
Our Story
How we’re working faster 
thanks to embracing flexibility



We’ve been on a journey. 

We’ve saved millions. 

We’ve dramatically cut the 
number of desks we need. 

We’ve changed our culture and 
the way our people collaborate. 

And we’ve done it all through 
flexible working.

This is our story of where we’ve 
been, and how we did it.
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Our IT story

Embracing employees who bring 
their own technology to work 

All of our offices are now set up for flexible 
working. Most people in our head office use 
hotdesks, which means they work from any 
desk that is free. 

And they don’t need to worry about cables 
and connections because our buildings are 
covered by a secure wireless network. In 
all, we’ve reduced the number of desktop 
computers by 84%.

Of course, this approach isn’t appropriate for 
every employee. For instance, our customer 
service agents still have their own desks.

A changing view of networks

Until quite recently, organisations were locking 
down their networks. They were blocking 
employees from installing their own software 
and restricting how computers could be used. 

For us, the iPad really changed things. Its arrival 
gave focus to a growing expectation of getting on 
to the company network from home and using 
technology how they want, when they want.

Today, IT departments need to be flexible 
about what the workforce wants and aware 
of the crossover between the consumer and 
corporate. But we still need to take steps to 
safeguard security.
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Our sales story

Keeping customers happy

We found that flexible working allowed us to 
maximise the amount of time we can spend out 
of the office listening to customers.

And we make better informed decisions by 
having all the information to hand when we’re 
on the road.

Making us robust

Business continuity has been another big win for 
the sales team. We can react more quickly and 
easily, moving fast when customers need us.

The change has also meant the sales team feel 
trusted to get on with their job. People work 
harder. They get more done. There’s closer 
customer engagement. The result? Higher sales 
right across our customer base.



Our HR story

Making our people happier and 
more productive

Since we began our journey, our people have 
become more productive. They work together 
more effectively. We’ve been able to attract 
the best talent – and we’ve saved money.

Absenteeism is falling. The number of staff 
returning from maternity leave is increasing. 
Everyone who works flexibly says their work/
life balance has improved.

Making change work

A modern workforce takes flexibility for 
granted. But introducing it properly calls for a 
change in behaviour. And that’s a bigger job 
than simply altering how you use technology.

You need to show people how to make 
best use of the new technologies, which 
make flexible working possible. You can 
also demonstrate how these tools create 
new ways of working – like communicating 
with customers and clients through web 
conferencing, for example.

The change needs an overall framework and 
some rules of engagement. After that, it works 
best when line managers and employees are 
given the freedom to pursue the benefits in 
their own area.
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Our finance story

Making measurable savings

We saved more than £3.8 million because we 
now need 500 fewer desks. It costs £7,000 a 
year to provide a desk and what goes with it, 
so the savings soon added up.

We’ve also introduced smart printing to our 
Slough HQ. This requires employees to swipe  
a card at the printer before it prints their work.  
As a result, we expect to spend 30% less on 
paper in that office.

Building the new capabilities for flexible working 
costs money. But updating your infrastructure 
is part and parcel of your everyday IT costs, so 
embracing flexibility doesn’t necessarily have to 
cost you any more.

Carbon targets

We think the savings help the planet as well 
as the balance sheet. Flexible working has 
become integral to how we meet our targets 
on sustainability.

In one study, we calculated that simply by 
using Microsoft messaging and communication 
tools to cut out journeys, we’re set to save 
£600,000 a year on travel, 1,272 days in travel 
time, and 312 tonnes in CO

2
.
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