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The UK’s productivity problem is now 
so long-standing that it is difficult to 
define it accurately as a crisis. With 
productivity levels refusing to budge in 
almost a decade, the condition is more 
chronic than crisis, but that still leaves 
businesses and the economy suffering 
severely as a result.

Productivity growth is the key to economic 
prosperity. As the Financial Times 
explained, “Achieving higher growth in 
productivity – or output per hour worked 
– is the way nations become richer, living 
standards rise and governments have the 
resources to improve public services or 
cut taxes.”4

A Persistent Problem - and New 
Perspectives

Due to the events of 2020, a global 
pandemic and subsequent predicted 
economic recession, attitudes to working 
life and productivity have undergone a 
rapid evolution. In lockdown, workers 
across the UK had to adapt to a new, 
remote style of working. Many employers 
also underwent (and are still amidst) a 
dramatic digital transformation, in order 
to provide the technologies, processes 
and connectivity that enable flexible - and 
productive - working in just a few short 
months.

From a lockdown starting in March 2020, 
by May, it was estimated that 47% of all UK 
employees were, to some degree, working 
from home.5  And, even as restrictions 
eased, the benefits to productivity and 
flexibility have been clear. Two-fifths of UK 
small businesses claim productivity has 
increased since lockdown. There is also 
mounting evidence that working patterns 
are changing significantly too, with 

employees using their time 
across their whole day 

more productively. 

Register your 
interest for 
a Microsoft 

optimisation 
wokshop today.
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From March to September 2020, 40% of 
workers put in an average of 642 extra 
hours, and three-fifths of employees said 
they are working in the time they would 
usually be commuting.6  

Given the chance to adopt new 
technologies and work flexibility, many 
workers’ - and remember, many of 
whom are millennials - expectations have 
changed. People don’t want to return to 
the same pre-lockdown Mon-Fri office 
environment. They want to have more 
flexibility in their working lives, to work 
remotely or return to the office when it 
suits them. 

As 81% of the UK workforce expect they 
will be working from home for at least 1 
day a week, at least for the foreseeable 
future,7 employers must address this, and 
consider: 

1.	How to provide the 
processes and technology 
staff need to work flexibly.

2.	How to ensure staff fully 
utilise the technology they 
have at their fingertips for 
best productivity. 
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In a post-covid world, employers need to 
align with shifting expectations, to provide 
a productive environment that not only 
enables flexibility and productivity, but 
aligns with the needs of the workforce.

Yet there was already a UK productivity 
challenge in place. Since the 2008 
recession, productivity growth in the UK 
had already slumped, and still persists. 
The UK is now almost a third (31%) less 
competitive than France, and similarly 
(30%) when we look west to the United 
States. It lags the EU’s leading economy 
Germany by 36%, and the average of the 
rest of the G7 by 16%.8

Yet there is nothing inherent that should 
prevent us from keeping pace. At the 
start of the 1960s, the UK had the highest 
productivity in Europe. Even if productivity 
growth had carried at its pre-2008 
recession rate, it would now be around 
20% .9

So what’s causing this drop? And how do 
we solve it?

Certainly, there are some issues that 
are down to the government. A study of 
regional productivity by KPMG reveals that 
businesses face unavoidable challenges 
in some parts of the country. The report10  
notes that certain areas have significant 
problems with rail infrastructure. Today, 
as the importance of digital and remote 
working increases, the importance of 
connectivity infrastructure is being 
highlighted. 

But there is much that businesses could 

Taking Responsibility
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be doing, too. The regional report notes 
that in places such as the East and West 
Midlands, for instance, upskilling the 
existing workforce should be the priority 
when looking to boost productivity. That is 
partly down to education, both school-age 
and adult learning, but it is also an area 
where businesses can have a real impact 
with training, apprenticeships, support 
and partnership with further and adult 
education courses and schemes.

Again, as the importance of flexible 
working moves to the forefront, upskilling 
and training the workforce to make the 
best use of their tools and tech stack will 
be critical to support staff working from 
home (or office!) to ensure that staff aren’t 
just functioning, but are working more 
productively than they were before.
Certainly from an employer’s perspective, 

reviewing that tech stack to only deploy 
tools that bring value, rather than face a 
sprawling array of unused or siloed tools, 
not only offers a productivity advantage 
but ensures best value for the bottom line.
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“In April 2020, statistics released by the UK’s 
Office for National Statistics showed 49.2% of 
adults in employment were working from home, 
as a result of the social distancing measures 
introduced in response to the coronavirus 
pandemic.”12

While Government furlough schemes to support 
workers and employers through 2020 were rapid, 
other moves to address the long-term problems of 
productivity in British businesses are likely to take 
time. 

