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Foreword

More from the Perspective series

The Perspective series gives you fresh insight into 
the world of work. Find this latest report at 
www.yourbetterbusiness.co.uk/perspective 
and for other resources and insights 
www.vodafone.co.uk/perspective

In previous reports in the Perspective series, we’ve explored how flexible working can be 
used as a great tool to retain talent and how loss of talent is the biggest unplanned risk 
to an organisation. We’ve also covered the role of 4G in an era of instant gratification;  
how unifying communications can help businesses succeed in a global market and the 
changing role of the IT director.

Now, in this latest report, we will explore the impact of a hyper-connected nation on 
Government digital inclusion imperatives. Not only that - but we have also profiled  
the ‘unconnected’ citizen and the importance of a seamless, fully integrated,  
multi-channel experience. 

At Vodafone we’ve had a front row seat to the growth of a Connected Nation. We’ve come 
a long way since the first mobile phone call in the UK was made on our network some 30 
years ago. We now have fourth generation mobile network technology (4G), and fixed 
and mobile communications can now work seamlessly together. We have seen first-hand 
the power that the Internet and connectivity has had on the ability for us to manage our 
daily lives, our businesses and our society. Our research found that 77% of people with 
internet access describe being connected as ‘essential’ to their lives. 

We work with many organisations and departments across the public sector, helping 
them to achieve their vision of digital inclusion for all. And as this report finds, connected 
citizens want even greater access to digitally delivered services than is currently 
available. Over three-quarters want to manage their dealings with Government 
completely, or mostly, online – this include a range of services ranging from taxation to 
DVLA, pensions and benefits, and even voting. The same is true for interactions with local 
Government - from booking doctor’s appointments to reporting issues in the community 
and tracking crime.

Beyond the citizen, we need to consider the other critical group of hyper-connected 
people - ‘employees’. 

We acknowledge that experiences in our personal lives heavily influence our working 
day. This has spawned a new generation of connected employees. They’re excited by 
change, and are focused on driving processes and results. We live and breathe this 
through our own strategic transformation programme that we call ‘Better Ways of 
Working’ and we are taking our customers on this very journey too. You can read more in 
the report about how Norfolk City Council are digitalising services and ways of working to 
put the power back in the hands of the public. 

Again, I’d like to say a big thank you to Circle Research and all our contributors for their 
independent insight and guidance. And of course to all those who took part in the 
research and shared their ideas and views. We hope you enjoy the results and find the 
report useful, practical and actionable.

Phil Mottram
Head of Enterprise, Vodafone UK

Phil Mottram 
Head of Enterprise, 
Vodafone UK
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Mick Wayman, Head of Public Sector, Vodafone UK Enterprise
Mick is the Head of Public Sector in the UK Enterprise organisation and has been with the company since December  
2014. Prior to Vodafone, Mick’s previous roles include Head of Sales, Public Sector Business at O2 and at BT where he held a  
number of senior Sales and Customer Service roles. In his role at Vodafone, Mick is working with organisations across all  
parts of the Public Sector to build on Vodafone’s recent successes in helping them deliver efficiencies while improving the  
delivery of public services.

Helen Milner, CEO and Staff Board Director, Tinder Foundation 
Helen Milner is Chief Executive of Tinder Foundation, a staff-owned mutual social enterprise which aims to make good  
things happen through digital technology. Tinder Foundation is the organisation behind the network of UK online centres,  
the Learn My Way learning website, and the Community How To website which aims to support small organisations and 
businesses to adopt digital tools.  

The people behind it

Debbie Bartlett, Head of Business Intelligence and  
Corporate Planning, Norfolk County Council
Debbie Bartlett is in charge of a broad range of corporate services at the Council, including corporate performance management, 
democratic services, programme management and the communications, consultation and marketing function. Debbie has been 
at the County Council for 12 years. Prior to that, she worked for the Audit Commission as performance specialist, and for the former 
Norfolk Health Authority as Head of Public Affairs.  Debbie started working life as a journalist working on the regional daily paper 
the Eastern Daily Press, and as a freelance writer.

Emma Cerrone, Co-Founder and Managing Director, Freeformers
Emma co-founded and co-runs digital transformation startup Freeformers. Freeformers digitally transform individuals, teams  
and companies through immersive hands-on learning experiences. Born out of the belief that digital progress should be open  
to anyone and everyone. For every one business person trained, a young person is trained for free. Those young people then 
become the trainers, helping transform everyone from CEOs to frontline staff. Emma is 2014 Duke of York ‘New Entrepreneur  
of the Year’ in the National Business Awards and a Sunday Times Change Maker. 
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Introduction

There’s no denying that we live in an increasingly connected world. Super-fast broadband, 
smartphones, tablets and the number of social networks all continue to proliferate. 4G 
mobile internet has arrived in the UK and ‘enabling’ technologies like cloud computing 
and the ‘Internet of Things’ are finally on their way to becoming more mainstream. 

Consequently, the picture of a ‘hyper-connected’ citizen has gained currency in the 
media and in organisations. But is this an accurate description of the average person in 
the United Kingdom today? Just how connected are we in reality? And, what does the 
reality of our connectedness mean for Government in dealing with people – both as 
citizens and as employees?

If you’d like to know the answers to these questions, and discover the true state of play 
of connectivity in the UK, then this report is for you. 

Technology permeates our worlds

Our proprietary research has shown that the picture painted of ‘hyper-connectivity’ holds 
true for the majority. More than three-quarters of us connect to the Internet every day, 
and an amazing 77% of the people we surveyed with internet access describe being 
connected as ‘essential’ to their lives. Being connected through multiple devices has 
also become the norm – beyond the standard desktop/laptop, we’re connecting via an 
average of three additional devices – from smartphones and tablets, to smart TVs, games 
consoles and music devices.

Technology has permeated our social relationships – the vast majority of our social 
contact is now virtual, with only 27% of the average person’s contact with friends 
made in person. Interestingly, this is viewed very positively – 73% of people say that 
technology has improved their relationships, and 86% say that it’s made them feel 
more connected to the world around them.

Unsurprisingly, increased personal connectivity has changed our expectations and 
behaviour in our relationships with Government. 

Citizens want digital services

Connected citizens want even greater access to digitally delivered services than is 
currently available. 76% want to manage their dealings with Government completely, 
or mostly, online – ranging from taxation to DVLA, pensions and benefits, even to 
voting. The same is true for interactions with local Government – from booking doctor’s 
appointments to reporting issues in the community and tracking crime. 

