate 
applications using the same principles, but instead of a Usb 
stick, the solution relies on a G/on client that can be 
downloaded from iTunes in combination with the hardware 
ID of the mobile device. Shortly, the Android client will be 
released, which will span a larger amount of mobile device 
market share out there.

The commoditization of IT is pushing many com-
panies to outsource. What is your opinion on that?

Outsourcing is one way to manage your production but it 
needs to be evaluated against the alternatives such as 
cloud-sourcing and co-sourcing. Outsourcing is not a 
straightforward option for large public sector orga-
nizations like ours. We work with statuary personnel so it 
is nearly impossible to make sudden, radical changes in 
our organization. Our approach is to outsource only 
where it makes sense to do so and where we can still 
deploy our team most effectively. In that regard our 
approach is best described as co-sourcing. We bring 
internal and external people together to work on 
projects. In this way we make sure that our people are 
doing meaningful work and continue to build knowledge 
and capabilities. For example, our WAN-LAN is outsourced 
but we retain a small team, not only to manage the 
contract but also to keep playing an active operational 
role in the network’s management. 

Stéphane Lesenne  
is sales Manager and 
Koen Verholen  
is Practice Lead of iT, 
Mobility and 
collaboration at  
bT advise belux
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The boom in consumer mobile technology is a two-edged 
sword for many companies. On the one hand it is opening 
up fantastic opportunities to improve productivity and work-
life balance. On the other hand it is increasing the complexity 
of companies’ icT environment and pushing costs up. it is 
becoming clear that the IT policies currently in place at most 
companies cannot cope with the emerging mobility needs 
and challenges. a new approach is needed. Gaëlle brigaud, 
Mobility Senior Marketing Manager at BT Global Services, 
talks us through the challenges and potential solutions. 

Why is mobility becoming more challenging for 
corporate IT departments?

The Simply put, it is becoming more complex. By 2020 there 
will be five generations working side-by-side in organisations: 
from the WWII generation (born before ’46) to the youngsters 
born after ’97 who will soon begin entering the job market. 
Given the extraordinary evolution in technology, each of 
these generations has different communication needs and 
habits. Especially the younger generations have become very 
tech savvy because we’re in the middle of a major trend 
where the consumer market is now setting the technology 
standard—the so-called consumerisation of technology. 
young people have become accustomed to using consumer 
technologies that are much more advanced than the 
technology being offered in a work environment. The result is 
that young people are bringing this technology into the 
workplace. And the pressure isn’t only coming from young 
people. Increasingly it is coming from top management too, 
since C-levels are also becoming very attached to their 
personal smart phones and tablets. 

The problem for IT is two-fold. On the one hand, costs – particularly 
related to data consumption - are escalating as employees 

become ever more reliant on mobile technology, and 
secondly the complexity of the mobile environment is 

increasing dramatically: more operating systems 
(iOS, Android, Blackberry, Windows), many 

more devices and an exploding amount of 
applications. also problematic is that this 

expanding and changing use of mobile 
technology is often happening in an 

uncontrolled manner. One typical 
problem, for example, is that people 
are increasingly taking their 

corporate siM card out of their corporate 
mobile device and placing it in their personal 

device. That has serious security 
impli cations because iT has no 

control nor responsibility 
whatsoever over those 

devices. in response, 

Mobility and BYOD: 
challenges and 
potential solutions

And most companies have no way of knowing whether this is 
happening, let alone do anything about it. 

Security is one issue that concerns companies but the rapidly 
escalating cost of mobility is probably a more urgent issue 
that companies are certainly waking up to. It is not unusual 
for companies’ mobile expenses to have escalated by 30% on 
a year by year basis. Indeed, at many companies mobile has 
become the biggest component of their total iT cost. hence 
most are aware that they need to do something to bring 
those costs under control. 

So how can companies better address these  
challenges?

