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Overview

Introduction
The experience of lockdown during the COVID-19 pandemic has
emphasised the criticality of areas including remote working,
business agility, digital customer engagement, and supply chain
continuity. In the new post-pandemic reality, these aspects of
business are permanently changed, and if enterprises are to prosper
then they must focus on accelerating their digital transformation
programs, strengthening their business and technology platforms, and
empowering their remote workforces, while reducing operational costs
in response to budget pressures and managing risk.
Omdia has conducted a research project and survey on behalf of IBM,
which examines UK enterprise attitudes to the impact of COVID-19 on
digital innovation and business transformation, and provides thought
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leadership on how enterprise decision makers can succeed in the
post-pandemic world. The survey seeks to identify how organisations
across five key vertical sectors are planning to move beyond lockdown,
the lessons learned during this period, and the perceived
opportunities for accelerating transformation with technologies
including cloud platforms, remote working, online commerce and the
cognitive enterprise.
The survey also investigates the key pain points and challenges that
organisations face in this renewal phase, including the importance of
cybersecurity and the demand for increased resilience, and will
examine the perceived criteria for selecting trusted technology
vendors to partner with in this process.

Methodology

Research methodology
21%

For this study Omdia ran an online quantitative survey of
decision-makers from 306 UK companies. The questionnaire
was designed to examine enterprise attitudes to the impact of
COVID-19 on digital innovation and business transformation,
and provide thought leadership on how enterprise decision
makers can succeed in the post-pandemic world.
Fieldwork took place during June and July 2020.

Respondent breakdown
Total respondents – 306

Respondents by industry

19%

Public Sector

21%

Telecoms & Media
Consumer: CPG, Wholesale & Retail
Banking/Financial Markets
Healthcare

19%
20%

Respondent companies by size (number of employees)
250 to 1000

1001 to 5000 5001 or more
61%

16%

Departmental breakdown
40% of respondents came from IT roles, 60% from lines of business, including operations,
finance/accounting, sales / customer support and strategy.
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23%

Overview

The four stages of the Survive to
Thrive journey
The Covid-19 pandemic has crisis pushed almost every business into survival
mode. There is now a four-stage journey to be undertaken to move from merely
surviving to thriving. Strategies, objectives, and actions must fit each stage.

Survive

Revive

Renew

Thrive

The COVID-19 pandemic causes hard lockdown.
Companies try to survive by protecting their
revenue streams, maintaining their capabilities
and capacity to produce, hanging on to their
customers, and securing their supply chains.
Second waves and future lockdowns may push
companies back into survive mode.

When hard lockdown is eased, companies try to
rebuild their operations toward pre-lockdown
performance. They examine options to
strengthen their digital offerings and connect to
customers digitally. Part of the revive stage is a
review of what they did during the hard
lockdown to assess whether it should be
continued, accelerated, or stopped.

While the pandemic continues, and after they
have secured their ongoing continuity,
companies rethink their digital and business
models. They factor in changes in customer
behaviours, stability (or not) of the supply chain,
ongoing operational conditions, the possibility
of further crises, and so on.

There is little chance of circumstances
returning to pre-pandemic conditions. If a
company is to prosper during the inpandemic, and post-pandemic period, it
needs to implement its revised and improved
digital and business model.
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Survive

Stage One
The pandemic is a wake-up
call for digital capability
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The Public Sector provides key – but unevenly
distributed - services in times of emergency
The community typically looks to government in times of
emergency, but these have been unprecedented times. The
impact on the PS was not distributed evenly. LOB areas in large
PS departments and agencies experienced moderate growth
in activity during the height of the pandemic, while other
of the PS reported moderate to significant contraction.

Across the PS, activity generally
decreased. 63% experienced
moderate/significant decline, while
20% closed. 9% reported normal
workloads. Only 8% reported
Page 07
2020
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The experience for the LOB
function in large departments
and agencies was quite different.
33% experienced moderate
growth. 0% reported a normal
level of activity. 66% experienced
moderate/significant decline,
while 0% closed.

Thrive

Stage Four
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Stage Three

Thrive

Stage Four

Prior to the pandemic, digital
progress had been patchy.
The PS had made solid progress toward enterprise-wide digital
transformation, however there were significant variations. The most
progress was made by medium-sized departments and agencies, while
large departments and agencies made slower progress

27%
74%
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The top two focus areas for large
departments and agencies were skills
(87%), and business application
platforms (80%). The top two focus
areas for medium departments and
agencies were digital strategy (75%),
and digital culture & structures (75%)
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Of large PS workforces had completed or were well advanced
in progressing their transformation agenda (much lower than
39% for all sectors)
of medium-sized PS had completed or were well advanced in
progressing their transformation agenda (much higher than
54% for all sectors)

Survive

Revive

Stage One

Stage Two

Renew

Stage Three

Challenges emerged for the large and
medium PS departments and agencies
Overall, the level of preparedness of the PS was very similar to all sectors, but some
significant gaps did emerge. Greater numbers in the PS were fully prepared for the
challenges of the pandemic, but the level of preparedness dropped off quickly for others.
All PS:

Medium PS:

• 72% PS rated their digital preparedness above 80%
(similar to 76% for all sectors).

