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Executive Summary
To mark 25 years of Cisco’s technological evolution, the 25 on 25 Connected Conversations
Report examines the ways in which UK businesses and public services have been
changed by technology over the past two and a half decades.
The report documents discussions between a 25-year veteran and 25 year old new starter
across five sectors; healthcare, education, local government, marketing and small business.
The discussions were designed to identify how industries, and individuals’ roles,
have evolved over time; as well as the how technology has been a catalyst for much
of that change. Building on the knowledge and assessment of the past 25 years, each
conversation identified upcoming trends that are driving further technology penetration; as
well as ways in which the technology itself is changing behaviours.
Sitting alongside these conversations is research into the British public’s expectations of
technology capability in the 21st century. From online voting to video-based healthcare and
even teleporting, UK consumers are largely optimistic about the timeframes in which they
expected to see technologies that will change their daily routines – encouraging news at a
time when it would be all too easy to be downhearted about a new ‘age of austerity’.

The Interviews
Public sector
Steve Pennant, Lead of Connected London
(25 years experience)
Alan Perryman, Business Relationship Manager,
Transport for London (25 years old)

Healthcare
James Ferguson, Lead Clinician, Telehealth
Scotland (25 years experience)
Mieran Sethi, foundation year one doctor at
London’s Charing Cross Hospital (25 years old)

Marketing
Paul O’Donnell, Chairman, Ogilvy Group UK
(25 years experience)
Joanna Simmons, Business Development
Executive, LIDA (25 years old)

Small business
John Oliver, founder, The Listening Rooms Ltd
(25 years experience)
Mike Saraswat, managing director,
Dream Merchants (25 years old)

Education
John Bate, Secondary School Teacher,
Greater Manchester (25 years experience)
Lynsey Proctor, Primary School Teacher,
Glasgow (25 years old)
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IT gets closer to the user
Connected London is a government initiative designed to
transform public sector service delivery across London
local government. The project aims to empower London’s
communities by increasing their ability to influence
decision-making, shape and choose public services on
a personal basis, and have a closer relationship with their
local council, while also reducing the cost of information and
communication services for authorities.
Steve Pennant has 25 years’ experience in the public sector,
and now works for Connected London, managing technology
strategy and implementation. When Pennant started in the
public sector, technology sat almost exclusively in the hands
of the finance department. IT was, to all intents and purposes, a
faster, better form of number crunching.
“My background is programming but I worked in the finance
department because that’s where IT departments were –
both in the public sector and the private sector.”
While IT still reports into the board through the finance
department in many organisations, its reach has grown
dramatically over 25 years.
Alan Perryman, Business Relationship Manager at Transport
for London (TfL) is 25 years old. With an IT background, his
role sees him working across multiple teams, initiating and
progressing projects across the organisation. He jokes when
describing his role; “I’m almost a part-time spy. I’m in the IT
department but I go and work very closely with the business
and understand their world in their terms.”

The Connected Conversations all identified symptoms of
this ripple effect of technology through organisations over
the last 25 years. Mike Saraswat is the 25 year old owner MD
at Dream Merchants, a lead generation agency. In his words;
“We couldn’t do what we do if we had an ‘old school’ model,
communicating just by phone or paper.”
Coming from a marketing background, Paul O’Donnell,
Chairman of The Ogilvy Group, believes that rather than
pushing from enterprise back-offices to consumers, innovation
pace and technology adoption within his industry is now being
dictated by consumers themselves; “Technology is much more
something that consumers are engaged with. What they tend
to be doing in their own lives is much more advanced than what
most marketers are capable of conceiving.”
With increasingly savvy end users, it is probably not surprising
that in a Cisco poll of the British public just before the 2010
General Election, 21 percent thought you could already vote
online for your MP. Exposure to interactive media has made the
prospect much easier to fathom than it was even 10 years ago.
68 percent of our poll participants were pretty certain that we
would be voting online by the next General Election in 2015.
However, despite permeating British lives, workplaces and
public sector services, there is still plenty more ground for
technology to gain in the next 25 years. While interactive online
communities like Facebook have massive presence (in April
2010, Facebook had 25 million members in the UK – 40 percent
of the population), the public will need more help in imagining
how these online communities can work alongside the offline
world. 64 percent of the British public we polled didn’t think it will

