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1 Introduction

One of BELTUG’s members asked BELTUG to help to provide tips and tricks for instant messaging tools in a business environment.

BELTUG organised an enquiry among its members to look into ideas, materials or policies for 1) efficient use and 2) security.

Some users reported their positive experiences with intra-company usage and were willing to share even more of their knowledge. We sent their contzct info to the company asking this question. Some service providers were also happy to present their consulting services. 

It is clear that the last word about IM hasn’t been said yet. Some basic findings are reported below.
2 Insights

While some say that 95% of the use of IM in a company is not business related,

others are convinced that it does improve collaboration within the company. 

Following the insights of Gartner, IM would be mainly accepted in US Enterprises. Europe would still tend to block IM usage (Gartner Security Summit 2005). 

Based on the reactions of our members, BELTUG reports implementations in both types of companies. Most talk about Microsoft Live Communications (LCS), but other IM business tools are likely to be deployed in Belgium.
Even if Instant messaging (IM) might be one of the fastest growing communication media, some IM tools tend not to be formally allowed or supported in a business context. These tools might imply some threats to an organisation.

3 Recommendations
Selection and deployment of Tools

· Don’t use public ones (like MSN) but install your own private IM server in your Enterprise (although this costs you more in terms of licenses to Microsoft).
· Often a pilot is run, before it is rolled out for all employees.

Efficient use

· in combination with MS Office communicator as client, LCS is experienced as an internal tool which integrates Instant messaging, application sharing, point-to-point voice communication and to a lesser importance (low quality) video conferencing.

· You can start using it in a multi-site environment, e.g. between a number of international locations (and e.g. for development teams).

· Thanks to the "presence indication" an employee can get a quick answer to a question, without disturbing, even when you or your colleague are in a meeting or during a call ...It improves communication and efficiency.

· Try to define at least a minimum set of rules e.g. when opening a chat session, keep this session (conversation) to what it is meant for, and don't leave the session open all day ....

· Promote IM company-wide with corporate communications

· Find out more about your company’s usage via the reporting functionalities.

Security

· If you see a need for an IM tool, incorporate it into your corporate IT services.

· Companies with an existing security plan might want to define security policies in IM and integrate those into the existing plan, prior to deployment.

· As long as LCS is an intra-company tool, security is sometimes not considered as an issue. However, there is a need and willingness to investigate in how gateways can be setup with external messaging environments. 

4 Service providers
The following service providers told us that they were familiar with this kind of IM business use and can be contacted by all interested user companies:

· Getronics as a Workforce productivity partner of MS

· Escaux, Business IP telephony provider

· Dimension Data 
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