Given the proven productivity benefits, the option 
to work remotely should be welcomed. The world 
of work has changed, and while the Government’s 
‘safe return to work’ initiatives promote a return to 
office life13, many workers who have found remote 
working to be productive are reluctant (and may be 
apprehensive about potential new COVID-19 waves). 
Whatever the perspective, hybrid-working is likely to 
stick in UK working culture long term, and businesses 
need not wait for centrally driven initiatives to tackle 
the productivity issue. In fact, the keys to boosting 
productivity are no secret, even if they are not widely 
applied. 

One obvious area to look at, as the regional report 
noted, is that the productivity problem for many 
businesses is a skills problem. Since productivity is the 
sum of the output for each hour worked, getting the 
right workers with the right skills to work effectively 
and efficiently is an obvious route to boosting 
performance.

This is, admittedly, easier said than done. Across 
a whole range of industries, firms are increasingly 
struggling to find the people they need. In 2017, the 
CBI reported that skills shortages in services firms 
were the worst in almost two decades, since its 
records began14 . The skills crisis is intimately related 
to the productivity problem. The OECD has found that 
England has among the highest proportions of low-
skilled young workers  in the advanced economies.15 

That’s no coincidence.

An Issue of Skill
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The second key area we need to be 
looking at is perhaps even more obvious: 
technology. Look to history and it’s the 
march of technology that has seen the 
biggest step changes in productivity 
with the industrial revolutions of the 
past. Look to the present, too, and it is 
often technology that separates that 
top 1% from the rest. Bank of England 
analysis shows that businesses using 
technology to their advantage are growing 
productivity annually by 6% – well in line 
with performance in other countries.

As Haldane says, “For them, the Fourth 
Industrial Revolution has already 
arrived.”16  

Of course, there is another role for the 
government here. Broadband and high-
performance connectivity infrastructure 
play a significant part in promoting 
productivity - particularly in light of 
remote working, where teams may now 
collaborate across the globe. There is 
no doubt many countries are ahead of 
the UK in this respect.17 Equally, though, 
there’s little doubt many businesses could 
do more with the infrastructure and 
technology that they’ve already got.

Organisations are missing huge 
opportunities to get more from their 
existing technology and save on costs. For 
example, there are...

OVER 75 MILLION DAILY 
MICROSOFT TEAMS USERS

AS OF MAY 2020 

YET ONLY 8% OF UK TEAMS 
USERS ARE ESTIMATED TO BE 

ENABLED FOR VOICE

With so few companies using Teams to its full capability, there is clear missed potential 
for productivity improvements, and real ROI. Understanding how to adopt the right 
solutions, supported by effective training, plus leveraging automation in the right ways, 
can support enhanced collaboration and productivity.
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One final factor needs to be considered if 
we’re to tackle the productivity problem, 
however. Any solution must embrace the 
changing requirements and expectations 
that millennials are bringing to the 
workplace.

The millennial workforce is well-
established and expected to make 
up to three quarters of the global 
workforce by 2025.18

A big generation, they already outnumber 
the Baby Boomers (previously the biggest 
living generation) by 15 million - and an 
increasing number of that generation are 
now in their 70s.

If we’re going to plug the skills gap and 
boost productivity, it will be millennials to 
whom businesses must turn.

To many, however, this generation is 
seen as part of the problem rather than 
part of the solution. Millennials have 
been maligned as job hoppers (over 25% 
expect to have 6 employers or more 
over a lifetime, compared with 10% in 
200819). This isn’t just counterproductive – 
demographics mean that businesses will 
increasingly have nowhere else to turn for 
new talent – but it’s also unfair.