With increasingly savvy
end users, it is probably not
surprising that in a Cisco
poll of the British public just
before the 2010 General
Election, 21 percent thought
you could already vote
online for your MP.
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Once it’s ubiquitous, it’s not technology
One of the most common themes running through the
Connected Conversations – generally initiated by the more
seasoned veterans in each discussion – was that technology
is only perceived as technology when it is new. Once a piece of
innovation becomes common and familiar, it is no longer seen to
be technology.
Perryman gave TfL’s technology as a case in point. A generation
ago, transit information was provided by men and women
locally in stations either verbally – over a tannoy – or scrawled
on chalkboards. Today a vast amount of up-to-the-minute
information is networked and delivered to the general public via
a wide range of technologies, everything from electronic notice
boards to online and through smartphone applications.
“There is more technology in the public eye – Oyster cards,
passenger information systems etc – but a lot of people take that
for granted and don’t see it as technology. It’s just there. Rather
like steam trains would have been exciting technology in the
1820s, by the 1830s it was just there. So once these things are
bedded in, they lose their visibility.”
John Bate, a Manchester maths teacher with 25 years’
experience commented in the education Connected
Conversation; “20 years ago children used to think design
technology was hack saws and things like that, but as laser
cutters came in and became the norm, it ceased to be
technology. Children are computer literate, and when they go to
a room where there’s a computer for them they can do anything.”
25 year old Scottish teacher Lynsey Proctor sees the same
thing in her primary school classroom. “The children don’t see
technology as technology at all, because it’s always been there
for them. It’s just something that we use at school to them.”

“ The children don’t
see technology as 		
technology at all.”
Paul O’Donnell,
Chairman, The Ogilvy Group

Thinking on Proctor’s response, Bate concluded; “Even our
young teachers don’t regard it as technology – it’s the norm for
them too. They are in their comfort zone with technology.”
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It’s the service, not the speed
Broadband is on the very cusp of being
fast enough, but it’s not quite there
yet, says John Oliver, who has owned
the consumer audio/video specialist
consultancy The Listening Rooms for
25 years.

65%
of the British public believe

consultations and, although it’s taken a
long time, technology is getting better
and better all the time. For example,
infrared cameras can diagnose, on
the spot, if a red rash is infected or not.
In cases like these, remote diagnosis
can actually be more effective than inperson consultations.”

“I think we’re getting to the point where
that 100Mb broadband will
we’re starting to see speeds that are
be available in the next four
usable for 90% of applications… Some
The system has proved itself and is a
to six years
countries are aiming for 100Mb speeds
prime candidate for expansion. However
but I think that’s unnecessary; if we can
once the service is right, the question of
achieve 50Mb speed for half of the
bandwidth comes into play. Ferguson
population and businesses, I think that’s very usable.”
however is optimistic that once the required level of highspeed access is widely and reliably available, the NHS can
With fast enough broadband speeds, any content can be
expect the same level of doctor patient interaction through
delivered to any device – whether that be movies and music,
Telehealth as we currently experience in the GP’s surgery. “It’s
or applications and data. Local storage and playback hardware not the cost that’s holding it back, it’s the bandwidth. But the
becomes less necessary as content can be comfortably
network will get to the point where it can support this kind of
accessed – even streamed – from the cloud. However, the
equipment and it will be standard.”
success of any networked or remote service is not simply
about ever faster speeds. The way people interact with
Despite the huge advances in computer and broadband
information changes depending on their point of access and
access made over the last decade, Proctor, the primary
successful services will acknowledge this, questioning the
school teacher, made a grounding comment when discussing
content and the service as much as the delivery mechanism.
integrating technology skills into the curriculum that she
teaches: “Working in inner-city Glasgow you are not sure
Dr James Ferguson, Lead Clinician at the Scottish Centre for
whether children will have computers at home. In general if I
Telehealth, believes it’s the application of healthcare over the
was asking them to do some research on the internet at home
network that has lead to NHS Scotland’s huge success using
I would check that everyone had the technology at home to do
Cisco HealthPresence™ to provide healthcare services to
it. As some of them may not I would have to give them another
patients in remote areas; “We’re trying to recreate traditional
option – maybe give them books to take home.”
Figure 1: When the majority of the UK and Irish public thinks technologies will be available