While great steps forward have been made through the Government’s Civil Service 
Reform Plan, more work needs to be done by both central and local Government 
organisations to satisfy the desires of the connected citizen. While three fifths (59%) 
describe their experience with Government websites as ‘excellent’ or ‘good’, the 
remainder do not.

INTRODUCTION                               RESEARCH                               PERSPECTIVES                              FINAL THOUGHTS
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Key to transforming Government services and keeping pace with citizen expectations 
will be leveraging digital and mobile technologies to deliver a truly integrated and 
seamless experience across the various channels and devices they use. This requires 
placing the citizen at the heart of everything that Government organisations do, and 
that public services ‘supply chain’ of processes, applications and information must also 
be seamless and online. The benefits of such a transformation can lead to increased 
engagement, greater efficiency of service delivery and a more innovative Government. 
Ultimately, it can create a more cohesive society.

The Unconnected

However, a note of caution should be raised, given that a significant minority (16%) 
of UK households are ‘unconnected’, meaning they don’t have access to the Internet 
in their homes. While just over one third (36%) of them cite cost as the reason, most 
are unconnected by choice, saying their either don’t want or don’t need an internet 
connection. The presence of this group further reinforces the need for a balanced 
cross-channel approach, based on detailed understanding of the needs of different 
segments of society.

The report and perspectives

We invite you to read on to discover the research findings and implications for your 
business – as well as the perspectives and experiences shared by our contributors 
Mick Wayman, Vodafone UK , Debbie Bartlett, Norfolk County Council, Emma Cerrone, 
Freeformers and Helen Milner, Tinder Foundation. They are all experts in different 
aspects of digital connectivity. Also read on to see some top tips on how to serve  
the Connected Nation. 

We’re sure you’ll find this practical and actionable insight to help you thrive in an 
increasingly connected and complicated world.

INTRODUCTION                               RESEARCH                               PERSPECTIVES                              FINAL THOUGHTS
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Britain is a hyper-connected nation. Communications technology has put us in touch 
and in control like never before, giving us an enhanced window on the world around us. 
It lets us communicate with others whenever we want, wherever we are, using whatever 
format we like. It instantly furnishes us with information on almost any topic imaginable. 
It even changes the relationship we have with the machines around us by letting us 
control and receive feedback from them.

Hyper-connectedness has significant implications for the Public Sector. 
Hyper-connected people want to deal with hyper-connected organisations. They expect 
a highly responsive, information rich experience, delivered through multiple channels in 
a joined-up manner. As we’ll see, that’s not just a point of view; it’s a fact.

OFCOM: European Broadband Scorecard2

Our survey of 720 internet-enabled households illustrates just how important 
connectivity is to them. Having a fixed home internet connection is no longer viewed as a 
luxury by the average Brit, but as an absolute necessity. 77% describe their home internet 
connection as essential. Ask them how they felt last time their internet connection went 
down and the language used belies just how important connectivity is to them. 
‘Frustrated’, ‘angry’, ‘annoyed’ and, tellingly, ‘lost’ are the most common descriptors.2

Such emotive responses make perfect sense when we explore the role connectivity now 
plays, both in our personal and work lives.

Hyper-connectedness also enables modern working practices. As revealed in the 
previous Perspective series report, The fluid society (download here), remote working is 
fast becoming the norm. Nine in ten (86%) organisations experience employee demand 
for remote working options, and six in ten (60%) equip the majority of their employees 
with these options.

Research
Leveraging a  
hyper-connected society

“At Future Foundation, we have 
identified the desire for control 
as the key force operating on 
today’s consumer; and as we 
continue to accelerate into 
the digital age, our capacity 
to control our connected lives 
becomes ever more acute.”

Will Seymour, 
Brand Officer, 
Future Foundation

ACCESS THE INTERNET
EVERY DAY1

OF UK ADULTS

FEEL

GOES DOWN

HOW CONSUMERS 
WHEN INTERNET 
CONNECTION

FRUSTRATED

76%

ANGRY

ANNOYED

LOST

Fixed broadband connections 
per 100 households

82

(2nd)

9

(1st)

89

(1st)

Uk

Superfast broadband connections 
per 100 households

Mobile broadband connections 
per 100 people

83

(1st)

5

(2nd)

45

(5th)

Germany

74

(3rd)

3

(4th)

48

(4th)

France

65

(4th)

4

(3rd)

73

(2nd)

Spain

51

(5th)

0

(5th)

66

(3rd)

Italy

1  Office for National Statistics (ONS)
2 OFCOM, The Europen Broadband Scoreboard, 2015
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The internet is integral to maintaining our social fabric

Rather than becoming slaves to technology, people have embraced it through choice. 
73% say technology has improved their relationship with friends and family, with one third 
(32%) going so far as to describe this as ‘significant’. 86% say that technology has made 
them feel more connected with the world around them.

The importance of technology in enhancing social links becomes even more evident 
when we look at exactly how people keep in touch with friends and family. No longer are 
they reliant on finding time to meet face-to-face or hindered by the challenging logistics 
this might pose. In fact, nowadays just 27% of the average person’s contact with friends 
and family is face-to-face. Instead the vast majority of social contact is now virtual:

The mix of communication methods used shows just how dynamic the situation is. One 
third of social contact is now through social media, Internet calls and online gaming 
channels that have only emerged relatively recently.

• 71% use the web to keep in touch with friends and family, 
and spend an average of 4 hours a week doing so

• 75% use it to keep up-to-date with the world, 
and spend an average of 3 1/2 hours a week doing so

• 21% is by phone

• 17% is through email

• 15% is through social media such as Facebook

• 14% is through internet phone or video such as Skype

• 4% is through online gaming

OF THE AVERAGE PERSON’S 
CONTACT WITH FRIENDS IS 
IN PERSON. THE MAJORITY 
OF SOCIAL CONTACT IS 
NOW VIRTUAL

27%JU
ST

21%
IS BY PHONE

hi

17%
THROUGH EMAIL

15%
BY SOCIAL MEDIA 

14%
INTERNET PHONE / VIDEO

4%
VIA ONLINE GAMING

2%
OTHER
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4 https://www.gov.uk/transformation

Multiple devices are the norm

As technology plays such a critical role in the modern world, people are surrounding 
themselves with multiple devices. Alongside the standard internet/PC/laptop, the average 
person who has an internet connection now has three other devices in their home that 
allow them to connect to the web.

Our use of multiple devices drives an expectation that we should be able to interact via 
the channels of our choice at our exact moment of need. Many brands in the private 
sector have already recognised this and implemented multi-channel customer 
experience strategies accordingly. Government organisations, too, must follow suit if 
citizens’ expectations are to be met in a connected world.