Organisations need to think carefully about their sourcing 
approach. Different formulas are possible. The company 
could take responsibility for both device and SIM or the 
employee could be asked to take responsibility for both. Or 
a shared responsibility could be considered, for example, 
the company takes care of the SIM while the employee is 
responsible for the device. Whichever approach is taken, 
however, it is important that the company think carefully 
about how they will manage security and keep costs under 
control – and that will entail looking at the whole mobility 
lifecycle, irrespective of who owns the device. This is why BT 
has introduced a Mobility Lifecycle Management offering 
that essentially covers four elements. Firstly, we improve 
the visibility of an organisation’s mobile environment. It is 
remarkable but we constantly discover that companies lack 
accurate oversight over their mobile fleet and expenditure. 
Secondly, we secure and monitor employee’s devices, 
whether the organisation owns them or not. even when 
there is a “bring-your-own-device” policy in place, 
employees need to understand that they too must relinquish 
some control over their device. For example, if they’re able 
to access corporate data using their device then that must 
happen in a secure manner. Partly this is a technical issue 
and partly a policy issue – people need to take responsibility 
for their behaviour too. It’s a give & take approach. Thirdly, 
we can help an organisation manage its corporate 
applications and provide the capacity to create a dedicated 
enterprise ‘app store’ where employees can access both 
corporate and approved external apps. And fourthly, we 
control expenditure. With our Managed Mobility Expenses 
solution, organisations can keep track of all spending all the 
time, as opposed to the spot checks that procurement 
departments commonly perform. We centrally manage and 
negotiate the mobile contracts with local operators and 
consolidate all the billing. it is astounding what we uncover 
when we start analysing our customer’s mobile bills. Often 
they’re overcharged significantly and they have no way of 
knowing that this is happening. And there are usually plenty 
of opportunities to optimise mobile contracts and customise 
them more to appropriate usage profiles.

Another key element of our offering is 
Quickstart. This is where we help companies 
develop and implement policies. it isn’t 
sufficient to write out policies, you need to 
implement them too. We also often support 
companies with their procurement. Typically 
this first involves doing a thorough analysis 
of the company’s contracts and spending, 
followed by preparation of the RFP and 
subsequent negotiation with service 
providers. We recently managed to reduce a 
customer’s mobile bill by more than 50% 
after just three weeks of work – one week of 
analysis and two weeks to prepare and 
negotiate the new contract.

So, to conclude, what are the three 
most important things that companies 
should be doing today to manage their 
mobility better?

Firstly, you need to understand what is going 
on within your organisation right now. Too 
many companies don’t know what they’re 
paying for and have insufficient grip on 
security risks. 

Secondly, once you have better visibility of 
your mobility assets and and a better under-
standing of your real needs then you ought 
to decide how you want to move forward. 
you need to develop and put in place the 
right policy. To do that it is imperative that 
you involve your employees, HR and finance. 
A mobility policy will have an important 
impact on people so you need to get them 
onboard. 

And thirdly, you need to focus on the 
technical solutions to support your policy. 
The policy will drive what you do technically 
– and not the other way around. 

Gaëlle Brigaud
is Mobility Senior 
Marketing Manager  
at bT Global services. 

some companies are trying to embrace these 
changes and in that way regain a measure of 
control, while others are resisting this trend as 
much as possible. But whether you embrace it or 
not, it is imperative that you adapt your policies 
because most companies’ existing iT policies do 
not cover today’s mobility challenges. A different 
approach is essential. 

Are companies taking these challenges 
seriously in your experience?

Security concerns are usually claimed as the 
main reason why a company won’t embrace a 
more open mobility strategy and bring-your-
own-device (BYOD) policy. Security is 
obviously an issue but analyst firm IDC has 
been arguing that security is a fig leaf; the 
real reason is that many IT departments will 
resist any loss of control over their 
infrastructure – because that’s what they’re 
doing by letting users bring in their own 
technologies. Our argument is that techno-
logy consumerisation is an unstoppable trend 
but that doesn’t mean that you have to lose 

all control. On the contrary, you can 
manage that environment effectively, 
even if you don’t physically own it all. It 
is important, however, to take an 
integrated, lifecycle approach.

The problem with the security argument 
is that many companies are losing control 
anyway, notwith standing their resistance 
to BYOD. That’s because they don’t have 
suffi cient visibility into what is going on. 

as said before, research is showing 
that plenty of employees 
use their corporate siM 
in their personal phone. 