Sporting events
on mobile video
74% say by 2010

Paying for parking
meters via mobile
69% say by 2012

More TV via Internet
65% say by 2012
Most meetings via
videoconference
61% say by 2010

2010
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Vote online
68% say by 2015

GP via video link
52% say by 2018

100Mbps Internet
connection
65% say by 2015
Clear phone calls
to space
51% say by 2018

PAYG gas
60% say by 2012

Self refilling fridge
51% say by 2015

2012

2015

2018
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Data is going public
With the digitisation of data one of the greatest legacies of
the last 25 years, the British public and the organisations with
which they interact, have changed their relationships and
attitudes to data protection, management and ownership.
Over the next 25 years, the ability to use that data to provide
improved and more efficient services – either governmental
or business – will be the pivotal factor in the UK’s ability to
compete on the world stage as a knowledge economy.

into the hands of the hobbyist and you get all sorts of
exciting stuff.”
At Connected London, Pennant sees opportunities for data
integration between public and private sectors, and believes
that – while being shared wider – data ownership is passing to
the individual; “Your Oyster card is already linked to your bank
account, or can be. I think we will see more of that. Everyone
who deals with the government for tax or benefits will have
their data held somewhere. Their data will engage with the
government system... when they deal with the health agencies
they will have their data with them, that can be accessed by the
doctor, but you will very much have control over it.”

At TfL, Perryman points to the recent data.gov.uk project
fronted by internet inventor Tim Berners-Lee which aims to
open up government data for free re-use. “You’ve put your
documents on the web and it’s been great,” Berners-Lee told
an audience recently. “Now I want you to put your data on the
web, as well.”

Dr Mieran Sethi is a 25 year old foundation year one doctor
at London’s Charing Cross Hospital. The digitisation of
patient records is perhaps one of the more controversial
IT projects in the UK today due to privacy concerns, but Dr
Sethi believes it is essential to good medical care; “Patient
notes not being in electronic format makes things really
difficult. If a patient comes in from a different hospital you
have absolutely no background on them so it’s a nightmare
to try and diagnose them. If notes were electronic you could
pull them from your computer and have all of their medical
history, immediately.”

Perryman supports Berners-Lee’s initiative and expects to
see more and more organisations, including his own, freeing
up their data and making it available for external people to
apply their imagination and creativity to it.
“There’s a big pressure from the outside world, people out
there who are interested in doing things with the data that the
public sector holds, so what you might actually see is a lot
of this stuff is taken out of the hands of the public sector and

Figure 2: The UK and Ireland’s perception of barriers to technological innovation
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Getting ambitious
Common consensus in all the Connected Conversations was
the tenet that technology is better accepted and produces
better results when it’s integrated into a larger programme.
The growing levels of integration between public technology
projects are a tentative step towards a greatly-needed increase
in ambition for what technology can achieve. Technology is
at the heart of every large transformational project and with
Britain’s current dual-mantra of increased productivity/reduced
cost, those with the power to make change in individual
industries (and the UK at large) will need to be open to much
grander suggestions for what technology can achieve beyond
point solutions in the coming years.
Considering the medical environment, Dr Ferguson from
the Scottish Centre for Telehealth believes technology is
fundamental to successful progress in patient care; “Advances
in administrative technology underpin diagnostic innovation;
there’s no point having excellent medical technology if clinicians
still can’t access the records or information they need to actually
treat patients.”
His younger professional peer Dr Sethi agrees. Nothing will
ever replace a live doctor interacting in-person with a patient.
But technology, if appropriately integrated into the health care
system, can supplement and support the work of the doctor.
However it needs to be implemented in a manner that ensures
that basic levels of human contact are not lost;