Government adjusting to the new digital standards

There are quite a few examples of how Government bodies are adjusting to the change in 
citizen behaviour. Take the Highways Agency for example, which delivers real-time traffic 
information from England’s motor ways and major A roads into a new hands-free ‘app’ for 
smartphones3. Furthermore, since October 2014, paper tax discs have been abolished in 
favour of an electronic vehicle register. And a fully digital process for passport renewals is 
currently being tested.

The Government have in fact launched a transformation programme of 25 public 
services, where the aim is to build digital services that are simpler and faster to use. And 
these services are popular; the online service for Renewing a Patent received 380,000 
visits in 2014, and the digital service for Prison Visit Bookings has had a whopping 1.5m 
visits since its launch.4

THE AVERAGE PERSON 
HAS 3 OTHER DEVICES 
IN ADDITION TO THEIR 
COMPUTER

• 82% have a smartphone

• 64% have an internet enabled tablet

• 46% have an internet enabled games console

• 34% have a Smart TV

• 19% have music devices connected to the Internet

INTRODUCTION                               RESEARCH                               PERSPECTIVES                              FINAL THOUGHTS
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Smartphone penetration is key to digitalisation

The increasing prevalence of smartphones also requires Government to think about how 
information is served, services are delivered and, no less importantly, how citizen input and 
feedback is sought. All of which have implications for the mobilisation and digitalisation of 
Government employees, especially frontline staff and back office processes.

If we look at how these devices are used we can see just how hyper-connected the 
typical person is. Rather than use technology in isolation, they will ‘multi-screen’. A study 
by Google identified two forms of doing so5:

• Sequential: where they move from one device to another to accomplish a task

• Simultaneous: where they’re using more than one device at the same 
time for either a related or unrelated activity

For example, 28% of the public report that when using the Internet on their smartphone 
they are also usually using the Internet on another device. As a result, the public sector 
face demands from increasingly empowered and connected citizens for more, faster  
and better services.

Our hyper-connectedness doesn’t stop there. Not only is the home equipped with 
devices that allow humans to connect with the outside world, the home itself is 
increasingly connected. One in ten (11%) homes are now able to manage services like 
security cameras, heating and even entertainment remotely.

While increasing connectedness has many benefits for our relationships with each other, 
and with organisations, we must also be aware of certain risks. Threats such as identity 
theft and cyber-attacks will require increasing vigilance as our connectedness grows. 
Fraud and cyber-crime already cost the UK economy an estimated £52 billion every 
year6, with part of this money being used by criminal networks to fund drug smuggling, 
terrorism and human trafficking. And, security breaches are now widespread across 
organisations of all sizes and sectors – according to the UK’s 2013 Information security 
breaches survey – 93% of large corporations and 87% of SMEs had reported a breach, 
with both the numbers of costs of breaches on the rise compared to previous years7.

As demonstrated by the findings of our research in the following section, connected 
citizens demand further enhancements to digital service delivery – leading to ever more 
citizen data being submitted, shared and stored online. Government will be obliged to 
implement rigorous security measures to meet citizen expectations around data privacy, 
while at the same time, educating citizens on safe online practices.“The increasing prevalence 

of smartphones requires 
Government to think how 
information is served, services 
delivered and how citizen 
input and feedback is sought.”

28%
OF THE PUBLIC ACCESS 
THE INTERNET ON MORE 
THAN ONE DEVICE AT A TIME

5 Google; The World has gone Multiscreen, 2013 (http://www.google.co.uk/think/research-studies/the-world-has-gone-multi-screen.html)
6 National Fraud Authority; Annual Fraud Indicator 2013 (https://www.gov.uk/Government/uploads/system/uploads/attachment_data/file/206552/nfa-annual-fraud-indicator-2013.pdf)
7 Department for Business, Innovation and Skills; 2013 Information Security Breaches Survey (https://www.gov.uk/Government/uploads/system/uploads/attachment_data/file/200455/

bis-13-p184-2013-information-security-breaches-survey-technical-report.pdf)
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All very interesting, but what does hyper-connectivity mean for citizens and the public sector?

Well, its implications are diverse, but the most fundamental of these is the need for a truly 
integrated channel approach. This is driven by citizens’ experiences as consumers where a 
seamless approach is becoming the norm.

In the same way that the private sector have developed seamless, easy and standardised 
consumer experiences (e.g. in retail), so too must public sector agencies cater for citizens 
in the same way. They must leverage digital and mobile technologies to transform the 
user experience. The benefits of such a transformation can lead to increased engagement, 
greater efficiency of service delivery and a more innovative Government. Ultimately, it can 
create a more cohesive society.

It’s however worth noting that traditional channels shouldn’t simply be replaced with 
digital, but each should:

• Work seamlessly with each other

• Augment the other wherever possible

• Be able to operate in complete isolation from the other if desired

Digital delivery to the citizen means that the public services ‘supply chain’ of processes, 
applications and information must be seamless and online too. Standardising shared 
services and technology, facilitating increased collaboration between Government 
agencies, and sharing best practices in digital delivery will all drive the efficiency and 
effectiveness of service delivery to connected citizens.

Citizens’ desire for digital access to, and delivery of, Government services and 
information is clear from our research. Three quarters (76%) of connected citizens want 
to generally manage all of their dealings with Government completely (25%) or mostly 
(52%) online. Three service areas are seen as particularly ripe for managing fully online:

• Taxation (50% want to manage completely online)

• Driving and transportation (47%)

• Visas and passports (46%)

Driving success through 
channel integration

“More than 20% growth in 
adoption of smart devices  
and unified communications  
is expected over the next  
two years.”9

76%
OF CITIZENS WANT 
TO MANAGE ALL 
OF THEIR DEALING 
WITH GOVERNMENT
COMPLETELY OR 
MOSTLY ONLINE

41%

OF THE UK POPULATION
INTERACTED ONLINE 

WITH PUBLIC AUTHORITIES 
WITHIN THE LAST 

12 MONTHS8

INTRODUCTION                               RESEARCH                               PERSPECTIVES                              FINAL THOUGHTS
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These share the common features of being largely administrative services. However, the desire 
for digitalisation extends to other areas where traditional approaches are more ingrained:

• Pensions and benefits (43%)

• Employment services (41%)

• Voting (40%; this rises to 54% for 
local elections)

• Health services: 37%

• Property services (e.g. land registry): 36%

• Foreign travel advice: 34%

• Education: 33%

• Environment (e.g. flooding): 32%

• Business info & support (31%)

Voting reveals the strength of desire for digitalisation. Even the core British value of 
democracy is a candidate.