It is true that millennials are keen to avoid 
work consuming their lives, hoping to 
find a better balance than many of their 
parents achieved. However, this is not 
unique to millennial workers, and nor is 
it a barrier to productivity. In fact, there’s 
significant evidence that presenteeism – 
the insistence on being in work, whether 
well or ill, productive or not – is a more 
significant cause of poor productivity, 
contributing to poor performance, stress 
and, ultimately, longer absences.20  
It’s also another reason why productivity in 

flexible working is so critical.
Nevertheless, there are some distinctive 
characteristics common to millennials, 
and businesses need to address them 
– because attracting the best millennial 
talent is going to be crucial to creating 
productivity growth. It is important to 
understand what drives these workers 
and candidates. A recent study by KPMG 
highlighted four key characteristics to 
consider when it comes to millennials 
choosing an employer:

To this we can also add that they are 
“digital natives”21  immersed in technology 
from before they came of age. To give one 
example, a majority of millennials and 
Gen Z communicate digitally more than 
they do in person.22 These employees are 
not just entirely comfortable and at home 
with technological solutions to make work 
more effective, they demand them.

Keep Millennials in Mind

CULTURE IS
A PRIORITY

ENJOYABLE
WORKING
EXPERIENCE

OPEN AND
HONEST
COMMUNICATION

FLEXIBILITY
IS ESSENTIAL
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Technology to Make the Millennial 
Movement Work For You

The crucial differentiator for firms in 
coming years when it comes to attracting 
talent will be in the extent to which they 
grasp and address these demands. 
Millennials do not simply want flexible or 
remote working. 

They do, but so do many others – in 
fact, a third of all workers say they 
would choose flexible and remote 
working over a pay rise, and more than 
half of employees say flexible working 
is the most important benefit when 
looking for a job – more than those 
prioritising a pension, annual leave or 
bonuses.23 

Millennials don’t just want flexibility - they 
also want modernity. They expect to be 
able to work whenever and wherever they 
want to, in a digitally connected world. 

And they want access to technology in the 
workplace that will not only enable them 
to be constantly connected, but that will 
reflect the technology they rely on and 
enjoy in their everyday lives. 

If the events of 2020 have proven 
anything, it’s certainly that prioritising 
hybrid and remote working policies, 
and providing and reviewing workplace 
technology stacks, will be key to unlocking 
the productivity growth employers 
desperately need. 

On a practical level, they allow businesses 
to empower employees to work whenever 
and wherever they are most productive, 
and connect and collaborate with each 
other whether in the office or outside, 
making the best use of the expertise 
within the organisation. 
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Businesses should focus on 2 key aspects 
to attract and retain the best millennial 
talent. 

Maximising ROI on Microsoft 365 and Teams has to be driven through optimised use of 
the technology available. This is best achieved by creating a learning environment for 
your people that enables them to learn in a way that best suits them.

The benefits of Microsoft 365 and Teams optimisation with Teleware365 

•	 32% of UK businesses suffered cyber attacks/data breaches in the last 12 months27

•	 Save money on unnecessary and unproductive security software
•	 Eliminate cyber security threats using Office 365 Advanced Threat Protection and Microsoft 

Defender for Endpoint.
•	 Detailed ongoing security plan

•	 Save around 35% on current telephony costs

•	 Increase Microsoft 365 adoption with our learning and adoption platform

•	 Improve productivity by 20%

On a cultural level, employing connected, 
simple and flexible technologies across 
a business helps create a culture and 
working experience that appeals to 
millennials – ensuring they get the best 
talent, and the best from their talent. 

Microsoft Teams has been a game changer 
in this regard, but when integrated with 
niche offerings such as second number 
applications for mobiles, cloud based 
contact centres and even mobile recording 
solutions, even millennials working in the 
most regulated industries can adopt more 
flexible and remote working practices.

1.	

2.

Applying the technology to increase 
productivity

True technology adoption - training and 
developing every member of staff with 
the knowledge and skills they need 
to enable them to get the most out of 
their technology experience.

Automation - through the power of 
automation, many processes can be 
reduced or even eliminated leaving 
employees with the ability to focus 
on tasks that are likely to add greater 
business value and ultimately be more 
rewarding!
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Teleware, a Microsoft Gold Partner in multiple 
disciplines, has been a leading communications 
technology business for almost 30 years. Its 
customers include some of the world’s leading 
multinationals.
 
Teleware365 helps businesses improve their 
productivity through greater optimisation of their 
Microsoft investment.
 
Typically, businesses working with 
Teleware365 achieve productivity 
improvements of 20%, the equivalent of every 
employee gaining an extra day a week. This is 
done by:

•	 Automation including chatbots and process 
automation, reducing time spent on mundane 
tasks	

•	 True adoption, ensuring every employee 
knows, loves and uses the technology at their 
fingertips

•	 A bespoke managed service provided by our 
Microsoft experts.