Interview with Gaëlle Brigaud, Mobility Senior 
Marketing Manager at bT Global services
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Moving to a new 
dimension of 
networks

to address mixed end-user and customer require ments and 
manage traffic across a heterogeneous set of access points 
and underlying transport bearers. Users can even develop 
their own applications in the network, which will manage 
and prioritise their use. an intelligent network promotes 
on-demand distribution and consumption – to the right 
person at the right time – and is business-ready, anticipating 
future requirements.

How does BT’s new offering address this requirement?

BT Connect addresses this intelligently with Connect Appli-
ca tions. This is a range of software tools that discover what 
is happening on the network, what low priority traffic is 
hogging the bandwidth needed by mission critical appli-
cations, what data is needlessly being passed to and fro to 
satisfy the demands of an outdated communications protocol, 
what applications are performing badly, including your web 
site and why.

having discovered this, we can make informed decisions 
about how to optimise the network. For some customers, 

we have shaved up to 70% off their bandwidth 
requirement while actually improving application 
response time. For others, we have,increased web 
performance by 30%. For many, we are bringing the 
response times for cloud based applications to world 
class standards.

To this extent we are launching an innovative tool 
called the bT connect iQ evaluator that provides an 
interactive approach to this discovery process. The 
tool is based on a short, 15-question assessment 
that can be conducted either at the customer’s 
premises or via Webex. after this assessment the 

second step is to the bT connect iQ Quick start that 
will provide a high level analysis across three areas: 

operational & business integration, Performance and 
Security. A final report will then be provided highlighting 

any issues and vulnerabilities, providing comparisons 
against best practice and making recommendations 
for remedial action.
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Tom Regent, President, GB&FM and Sales & Marketing,  
BT Global Services shares his views on “networks that think”

Tom, this month BT announced a major update to 
its portfolio of networking solutions, BT Connect. 
What exactly did you launch?

Amongst others, we are launching some innovative moni-
toring applications, a new portal to manage multiple network 
services from any device, and a new tool for CIO’s to assess 
and improve their network’s intelligence quotient (bT 
Connect IQ). The tool will allow CIOs to benchmark their 
network performance and find ways to fine-tune their 
network infrastructure to best align it with their business 
strategy.

What is the business rationale behind this?

Today we live in a world of hyper-convergence, 
where there is a huge increase in consumerisation 
of business iT. There is an ever growing use of 
cloud services and a booming need to reach out 
to new markets and globalise to compensate for 
the return of high uncertainty and low growth 
economic environment driving more for less.

in this environment the intelligent network is 
becoming more relevant than ever. The 
enterprise network is being bombarded. There 
are a multitude of personal devices, including 
smartphones, tablets, and e-readers. Hence it is 
obvious that in the future the network needs to 
take on a new dimension which is more than 
resilience, reach, speed and latency. 

What do these trends mean for CIO’s?

The need for intelligent networks has two direct 
impacts on the business. The network is now a key 
delivery mechanism for the distribution of information 
and applications around the organisation. however, 
what if the traditional corporate network is no longer the 
network preferred by end-users? More and more users 
wish to use their personal device to connect to corporate 
resources. The first job of the CIO is to ensure access for all 
qualifying employees and customers from anywhere and 
at any time. On top of this they need to secure, analyze, 
and prioritise the use of personal devices. as user 
demand continues to escalate rapidly a new wave of 
cost pressure will make new budget management 
options necessary.

now, if the network is intelligent, it becomes an 
asset. An intelligent network has the capability 

On average 40% of traffic going over IPVPNs is 
internet traffic. This is not the most efficient 
route for internet traffic which can be routed 
over the internet, providing the most economic 
way to transport the data.

“a top prediction from idc is that incremental 
traffic will force the rethinking of the network to 
meet tomorrows needs – that of an intelligent, 
secure, network that excels in application 
performance”.

Research has proven that every 1 second above 
3.9 seconds for a web transaction can reduce 
customer satisfaction by 16% and sales conver-
sion by 7%.

Tom Regent
President, GB&FM  
and sales & Marketing,  
bT Global services
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