The public want majority of services online

There is also a strong citizen appetite for online management when it comes to local 
Government services. Virtually all (93%) want to manage key local services online:

But that’s not to say everything should be online. Some situations, especially if they are 
complex or emotionally charged, still require the human touch. For example, fewer than 
half would want to report a crime online if they were a victim.

So the case for making Government services digitalised is strong – it’s more cost 
effective, it’s more efficient and it is what many citizens want. Important steps have been 
taken towards this vision through the Civil Service Reform Plan which outlines the 
Government’s strategy to be ‘digital by default’. But there’s still a way to go which even 
the Minister for the Cabinet Office, Francis Maude admits. In his words, “while many 
sectors now deliver their services online as a matter of course, our use of digital public 
services lags far behind that of the private sector…Government has got to do better.”10 
Many of the citizens he serves agree.

While three fifths (59%) describe their experience with Government websites as 
‘excellent’ (12%) or ‘good’ (47%), the remainder do not. But before we get carried away, 
let’s remember that the public sector has one critical difference from the private sector 
– it needs to serve all of the population, not just those it chooses. As 16% of UK 
households (4.2 million) have no internet connection, that’s an important guiding 
principle for the public sector’s multi-channel strategy move towards digital.

10 Policy Paper. Government Digital Strategy: December 2013

Southend-on-Sea Borough Council is 
responsible for providing services including 
housing, roads and social care for a 
population of 160,000. The Council has a 
total annual budget of around £500 million, 
and employs more than 5,000 people.

Since being established as a unitary 
authority in 1998, the Council has 
substantially improved its IT and 
communications infrastructure. One area 
where it decided to invest was in mobile 
working. By replacing its existing PBX the 
Council aimed to reduce costs, increase staff 
productivity and improve its responsiveness, 
as well as achieve greater flexibility.

Vodafone provided a converged solution 
based around hardware from Avaya, which 
delivers unified communications including 
fixed and mobile calls and data, as well as 
Session Initiation Protocol (SIP) capabilities 
for Voice over Internet Protocol (VoIP) calls.

The technology provides ‘presence’ features, 
meaning staff can easily see when their 
colleagues are online and available to 
be contacted. This is complemented by 
Microsoft Office Communications Server 
(MS OCS) which provides instant messaging, 
video conferencing and sharing of desktops 
and documents.

“The solution has enabled us 
to provide mobile working 
capabilities for our staff. They are 
very keen on flexible working, and 
currently 60% of our people are 
hot desking. We have also built 
the capabilities into our contact 
centre, so that agents can work 
from home, increasing efficiency, 
reducing travel time and improving 
customer responsiveness.”
Laurence Cops, 
Group Manager ICT, 
Southend-on-Sea Borough Council

SOUTHEND-ON-SEA 
REDUCES COSTS  
AND INCREASES 
PRODUCTIVITY

• 74% would like to be able to book a doctor’s appointment online

• 63% to report issues in the community (e.g. graffiti)

• 56% to access medical test results

INTRODUCTION                               RESEARCH                               PERSPECTIVES                              FINAL THOUGHTS
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It may come as a shock to you that 16% of UK households (4.2 million) have no fixed 
internet connection at home11. You probably also think it’s an issue that we should be 
concerned about. 83% of those we surveyed who do have an internet connection feel it 
is, with 1 in 7 (14%) describing it as a ‘major issue’. One quarter (23%) go so far as to call it 
a ‘national embarrassment’. As we’ve already seen, the Internet is perceived to be critical 
to social networks and society. To be cut off from this is, the connected believe, a 
significant disadvantage. They suspect that the ‘unconnected’ miss out on life 
opportunities (55% agree with this statement) and are more likely to be socially isolated 
(44%). Is this fair?

From the perspective of delivering public services there are important implications. Any 
strategy needs to work both on – and offline to be fully inclusive.

A portrait of the unconnected

To explore the moral and practical case further, we conducted a separate survey of 160 
households with no fixed internet connection in their home. The results are revealing 
and challenge conventional wisdom.

The implication here is that when providing services to these demographics, then 
organisations should consider weighting towards traditional channels. If these 
demographics are not the core recipients, then ‘digital by default’ is sensible.

The second take-out is that most are actually unconnected through choice. One third 
(36%) cite cost as the reason they don’t have an internet connection, but the majority 
(62%) say they don’t want or need an internet connection. That’s a lot of people – around 
2.6 million households in total who don’t want or need the Internet.

Naturally though even the unconnected do sometimes need to get online. When these 
situations arise one of two solutions is typically used – 46% go to a community building 
(e.g. library, community centre) and 44% use their smartphone.

Connecting with 
the unconnected

The take-out is that certain sections of the population are much more likely than 
others to be unconnected. Perhaps unsurprisingly:

• they tend not to be working – 26% are retired and 31% out of work

• they tend to have a lower income – 70% have an annual income under £15,000

• they are more likely to live in rural areas – 32% do

• they tend to be older – 19% are aged over 69

• they tend to live alone – 53%.

11 Office of NATIONAL Statistics (ONS)

“Backing up the Connected 
Nation report, Ofcom’s latest 
research shows that in just one 
year the change in the number 
of people who say cost is a 
major reason they don’t use 
the web jumped from 22% 
to 32%. Times are tough, 
and the Internet is not as 
important as, say food or heat.”

Helen Milner, 
CEO & Staff Board Director, 
Tinder Foundation

(16%) OF UK HOUSEHOLDS 
WITHOUT INTERNET ACCESS 

 MILLION
4.2
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The implication here is that digital engagement with the unconnected is still possible, 
but requires investment in community infrastructure and support from voluntary sector. 
An alternative is to piggyback on private sector investment in mobile networks. By 
delivering services via smartphone a large proportion of the unconnected can be 
reached in a cost-effective and convenient manner.

“We’re not missing out” say the unconnected

The third and perhaps most revealing insight is that the unconnected tend not to feel 
disadvantaged by their situation.

• 71% don’t believe it makes them any more likely to be socially isolated

• 58% feel they don’t miss out on any work or life opportunities because of it

• Of those that once had an internet connection (19%), just 7% regularly miss 
having it now

So the picture that emerges is not one of people frustrated at being left behind. Sure, 
that describes around two fifths who have missed out because of cost – for whom the 
objective should be to make online access more affordable and accessible. But the 
majority are not only quite happy with the scenario; it’s the situation they actively choose 
to be in. When asked if they’d ideally like to have an internet connection in their home, 
76% say no.