“In a rural area where you cannot access these specialist
services, I think it’s phenomenal. But, if you plan to implement
it nationwide, my worry is that you lose the personal touch and
there’s no substitute for that, it’s part of the therapy.”
68 percent of the public, when asked believed it would be
possible to visit your GP via video link at some point in the future,
with over half believing it would be possible by 2018. Despite
Dr Ferguson’s work using Cisco HealthPresence to deliver
Telehealth services to citizens of the Highlands and Islands of
Scotland only 11 per cent of respondents knew the technology
existed. Interestingly, when asked about the biggest barrier to
adoption, most thought that the technology capability didn’t yet
exist and only 22 percent foresaw a lack of public demand.
Perryman at TfL predicts an increase in integration projects
within the public sector driven and enabled by IT; “I think we will
see an increasing amount of integration where it’s pragmatic.
There is increasing pressure where it is pragmatic to see where
things can be joined up and cost savings made.”
With integration one of the main objectives of Connected
London, Pennant considered the hurdles that always need
navigating; “A significant hurdle is political accountability.
Another significant barrier is simply organisational management
and the implementation of big systems. When you hear of
the big system failures, they are that combination of change
management and culture management, on a big scale.”

Figure 3: Summary of public opinion of technological innovation in UK and Ireland
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Conclusion
In our 25 years at Cisco we have seen a great deal of
change in the way technology is used and managed
within both private and public sector organisations. 25
years ago we were just beginning on our journey to build
out internationally connected networks that grew up to
become the internet. 25 years ago there were 1,000
‘hosts’ on the internet, now there are more than 1.7 billion
internet users around the world, and the human network
that this creates has changed the way we approach our
lives, businesses and jobs.
The Connected Conversations provided an
extraordinary insight into how the technology changes
that we have seen (and in a lot of instances driven) have
actually changed British life.
Penetrating education, healthcare and local
government, as well as private businesses, the
British public’s expectations for technology are
unrecognisable from the mid 1980s. Perhaps more
important than the trip down memory lane that these
conversations allowed us to indulged in were the
lessons that can be learnt for technology in the future.
The five main pull-outs that we learned from the
conversations span both retrospective analysis and
future prediction:

• IT has moved, and will continue to move, closer
to the user
• Once it is the norm, it ceases to be seen as
‘technology’
• Services, not speed, bring changes
• Data is the key to service delivery in the
knowledge economy
• We need to be more ambitious about what

School children and the younger workforce are
incredibly comfortable with today’s technologies
and well equipped to keep their skills updated as IT
progresses. The older workforce, easily dismissed
when considering technology, has worked hard to not
only keep up with changes to their role and tools, but
have been fundamental in shaping the advances.
2010 is a year of change. Green technology, faster
broadband, smarter business, the digital economy,
community regeneration, infrastructure innovation,
public sector efficiency – they’re more than just
buzzwords, they’re essential elements that will shape
not just the UK’s economy, but arguably its place in the
world as we know it. And whatever the future holds for
the economy, government or media, it’s evident that
technology will play a key role in shaping how that future
looks and works.
Many technological innovations are already in progress;
that said, as our Connected Conversations showed,
there are other areas in which there is still much to be
done. It’s going to be another busy 25 years.

Phil Smith
CEO
Cisco UK & Ireland

technology can achieve

Moving from a small office annexed to the finance
department to a user-centric consulting team, working
across projects and even integrating disparate
organisations, IT is a much more strategic tool in the
workplaces as we head into the next quarter century.
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2010 is a year of change.
Green technology, faster
broadband, smarter
business, the digital economy,
community regeneration,
infrastructure innovation,
public sector efficiency
– they’re more than just
buzzwords, they’re essential
elements that will shape
not just the UK’s economy,
but arguably its place in the
world as we know it. And
whatever the future holds for
the economy, government
or media, it’s evident that
technology will play a key role
in shaping how that future
looks and works.
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