
Small Business PC Refresh 
Survey - Japan

CONDUCTED FOR INTEL

January 2018



2

Methodology & Objectives
Sample Method

Survey Goals

Field Work This survey was fielded in Japan from 
December 28, 2017 to January 8, 2018

Total Respondents
215 qualified completes

Collection Online Questionnaire

Number of Questions 18

Audience To qualify for this survey respondents were required to be 
employed in a Manager role or above at an organization with 
between 1 and 150 employees. Respondents whose 
companies have a formally managed or partner managed IT 
group did not qualify to complete the survey.

Qualified respondents are involved in purchasing/leasing of 
PCs at their companies, and report their companies would 
consider purchasing or leasing PCs in the future. 

This research was conducted in Japan to understand PC purchase and PC refresh behavior at small companies who do 
not have a formally managed IT function. We examine the current PC environment and associated pain points, PC-
related issues impacting productivity, and PC-related security issues. We determine the typical timeline for PC refresh, 
challenges that drive PC refresh plans, and employee influence when making PC refresh and PC purchase decisions. 
Lastly, we look at the barriers to and benefits of PC refresh among this target audience. 
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Respondent Profile
Job Title

CEO, President, Business Owner 57%

Senior Management (CFO, CTO, CMO, CIO, Partner, etc.) 9%

High-Level Executive (EVP, SVP, VP, General Manager, etc.) 7%

Mid-Level Executive (Director, department head, etc.) 10%

Senior Manager (in a division, region, etc.) 10%

Manager (in a business unit, group, etc.) 7%

Involvement in the Purchase/Lease of PCs

63%

51%

44%

51%

69%

Determine the business need

Determine requirements

Evaluate

Recommend and select vendors

Approve/authorize purchases
6%

8%

13%

34%

40%

30 to 34

35 to 39

40 to 44

45 to 54

55 to 65

Respondent Age
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Organization Profile
Industry Number of Employees

24%

12%

8%

7%

6%

5%

4%

4%

3%

2%

2%

1%

1%

1%

18%

Professional Services (legal, consulting, real estate, etc.)

Retail, Hospitality and Consumer Goods (RHCG) (grocery, retail,
wholesale)

Manufacturing - Industrial/Chemical/Durable goods, Textiles

Manufacturing - Technology

Media and Entertainment

Education and Learning

Health and Life Sciences (Lifestyle, Medical devices and supplies,
Health insurance, Pharma, Health provider)

Non-profit/charitable/religious company

Service Provider (e.g., Broadcast/cable, Wireless, ISP, Cloud
service provider, IT services, Software)

Financial Services (Banking, Insurance, Securities)

Transportation (Rail, Aviation, Urban transit, Logistics, etc.)

Government (Defense, Local & Regional Government, National &
International Government)

Hospitality

Manufacturing - Consumer/perishable goods (food, clothing, etc.)

Other

65%10%

21%

4%
Less than 10

10-19

20-99

100-150

IT Maintenance

27%

73%

Informally Managed IT: Part-time staff,
or non-technical, full-time company
employees who manage IT on a part-
time basis, in addition to their main job
responsibilities

Unmanaged (or Shared) IT
responsibility: IT is not the responsibility
of one single person or group
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Key Findings
• Current PC fleets are approximately 4 years old, on average. Most PCs are owned versus leased.

• Seven in ten respondents report (71%) experiencing PC-related issues that have contributed to lost 
productivity, such as software upgrades (35%) and security updates (30%).

• Security risk is the top PC pain point. Larger companies (10 - 150 employees) are more likely to cite issues 
with PC literacy (e.g., troubleshooting, connecting to the network, etc.).

• Compromise of the hard drive (e.g., as a result of a malware attack) is the top PC-related security concern. 
When questioned regarding the most concerning impacts of security issues, more than half (53%) cite the 
loss of company data.

• In fact, security challenges are the most frequent motivator for PC refresh plans (67% cite this as a top 
concern). One-third (33%) include compatibility with customer systems as one of their companies’ top two 
PC refresh drivers.

• Among companies with a set timeframe for PC refresh, the average PC refresh cycle is between 4 and 5 
years. More than one-quarter (27%) have no set rule in place and simply replace PCs as they break.
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Key Findings (continued)
• The most common barrier to PC refresh is the good condition of current PCs. Budget is another top 

obstacle.