This suggests that we need to accept that this particular segment of the population, and 
it is sizeable, will remain a feature of the landscape for some time to come. Public 
education initiatives – along with the implementation of essential, innovative, digital-led 
public services – will be key in convincing this group of the benefits of becoming more 
connected. In the meantime, the question is whether your communications strategy is 
suitably balanced to keep them engaged.

Belfast Trust is one of five Trusts which 
provide health and social services across 
Northern Ireland. It employs 20,000 people 
and operates with an annual budget of £1.2 
billion. A key aim for the Trust has been 
to make services more accessible and to 
promote more independent living for those 
with long-term disabilities. At the same time, 
they had to make savings in excess of £100 
million to meet targets.

When Trust managers were identifying areas 
for service improvements and efficiencies, 
the longstanding system by which 
consultants’ notes were processed came 
firmly under the microscope. Historically 
as many as 800 consultants either hand 
wrote their notes or used traditional tape-
based dictation machines which was then 
transcribed and typed up by hundreds of 
medical secretaries. This labour-intensive, 
inflexible system was both costly and 
inefficient.

Belfast HSCT changed to a managed service 
solution based around the introduction of 
digital dictation technology as the standard 
means of recording, processing, managing 
and sharing information from consultations 
with patients.The new system uses 
smartphones with a bespoke application. 
Consultants launch the application on 
their smartphone and then use the device 
like a conventional dictation machine. The 
technical solution was complemented by a 
full managed service from Vodafone with 
frontline support and ongoing assistance 
during a complex and lengthy roll out process.

“We were convinced by Vodafone’s 
capability, the quality of the 
solution and the realisation of a 
return on our investment.”
Paul Duffy, 
Co-Director of IT and Telecoms,  
Belfast HSCT

BELFAST NHS TRUST 
INCREASED EFFICIENCY  
WITH DIGITAL DICTATION

OF THE UNCONNECTED 
DON’T BELIEVE THEY 
ARE MORE LIKELY TO 

BE SOCIALLY ISOLATED

71%
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Connecting the Unconnected - exciting times for digital inclusion

The good news for digital inclusion is that we actually know quite a lot about it. And 
every little bit – like the Connected Nation report - helps us hone our understanding and 
respond accordingly. 

We know, for instance, how many people in the UK don’t have basic online skills - some 
9.5 million. We also know why it matters. Because those who are missing out on digital 
are missing out on various savings, conveniences, connections and opportunities it offers. 

• Nearly 75% of employers wouldn’t interview someone with no ICT skills

• Those with ICT skills earn between 3-10% more than those without

• People who are using online sites and services are on average £440 better off

• Their kids do better at school

• They are more connected to friends, family, and key public and private services 

The challenge here is that the majority of the unconnected don’t actually feel excluded, 
but by encouraging them to get online, we are encouraging them to broaden their 
horizons and open up new opportunities they may not have considered.

And it’s not just personal advantages. Projections show that moving services online could 
save the Government as much as £70 billion by 2020, and could be worth some £63 
billion to the economy. Digital inclusion, in short, adds up for everyone. As an 
organisation, if you want to improve efficiency, drive up quality of service, and save 
money, you need to be online. And you need staff and citizens to be online too. 

The even better news for those of us working on the digital inclusion front is that we 
know WHY people are offline, and what works to help them. The three key barriers to 
digital inclusion are: 

• motivation: understanding the relevance of the Internet to your life

• skills: knowing how to use the Internet so that you are independent and confident

• access: having access to the Internet at home or somewhere else affordable and 
local so you can use the web, become familiar with it and make it personal.

In terms of motivation, we know that what really works in local marketing, and a call to 
action from a local, trusted brand or intermediary is very effective. That’s why campaigns 
like Tinder Foundation’s Be Online and Get Online Week rely on national buzz supported 
by local events and advertising. It’s key to inspire people by making the web relevant to 
them, and by taking that message out to the places they live, work and play.

When it comes to skills development, again, we know what works: local delivery, 
one-to-one support from volunteers and tutors, and flexible learning (often online)  
which can be bite-sized, repeated, and personally relevant. That’s why the 5,000 strong 
UK online centres are based in the heart of their communities, with most offering 
outreach sessions, working with local partners, and using the Learn My Way learning 
website as the foundation for their delivery.

Statistics from our contributors are not individually referenced.

Perspectives

Helen Milner 
CEO & Staff Board Director, 
Tinder Foundation

“Projections show that moving 
services online could save 
the Government as much 
as £70 billion by 2020, and 
could be worth some £63 
billion to the economy.”

Helen Milner, 
CEO & Staff Board Director, 
Tinder Foundation
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The third and final barrier (and the toughest nut to crack) is access, and how to sustain 
skills, embed use of the Internet and extend its benefits by connecting people at home. 
It is here that private partners in digital inclusion have a key role to play.

At Tinder Foundation, we are ambitious. There may always need to be some assisted 
digital options for some consumers, local skills support and development as technology 
changes, but we still believe in a 100% digitally included nation. And last year we even 
costed out how much that would cost to achieve for 2020 - some £875 million. We also 
believe that cost (and the subsequent benefits) must be split between the public, private 
and community sectors.

Backing up the Connected Nation report, Ofcom’s latest research shows that in just one 
year the change in the number of people who say cost is a major reason they don’t use 
the web jumped from 22% to 32%. Times are tough, and the Internet is not as important 
as, say, food or heat. But gradually, with support from partners like Vodafone and TalkTalk, 
we’re investigating what does work for people - from mobile broadband to pay-as-you-go, 
fixed term to fixed payments - and how we can make it attractive, worth trying, and worth 
paying for. 

I know commercial companies are hoping to win new customers who will stay with them 
over the years. And actually, that’s fine. I don’t expect corporate partners to become 
involved in digital inclusion purely out of the goodness of their hearts, or their CSR 
policies. That’s simply not going to be sustainable for anyone.

But if corporates can help just a small proportion of the 3 million people who say cost is 
still keeping them off the Internet at home, then together, we’ll be doing a good job. It 
may not reach the very, very hardest to reach, the most excluded, and those people that 
just can’t afford broadband at any cost. But that’s our challenge in the public, voluntary 
and community sector.

Imagine, though, if bespoke offers (and affiliated support) for the digitally excluded could 
provide for just a third of the 3 million - then that’s 1 million more people with the 
motivation, skills and also access to be part of the digital world. Imagine, if in doing so, 
profits could enable more investment in those very hardest to reach? In the engagement 
campaigns, in funding for the local places and people supporting digital skills in 
hyper-local communities?