Products and Services
Automation: Chatbot development and process 
automation provided by our Microsoft automation 	
experts.

Adoption: Creating genuine, long-term adoption 
beyond using Teams for video and IM, turning 	
employees into advocates.

Microsoft: We’re a Microsoft partner with Gold 
competencies in Communications, Cloud Platform, 
Project and Portfolio Management Application 
Development, and Data Analytics

Direct Routing: Providing a simple and flexible 
way of enabling calling in Microsoft Teams, 
meaning  employees can use Microsoft Teams as 
a single collaboration platform from any device.

Teleware solutions: Our second number 
application ‘Re:Call’, our cloud-based contact 
centre 	‘Teleware Communication Manager’ and 
our SIM-based mobile call recording solution can 
be included for even greater connectivity.

Request your free Microsoft 365 Optimisation Workshop

Takeaways

Your questions answered Success criteria

You no doubt have lots of questions about 
Microsoft 365 optimisation. We’ll use the 
session to answer them.

What makes a successful Microsoft 365 
optimisation programme? We’ll give you 
a checklist to take away.

OutputsROI evaluation

• 50-point security check
• Guidance on best telephony & IT  	    	
  managed service strategies 
• User adoption and Microsoft 365 	    	
  utilisation checklist
• PowerApps and chatbot development	
  framework overview

Find out your current projected ROI with 
our personalised ROI calculator.

Personalised optimisation review

You’ll receive ‘My Microsoft 365 Reviewed’ 
to help you kick start your Microsoft 365 
optimisation programme.

Click here to book your workshop
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0330 0947 430
www.teleware.com/teleware365

Teleware365 is part of the Teleware Group

1. https://www.pwc.com/co/es/publicaciones/assets/millennials-at-work.pdf 
2. https://www.superoffice.com/blog/social-selling/ 
3. https://www.pwc.com/co/es/publicaciones/assets/millennials-at-work.pdf 
4. https://www.ft.com/content/6ada0002-9a57-11e8-9702-5946bae86e6d 
5. (ONS)
6. https://www.computerweekly.com/news/252488618/Two-fifths-of-UK-small-businesses-claim-productivity-increases-since-lockdown 
7. O2 and YouGov survey 
8. https://www.ons.gov.uk/economy/economicoutputandproductivity/ 
9. https://www.independent.co.uk/news/business/news/bank-england-andy-haldane-uk-productivity-crisis-long-tail-a8421451.html 
10. https://home.kpmg/uk/en/home/insights/2017/11/uk-regional-productivity-performance.html
11. https://www.pwc.com/co/es/publicaciones/assets/millennials-at-work.pdf
12. https://www.hso.co.uk/leased-lines/technology-news/homeworking-news/50-of-uk-workforce-to-work-remotely-by-2020
13. https://www.euronews.com/2020/08/29/end-of-remote-work-uk-government-encourages-safe-return-to-office 
14.https://www.independent.co.uk/news/business/news/skills-shortage-among-uk-services-firms-its-worst-almost-two-decades-finds-		
    survey-a7913001.html
15. https://www.ft.com/content/6ada0002-9a57-11e8-9702-5946bae86e6d
16. https://www.ft.com/content/6ada0002-9a57-11e8-9702-5946bae86e6d
17. https://www.businessinsider.com/graph-ranks-countries-by-their-internet-speed-2017-8?r=UK
18. 75 percent of the global workforce
19. https://www.pwc.com/co/es/publicaciones/assets/millennials-at-work.pdf
20. https://www.cipd.co.uk/about/media/press/020518-health-wellbeing-survey
21. https://www.emerald.com/insight/content/doi/10.1108/10748120110424816/full/html
22. https://www.independent.co.uk/life-style/gadgets-and-tech/news/millennials-generation-z-smartphone-habits-apps-communications-real-
23. https://employeebenefits.co.uk/issues/may-2018/59-flexible-working-job-hunting/
24. https://www.emerald.com/insight/content/doi/10.1108/10748120110424816/full/html
25. https://www.independent.co.uk/life-style/gadgets-and-tech/news/millennials-generation-z-smartphone-habits-apps-communications-real-
26. https://employeebenefits.co.uk/issues/may-2018/59-flexible-working-job-hunting/
27. https://www.gov.uk/government/publications/cyber-security-breaches-survey-2020/cyber-security-breaches-survey-2020

References

11