• Notebook/laptop PCs are the most sought-after form factor, with more than one-third (34%) indicating 
their companies have plans to purchase mobile PCs over the next year. The likelihood to cite any PC 
purchase plans increases with company size.

• Customer-facing roles such as executive management and sales/marketing typically receive first priority 
for PC refresh.

• Though a minority of small businesses allow it, telework is very popular at companies that do (64% of the 
workforce, on average, are teleworkers).

• Employee requests and opinions are considered at most organizations when making decisions regarding 
PC refresh and PC purchases. Employee opinion is more likely to be considered as company size increases.

• Top perceived benefits of PC refresh are increased productivity and improved security. Employee 
satisfaction grows in importance as company size increases.

•
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SURVEY RESULTS
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Current PC fleets are  approximately 4 years old, on average. Most PCs are 
owned versus leased.

Q1a. What is the average age of the desktop PCs in use at your company today?
Q1b. What is the average age of the mobile (laptop/notebook) PCs in use at your company today?
Q2. With  the total equal to 100%, approximately what percent of the total PCs in use at your company today does the company own outright, and what percent is 
your company leasing?
Base: 200 qualified respondents

53%

15%

15%

6%

1%

3%

6%

5 years or more

4 years

3 years

2 years

1 year

Less than one year

Don’t know

Average Age of Desktop PCs 
in Use: 4.1 Years

48%

12%

16%

9%

3%

4%

9%

5 years or more

4 years

3 years

2 years

1 year

Less than one year

Don’t know

Average Age of Mobile (Laptop/Notebook) 
PCs in Use: 3.9 Years

91%

9%

PCs Owned versus Leased

Percent of PCs
we have
purchased/own

Percent of PCs
we are leasing



9

Security risk is the top PC pain point. Larger companies are more likely to cite 
issues with PC literacy (e.g., troubleshooting, connecting to the network, etc.).

Q3. What are your company’s top pain points with respect to your current PC fleet? (Please select up to three.)
Base: 200 qualified respondents

Less than 10 
Employees

10 – 150 
Employees

41% 55%

23% 42%

22% 29%

21% 30%

11% 21%

14% 9%

12% 9%

9% 8%

46%

29%

24%

24%

15%

12%

11%

9%

Security risks

Employee PC literacy (troubleshooting issues, connecting
to the network, installing software, etc.)

Incompatibility with newer software

Employee dissatisfaction (e.g. PCs are too slow, too old,
too heavy, too small, lack storage, slow to upload)

Maintenance costs

Performance issues resulting in reduced efficiency and
productivity

Outdated technology

Other

Top Pain Points with Respect to Current PC Fleet

*

*More likely to be cited by respondents 
under age 45 (21%). 
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Seven in ten report experiencing PC-related issues that have contributed to 
lost productivity, such as software upgrades and security updates.

Q4. What are the top PC-related issues contributing to lost productivity at your company? (Please select all that apply.)
Base: 200 qualified respondents

Less than 10 
Employees

10 – 150 
Employees

31% 43%

25% 41%

19% 21%

16% 21%

6% 5%

1% 1%

35% 17%

35%

30%

20%

18%

6%

1%

29%

Software configurations and upgrades

Security updates

Internet connectivity issues

Network connectivity issues (connection with servers,
printers, etc.)

Inaccessible data

Other

None

Top PC-Related Issues Impacting Productivity

*

*More likely to be cited by respondents at 
companies that allow telework (31%).
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Less than 10 
Employees

10 – 150 
Employees

54% 47%

19% 37%

17% 24%

13% 24%

9% 12%

10% 5%

Compromise of the hard drive is the top PC-related security concern.

Q5. Which of the following PC-related security issues are of the most concern at your company? (Please select up to three.)
Base: 200 qualified respondents

52%

25%

19%

17%

10%

8%

Compromise of the hard drive (e.g., malware
attacks)

Poor password practices

Devices running on older operating systems
which are more vulnerable to malware and

viruses

Unable to install the latest security software
updates and patches

Programming errors/system flaws

Other

PC-Related Security Issues of the Most Concern
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Less than 10 
Employees

10 – 150 
Employees

49% 62%

36% 47%

35% 24%

23% 26%

14% 14%

6% 4%

15% 4%

4% 4%

More than half (53%) are concerned about the loss of company data as a 
result of PC security issues.