That’s the beginning of the truly digital nation. And that’s exciting for all of us.

“The challenge here is that the 
majority of the unconnected 
don’t actually feel excluded, 
but by encouraging them to 
get online, we are encouraging 
them to broaden their horizons 
and open up new opportunities 
they may not have considered.”

Helen Milner, 
CEO & Staff Board Director, 
Tinder Foundation
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Norfolk puts power in the hands of the citizens

Like local authorities across the country, in Norfolk we’re being affected by significant 
budget challenges; savings of some £69 million in 14/15 and £36 million from the next 
fiscal year. Combined with how expectations of ever more connected citizens are 
evolving, it is clear that the way we work needs to change. 

Our traditional ‘model’ for service delivery has been to identify needs and then intervene 
to meet those needs. The fiscal challenges we face, coupled with the opportunity to 
exploit digital transformation is helping us to think differently. It’s helping us to think 
about putting power back into the hands of citizens – enabling them to take the most 
appropriate actions to solve issues as individuals, or as a community. 

The development of our five-year DNA (Digital Norfolk Ambition) project is an 
opportunity to refresh and re-build our ICT infrastructure and drive transformation in 
information, insight and knowledge.

The cornerstone of this ambition is data driven insight about our citizens. We want to 
build a clearer picture of our communities – who they are, how they behave and what 
they need – which means we can develop more sophisticated relationship 
management and better targeted programmes. What’s even better from an efficiency 
perspective, is then being able to use data to make direct links between investment and 
results – something which many councils will recognise as currently cumbersome to 
achieve. Although it’s early days (we are in year one of the programme), we believe 
we can begin to understand the ‘why’ behind our results – and so more effectively 
re-allocate scarce resources where they’re most needed, while also being able to predict 
future need for services.

There’s a risk in organisations of ‘big data’ being a buzzword, and seen as a panacea for 
everything. Unearthing the value of data has been a great win for us, but something that 
we’ve had to work to obtain. We’ve found that you need to have an approach which 
balances rigour and curiosity. 

Rigour means clearly defining the issue that you want to solve to ensure that ‘all 
important’ business impact at the end of the day. Then, carefully constructing a team of 
cross-functional experts – people who understand the technology possibilities, together 
with those who understand the organisational processes and needs of the people we 
serve. And, not forgetting all the detailed technical work that must be done to integrate 
systems to deliver, and make sense of, the rich data that underpins the understanding of 
our people and the impact of our programmes. 

Curiosity is as important. Be ambitious about what the data can do. While focusing on a 
particular issue is key, don’t be too narrow - ask broader questions around it. Don’t be 
afraid to ‘take a flyer’ (or two). It may throw up something unexpected that delivers great 
value. We’ve also found that having access to more interesting data has also made our 
staff hungry for more. They’re keen to find out how the data available can help them 
build better solutions for our citizens, or even how new data sources and combinations 
can be found to solve new problems, or make new opportunities.

Debbie Bartlett, 
Project Director, 
Norfolk County Council

“The fiscal challenges we 
face, coupled with the 
opportunity to exploit digital 
transformation is helping us to 
think differently. It’s helping us 
to think about putting power 
back into the hands of citizens.”

Debbie Bartlett,
Project Director, 
Norfolk County Council
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The ongoing challenge is engaging with communities and individuals as we continue to 
evolve the services that affect them day to day. We’ll have to continually demonstrate 
the benefits to our communities of them taking greater responsibility and power for 
themselves. But, we’re confident that our newfound data capabilities will help provide 
concrete evidence for our decisions.

To date, we have been open and transparent with citizens about the challenges we face. 
We have said publicly and explicitly, that the realities of budgets and societal changes 
mean we need a new conversation about public services in Norfolk. The roles of the 
council, of citizens, and of our 3rd sector partners need to be redefined, leading to a new 
‘contract’ between us. 

As I mentioned at the beginning, when it comes down to it we really don’t have a choice. 
Using digital technology to deliver services, to connect and empower citizens, and 
generate insight to drive change is a critical way forward. It’s critical in selling Norfolk as a 
great place to live and work. In building our reputation as an organisation that citizens 
trust, want to engage with, and want to work for. And, without it we would certainly have 
to make more cuts to services.

For other organisations looking to start, or continue on the same journey, I’ll leave you 
with 3 things that underpin our approach:

•  be open and honest about the challenges you face within the organisation and 
with the people you serve

• be clear about your role and purpose as an organisation

• ensure your digital strategy helps you achieve that role and purpose and that it 
doesn’t become an end in itself.

“The roles of the council, 
of citizens, and of our 3rd 
sector partners need to be 
redefined, leading to a new 
‘contract’ between us.” 

Debbie Bartlett, 
Project Director,
Norfolk County Council
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Providing better community care through digital

As this report has shown, citizens are demanding greater digital access to Government, in 
line with the connectivity that is everywhere, and plays an increasingly important role in 
their daily lives. Through a number of initiatives, like PSN (Public Sector Network) and the 
Civil Service Reform Plan, Government has made great strides over the past few years in 
enhancing connectivity within the public sector itself, and the digital delivery of services 
to citizens. 

More needs to be done though before Government can truly claim to be ‘Digital by 
Default’ – allowing citizens to access the service of their choice via the device of their 
choice, at the time and place of their choice. With each step we take on this ‘Digital by 
Default’ journey, the more we can increase efficiency and effectiveness of service 
delivery, provide better experience for citizens, and create a more innovative Government 
and society, the better.

Two important, and interrelated barriers that as a nation we need to overcome to reach 
Government’s ‘Digital by Default’ goal are full digital inclusion and even greater 
availability of the Internet.

Investing in this, is something that Vodafone is committed to, and is helping make a 
reality through the mobile network. Schemes such as ROSS (Rural Open Sure Signal) 
– where we’re bringing 3G connectivity to 112 rural areas – are helping eliminate mobile 
‘not-spots’ and enable communities to connect to, and benefit from, digital services. 
We’re also working closely with Government on a number of initiatives to support the roll 
out mobile internet, so that as much of the country as possible can take advantage of 
the benefits this enhanced connectivity provides.

Beyond the connectivity, Vodafone is playing an active role in educating the public 
about the benefits of smartphones and working with the Government on its digital 
inclusion charter. 