Q6. Which of the following potential impacts of PC security issues are of the most concern at your company? (Please select all that apply.)
Base: 200 qualified respondents

53%

40%

31%

24%

14%

5%

11%

4%

Loss of company data

Loss of customer data

Costs associated with remediation

Loss of productivity (downtime)

Leakage of sensitive company information

Negative press/impact on your company’s 
reputation

None

Not sure

Most Concerning Impacts of PC Security Issues

*

*Respondents under age 45 are more likely to cite 
concern regarding the loss of customer data (54%) 
and loss of productivity (39%).

*

*

*

*More likely to be 
cited by respondents 
at companies that 
allow telework (29%).
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Among those with a set timeframe, the average PC refresh cycle is between 
4 and 5 years. Notebook/laptop PCs are the most sought-after form factor.

Q7. What is your organization’s typical timeline to refresh/replace your PCs? 
Q8a. Which of the following has your company purchased in the last 12 months? (Please select all that apply.)
Q8b. Which of the following does your company plan to purchase in the next 12 months? (Please select all that apply.)
Base: 200 qualified respondents

18%

35%

7%

2%

53%

0%

19%

34%

7%

5%

28%

23%

Traditional tower desktop PCs

Notebook/laptop PCs

All-in-one desktop PCs (PC and monitor
combined in one unit)

Two-in-one PCs (detachable or convertible
notebook PC)

None

Don’t know

PC Purchases Past 12 Months vs. Next 12 Months

Purchased Last 12 Months

Plan to Purchase Next 12
Months

72%

53%

10%

8%

0%

0%

27%

1%

(NET) Have a set timeframe/rule
for PC refresh

5 years or more

4 years

3 years

2 years

Less than 2 years

No rule in place – PCs replaced as 
they break

Don’t know

Average PC Refresh Cycle: 4.6 Years

The likelihood to cite 
definite PC purchase 
plans over the next 
year increases with 
company size.

*Companies that allow 
telework are more likely to 
have purchased (14%), and also 
to have plans to purchase 
(16%), all-in-one desktop PCs

*
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Security challenges most frequently motivate PC refresh plans. One-third 
(33%) cite compatibility with customer systems as one of their companies’ 
top two PC refresh drivers.

Q9. What are the key business challenges that trigger PC refresh at your company? (Please select all that apply.)
Q10. What are the top TWO drivers of PC refresh plans at your company?
Base: 200 qualified respondents

35%

28%

20%

16%

12%

12%

11%

11%

7%

8%

67%

15%

33%

15%

7%

11%

22%

11%

4%

To stay secure and protected from cyber-attacks

To meet employee demand

Staying compatible with customer systems

Aligning technology with business goals

Improving energy/efficiency

Saving space

Looking professional/modern for the benefit of customers and clients

Staying competitive

Cost pressures from senior management

Other

Key Business Challenges that Trigger PC Refresh Plans

Select All That Apply

Select the TOP TWO

*More likely to be cited by respondents at 
companies that allow telework (18%).

*
* *More likely to be cited by 

respondents under age 45 (23%).
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Customer-facing roles typically receive first priority for PC refresh.

Q11. When your company upgrades or replaces PCs, which of the following roles typically receive top priority? (Please select up to three.)
Base: 200 qualified respondents

32%
18%
18%

23%
22%

12%
4%

3%
1%
1%
1%
0%
0%
0%

33%

(NET) Customer-facing (Executive management, Sales/Marketing)

Executive management

Sales/Marketing

Finance or Accounting

Operations

Specialists (e.g. Lawyers, Doctors, Architects, Engineers, Scientists, etc.)

Software or Application Development

Data management/governance (e.g. Data Stewards, Data Engineers, etc.)

Legal

Mobile workers or teleworkers

Business technology solutions specialists (internal technology consultants to LOB)

Data scientists/advanced Analytics

Analysts

Other

None/No priority based on role

Roles That Typically Receive Top Priority for PC Refresh

*More likely to be cited by respondents at 
companies that allow telework (6%).

*
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Though a minority of small businesses allow it, telework is very popular at 
companies that do (64% of the workforce, on average, are teleworkers).

Q12. Approximately, what percent of your company’s workforce participates in telework/telecommuting (at least once per month)? 
Base: 200 qualified respondents

23%

Percent of Companies with Employees that 
Participate in Telework

64% of the 
workforce, on 
average
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Employee requests and opinions are considered at a majority of organizations 
when making decisions regarding PC refresh and PC purchases.