A further area to enhance is the mobility of public sector employees. From our 
experience in working with numerous public sector organisations, giving frontline staff a 
mobile device that can securely access systems and information while in the field 
enables them to work more efficiently. It frees them from paperwork and administration 
duplication to spend more time with citizens and deliver a better service. Citizens 
increasingly expect the public sector frontline workers they interact with (police, 
community health workers, for example) to have access to all of the information they 
need from wherever they are, just as they do in their everyday lives. As citizens become 
more ‘hyper-connected’, why shouldn’t the people that serve and support them be  
hyper -connected too?

Through an approach we call ‘Better Ways of Working’, based on how we’ve transformed 
our own business processes, Vodafone is helping organisations understand the potential 
benefits of greater operational mobility, and lay out the steps to get there. This might 
include One Net Enterprise Cloud, a fixed line and mobile convergence solution that  

Mick Wayman, 
Head of Public Sector,  
Vodafone UK Enterprise

“More needs to be done though 
before Government can truly 
claim to be ‘Digital by Default’ 

– allowing citizens to access the 
service of their choice via the 
device of their choice, at the 
time and place of their choice... 
As citizens become more 
‘hyper-connected’, why 
shouldn’t the people that 
serve and support them be 
hyper-connected too?”

Mick Wayman, 
Head of Public Sector, 
Vodafone UK Enterprise
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means people can get real-time access to the information they need to do their job from 
wherever they may be. One organisation taking advantage of Better Ways of Working is 
Norfolk City Council. 

Finally, we are looking into more future oriented aspects of Connected Nation. One such 
example is digital identity, which is a critical enabler for pervasive m-Government. And 
we’re already developing M2M (machine-to-machine) solutions to help in the delivery 
of public services. Whilst currently at the early stages of implementation, M2M holds 
great promise to drive insight and efficiency across many Government departments and 
agencies – the ability to connect everything. M2M can provide remote monitoring 
capabilities that enable more efficient management of environmental resources, such 
as energy. Moreover, it can cost effectively provide real time information in areas such 
as traffic management, public transport and parking services (among others) to enable 
‘smarter’ cities. With over 20 years’ experience in the area, Vodafone is uniquely placed 
to help Government harness the full potential of M2M technologies.

Government will have to continue its development of digital services in order to keep 
up with the rapid pace of change of technology, and the accompanying enhanced 
expectations of citizens. With our expertise in connectivity, whether that’s connecting 
people, technology, buildings or ‘things’, and our vast experience in working alongside 
the public sector, Vodafone is ready to partner with Government to bring the ‘Digital by 
Default’ vision to reality. 

We look forward to taking the next steps on the journey together.

“M2M holds great promise 
to drive insight and 
efficiency across many 
Government departments 
and agencies – the ability 
to connect everything.”

Mick Wayman, 
Head of Public Sector, 
Vodafone UK Enterprise
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Digital skills are a right for all 

More of us, using more devices, are exploiting digital to make meaningful connections 
with our social networks, to create our own business opportunities and to facilitate our 
engagement with Government. 

In this context, digital skills have become as important as reading and writing. 

Why? Well, digital has the potential to be a great leveller. It can democratise people’s 
ability to get involved in society. And, as shown by well publicised examples like Uber or 
Netflix, it can shorten the value chain and create new opportunities. However, to take 
advantage of the possibility to be more competitive economically, and to enhance social 
cohesion and mobility, a fully functioning digital society requires that its members obtain 
the requisite digital skills. 

Through our unique ‘one for one’ business model, Freeformers is dedicated to ensuring 
that digital is, as per Tim Berners-Lee’s vision, for everyone and can be a catalyst to 
achieve a more productive and inclusive society. We provide hands-on training for 
businesses to take advantage of the opportunities provided by digital technologies. 
And, for each employee we train, we coach a young person for free – helping them 
transform the digital experience they’ve grown up with into a marketable skill set.

For us, the key to unlocking the potential is confidence. 

Despite our use of various devices on a daily basis, many of us perceive digital as ‘not for 
someone like me’. There’s a lingering perception that it’s complex, intellectual and for 
‘techy’ specialists, as well as basic barriers around jargon. 

Our mission is to empower people to think digitally, to help them understand the 
possibilities and to drive digital transformation from within the organisation. We do this 
by equipping our students with a ‘toolkit’ of 4 key digital skills: developing an 
understanding of coding and how the internet is built, of social media channels and 
trends, of the power of digital advertising and of cyber security – which is embedded in 
everything digital and a common barrier to consumer adoption. The building blocks not 
only provide immediately actionable skills, but the training also instils a healthy curiosity 
about the digital world that inspires people to keep learning – that’s crucial to keep pace 
with a rapidly changing technology environment.

Even young people who’ve grown up as digital natives, and who are creative and 
comfortable using multiple social networks, don’t necessarily believe that technology  
is an area they can consider for a career. Or that their skills might be of interest to a 
company, or be of use entrepreneurially. As with those coming from the corporate world, 
we show them the possibilities and give them the confidence to go out and shoot for the 
stars. Some of them even become our trainers – inspiring CEOs with the possibilities  
of digital.

Emma Cerrone, 
Co-Founder & 
Managing Director,  
Freeformers

“Digital skills have 
become as important as 
reading and writing... 
Despite our use of various 
devices on a daily basis, in 
a business context, many 
of us perceive digital as ‘not 
for someone like me.’”

Emma Cerrone, 
Co-Founder & Managing Director,
Freeformers
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Digital inclusion is critical and, while we’ve had great success, we’re just one 
organisation among many who are making headway. Fantastic charities, often with the 
support and investment from businesses and Government departments, like Apps for 
Good and Code Club are working with schools around the country, teaching thousands 
of kids how to create a digital response to real-life problems and opportunities. We are 
also proud to be partnering with the BBC on Make it Digital - a yearlong initiative to 
inspire a new generation to get creative with coding, programming and digital 
technology. We also welcome the recent inclusion of coding into the curriculum – but 
would like to see this go further and embed digital skills across all subjects – from 
Maths to English to the arts – in a hands-on manner, learning in an immersive way. 
Government can also do more to provide a roadmap for future improvement – 
signposting where the vulnerabilities lie, and co-ordinating and connecting businesses 
and charitable support to address them – ensuring that all groups of society, from north 
to south, urban to rural and young to old are covered.

While there’s a lot to be positive about, as shown by the finding in this report that 16% 
of households remain unconnected, more needs to be done. Creativity and innovation 
are key competencies for UK Public Companies and technology is critical to 
maintaining and strengthening our economy and our position in the world. That’s why 
we invite everyone – individuals, business and Government – to join us in ensuring that 
digital skills are embedded into our creative and entrepreneurial culture now, and for 
the years to come.

“Freeformers is dedicated to 
ensuring that digital is, as per 
Tim Berners-Lee’s vision, for 
everyone and can be a catalyst 
to achieve a more productive 
and inclusive society.”

Emma Cerrone, 
Co-Founder & Managing Director,
Freeformers
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Final thoughts…

Greater connectivity between citizens, organisations and Government is an inevitable 
reality given the reliance we all have on the Internet. And with technologies like the 
Cloud, Big Data and the Internet of Things, everything will become more synergised and 
interdependent. As the pace of change continues to increase, citizen and employee 
expectations will grow. Ultimately, this will mean a greater need for openness and 
transparency with citizens. Interagency collaboration across Government will become  
a must.

Planning for channel shift

Government now needs to adapt how it operates to meet this shift in digital 
expectations. With an eye on both the ‘now’, and the future heading towards full digital 
inclusion, the challenge will mean driving the accessibility agenda and plugging a digital 
skills gap.

In a climate of ongoing budget restrictions, efficiency drives and a reform agenda, 
Government operations, enabled by connected technology, will be a priority. Increased 
collaboration and real-time sharing of information will also help Government respond 
faster to change, to enable better and more informed policy and programme decisions. 
As the Norfolk County Council example demonstrates, Government will have to re-think 
its role and responsibilities, creating new relationships with citizens, businesses and the 
voluntary sector. 

Within the organisation, equipping frontline staff with the right technology will help 
increase focus on the citizen while achieving gains in collaboration and efficiency. But 
this is not solely about technology – the public sector needs to give equal focus to 
developing the right culture and processes for its staff.

But let’s not digress; after all, it’s the increasing expectations of connected citizens that 
Government will be obliged to meet. Improvements in service delivery and ‘cross 
channel’ citizen experience will need to be ongoing. This requires placing the citizen at 
the heart of everything that Government organisations do. They need to transform 
operations so that the ‘supply chain’ of public service processes, applications and 
information are also seamless and online. While this may not be an easy journey,  the 
benefits of increased citizen and employee engagement, greater efficiency of service 
delivery and a more innovative Government, are worth our time and investment, 
wouldn’t you agree?

Finally

We hope you’ve found the research and opinion in this report valuable and thought 
provoking. With all of the lessons learnt from it in mind, five ‘top tips’ follow to help you 
get ready for this new Connected Nation.

INTRODUCTION                               RESEARCH                               PERSPECTIVES                              FINAL THOUGHTS

24



1

2

3

4

5

Establish a dialogue with connected citizens
Increased use of smartphones and social media represents an opportunity for Government to improve services 
and evolve policy to generate citizen participation. Engagement strategies should consider how digital channels 
can be used to gain rapid feedback to refine policy. Engaging citizens early in the development process can also 
help increase acceptance once policies are implemented. Citizens themselves can even be a source of ideas for 
the community through crowdsourcing platforms.

Guided by data
As technology advances such as Cloud and the ‘Internet of Things’ become more mainstream, Government 
agencies will have access to more data. This can provide valuable insight to make services more personalised, 
focused delivery where they’re most needed, and make operations more efficient. Data, backed up by the right 
analytical tools, can help Government ‘do more with less’.

Get mobile
This report has shown that more than 8 in 10 citizens are using smartphones in the UK. Market analysts, 
mobilesquared, estimate that penetration will be almost 100% by 2018. Developing mobile strategies for 
service delivery will soon be a necessity to meet citizen expectations. As many public sector organisations, 
(from policing to social care and healthcare for example) have already shown equipping frontline staff with the 
right devices can reduce the administrative burden and keep them engaged, and give them more time to spend 
on the front line.

Connect the back office to enable the frontline
To deliver significant enhancements to the citizen experience, we must place them at the centre of  
Government operations. This will require public sector agencies to break down siloes – to share information  
and collaborate more effectively. Only once the systems are joined up (and even joined, securely, to the private 
sector where relevant) can frontline staff access the information needed to do their jobs to the best of their 
ability, and even provide citizens with the possibility to ‘self-serve’.

Don’t leave the unconnected behind
While the vast majority of citizens want more services to be delivered online, almost 10 million people in the UK 
remain unconnected (have no internet at home or via mobile). This creates a digital divide that the Government, 
working with corporate and not-for-profit partners, needs to help close. As shown by our contributor the Tinder 
Foundation, getting the unconnected connected not only helps them on a personal level with greater 
employment opportunities, but can also help make Government more efficient and stimulate the economy .

Five tips for serving  
a Connected Nation
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research-studies/the-world-has-gone-multi-screen.html)

6.  National Fraud Authority; Annual Fraud Indicator 2013 (https://www.gov.uk/
Government/uploads/system/uploads/attachment_data/file/206552/nfa-annual-
fraud-indicator-2013.pdf)

7.  Department for Business, Innovation and Skills; 2013 Information Security Breaches 
Survey (https://www.gov.uk/Government/uploads/system/uploads/attachment_
data/file/200455/bis-13-p184-2013-information-security-breaches-survey-
technical-report.pdf)

8.  Vodafone and Circle Research; Technology and social care – enabling workforce 
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All statistics and reports referenced by our expert contributors are included in this report 
in good faith.
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Methodology

This report is based on an online survey of 720 internet-enabled UK households, 
complemented by a telephone survey of 160 non-internet-enabled UK households. 
Respondents to the surveys were representative of the UK adult population by age, 
working status, annual household income and geographical location. The surveys were 
conducted by independent specialist B2B research agency Circle Research.

About the Vodafone Perspective series

The Perspective series is designed to help businesses and public sector organisations 
find better ways of working. Researched independently, the series explores the biggest 
challenges facing Uk Plc and Government today and provides new perspectives from 
independent thought leaders.

There are currently eight other reports in the Perspective series:

•        What if?... exploring attitudes to risk

•        Great expectations in hard times. Citizen service beyond today

•        Have a nice day. Customer service beyond today

• Exploring the shift in employee expectations

•        The perfect storm. The role of 4G in the ‘age of me’

•        The new IT crowd. The role of the IT Director in simplifying complexity

•        The fluid society. Working without boundaries

•        Connected nation. The digital impact on buying behaviour

The Perspective series gives you fresh insight into the world of work. Find this latest 
report at www.yourbetterbusiness.co.uk/perspectives and for other resources and 
insights www.vodafone.co.uk/perspective 

Methodology
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