Q13a. To what extent does your company consider employee requests and opinions when deciding whether to refresh PCs? 
Q13b. To what extent does your company consider employee requests and opinions when deciding which PCs to purchase? 
Base: 200 qualified respondents

35%

44%

10%

11%

To a great extent

To some extent

To little extent

Not at all

…Deciding Whether to Refresh PCs

Extent to Which Employee Requests and Opinions Are Considered When….

32%

42%

14%

11%

To a great extent

To some extent

To little extent

Not at all

…Deciding Which PCs to Purchase

* *

*Companies that allow telework are 
more likely to consider employee opinion 
to a great extent when deciding whether 
to refresh PCs (51%), and when deciding 
which PCs to use (45%).



18

The most common barrier to PC refresh is the good condition of current 
PCs. Budget is another top obstacle.

Q14. What is the top barrier to PC refresh at your company? 
Base: 200 qualified respondents

Less than 10 
Employees

10 – 150 
Employees

37% 33%

27% 32%

13% 14%

9% 7%

3% 5%

4% 0%

0% 3%

1% 1%

8% 5%

35%

29%

13%

8%

4%

2%

1%

1%

7%

PCs are still in good condition

Cost/budget

No perceived need

Application compatibility

Lack of time to deploy new PCs

Asset depreciation (in accounting)

PC rental contract

Other

None

Top Barriers to PC Refresh

Comments:
“The cost is the biggest 
bottleneck in the case 
of a small company.”

“It seems that 
replacing a PC to 
update the OS version 
is wasteful when the 
PC itself has no 
problem.”

“Rebuilding the 
environment is 
difficult.”
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Top perceived benefits of PC refresh are increased productivity and improved 
security. Employee satisfaction grows in importance as company size 
increases.

Q15.  Regardless of your company’s PC refresh plans, what do you perceive to be the top benefits of PC refresh?  (Please select up to five.)
Base: 200 qualified respondents

Less than 10 
Employees

10 – 150 
Employees

39% 51%

35% 45%

13% 32%

19% 13%

17% 13%

13% 14%

13% 8%

5% 16%

9% 7%

3% 8%

4% 3%

4% 1%

43%

39%

19%

17%

16%

13%

11%

9%

8%

5%

3%

3%

Increased productivity

Improved security

Improved employee satisfaction

Faster response to customer needs and demands

Conservation of power supply (due to newer, more efficient PCs)

Reduced maintenance costs

Better mobility

Enabling workforce collaboration

Staying competitive

Improved ability to attract new employees

Increase in innovation

Other

Top Benefits of PC Refresh

*More likely to be cited by 
respondents under age 45 (11%).

*
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Insight for Intel
Small companies struggle with a variety of pain points when managing their PC fleets. Respondents are most concerned about 
security issues such as hard drive compromise (e.g., malware attack). In fact, more than half (52%) are worried about the 
potential to lose company data as a result of security issues. 

Since these companies do not have a formal IT function, they may be at a disadvantage when it comes to developing and 
executing strategies to protect both their company and their customer data. Additionally, nearly one-third (29%) cite PC literacy 
as a top challenge with their current PC fleet, alluding to technical skill gaps.

Compounding the security issues is the fact that nearly one-quarter of these companies (23%) employ teleworkers, which may 
put company data at even greater risk if these employees are using old and insecure devices.

The stakes grow ever higher for small companies as they strive to be more competitive and project a professional image for 
customers and clients. One security issue could become a business ending event.

Despite these facts, small companies tend to have very long refresh cycles (between 4 and 5 years, versus an average refresh 
cycle of 3 years at large enterprise organizations).  The number one barrier to PC refresh is “the PCs are still in good condition” 
(35%), evidence that the phrase, “if it’s not broken, don’t fix it” is a popular mantra at small organizations. Respondents also cite 
cost and budget issues (29%) as an obstacle.

In summary, small companies need to be educated about the true risks associated with delaying PC refresh. Due to the lack of 
technical expertise on staff, small companies can benefit from information and services that help them to become more risk 
averse, and more competitive.
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Thank you!

Jen Garofalo
Research Director, Strategic Marketing Services

IDG Communications, Inc.
Jen_Garofalo@IDG.com

508.766.5605
IDG.com

mailto:Jen_Garofalo@IDG.com
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