• 39% rated their preparedness above 80%.
(much lower than 60% for all sectors).

• 25% rated themselves as fully prepared
(similar to 22% for all sectors).

• 13% rated themselves as fully prepared
(much higher than 2% for all sectors).

Large PS:

Small PS:

• 60% rated their preparedness above 80%
(much lower than 72% for all sectors).

• 83% rated their preparedness above 80%.
(similar to 80% for all sectors).

• 53% rated themselves as fully prepared
(much higher than 46% for all sectors).

• 17% rated themselves as fully prepared
(similar to 18% for all sectors)

Page 9

September 2020

© 2020 Omdia

Thrive

Stage Four

Survive

Revive

Stage One

Stage Two

Renew

Stage Three

Thrive

Stage Four

Recommendations in the Survive phase:
Enhancing customer engagement and access is critical

Internal staff mobility within the PS requires close attention.
The lockdowns affected departments and agencies in different
ways – some experienced an increase in workload, while
others experienced significant decreases and closures.
Improved mechanisms to enable staff to be temporarily redeployed
to areas of greatest need would be of great value, particularly in
times of emergency. It is important to note that this is a complex
issue. It not only requires innovative technologies but also needs
coordinated policies and processes that support the individual
needs of staff.
Until an answer is found for the virus, there is a real prospect
of further lockdowns in any country. Departments and agencies
should prioritize digital initiatives that can be quickly implemented
as community needs change.
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While the PS had made solid progress toward enterprise-wide
digital transformation, there are still significant variations.
Additional focus needs to be directed to departments and agencies
that still have work to be done. Particular focus should be given to
the large departments and agencies who have made less progress
on digital initiatives and rated themselves as less prepared for the
COVID crisis
Over time, the PS has invested a great deal of work to improve
all-of-government services to citizens. Given the significant
community dislocation necessitated by the lockdowns, it is now an
opportune time to review digital services to citizens across
departments and agencies.

Revive

Stage Two
Applying lessons learnt to a
post-lockdown world
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The pandemic has focused the
attention of LOB managers on the
need to support digital initiatives
There is strong engagement from LOB managers. They can clearly
see the value of technology in times of crisis, and strongly support the
need for more digital services.
PS LOB managers agreed/definitely agreed that “technology can help
87% ofmitigate
the impacts of a crisis”
PS LOB managers agreed/definitely agreed that “we should have
90% ofinvested
earlier in digital, data-driven, and cloud technologies”

87%
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of PS LOB managers agreed/definitely agreed that “we should have
more digital components in our products and services”
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Priority initiatives will focus
on uninterrupted digital
services to citizens
The post-pandemic world has created a renewed focus on creating
more agile and resilient government services that focus on the
needs of the citizen.
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75%

of managers ranked IT resiliency and business continuity in
their top three business priorities. 23% ranked it as the number
1 priority.

69%

of managers ranked engaging customers in their top three
business priorities. 36% ranked it as the number 1 priority

Survive

Revive

Stage One

Stage Two

Renew

Stage Three

The PS has embraced remote working
The PS has seen a massive realignment of its workforce, with large
departments and agencies leading the way. Going into the pandemic,
WFH numbers in the PS were well below all sectors. During the
Pandemic, the percentage grew to well above all sectors. As numbers
remain above industry averages, there will be long term implications for
PS workforce planning and provision of digital services
Prior to lockdowns, 11% of the PS had upwards of 60% of their staff working
remotely, compared with 17% across all sectors

During the pandemic, the WFH numbers had grown to 45%, compared with
32% across all sectors. Large PS employers saw the biggest increase where
60% of the PS had upwards of 60% of their staff working remotely

Post pandemic, these numbers are expected to come back to 31%, but this
is still high compared to 26% across all sectors. This will be a 20% increase
compared to pre-pandemic numbers working remotely.
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Cyber security is a priority
Rapid and significant changes to the PS business environment
has necessitated a more sophisticated cyber security response.
Three significant issues have concurrently impacted the PS: (1) The
public sector has rapidly embraced WFH and cyber security has had
to keep up with a much more complex working environment. (2) New
government services have had to be rolled out to support the
community during the crisis (3) There has been an increase in the
activity of cyber criminals.
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95%

of PS departments and agencies agree that cybersecurity must
be strengthened because the crisis represents an opportunity
for hackers

64%

of PS departments and agencies have made investments to
protect against new cybersecurity risks
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Recommendations in the Revive phase:
Review what has worked and what has not

PS managers should give careful consideration about how to
lock-in the success achieved through Working From Home
(WFH) initiatives. There has been a massive realignment for the PS
workforce, and the amount of change relative to other sectors,
needs to be recognized. However, there are still many unanswered
questions about how WFH can operate effectively beyond the
pandemic, particularly since WFH is anticipated to remain higher
than other in sectors post-pandemic.
During the pandemic, LOB managers have learned a lot about
the importance of supporting enterprise digital initiatives. IT
managers need to quickly consider concrete ways of locking-in this
support. Otherwise, interest may wane as LOB managers grapple
with the many post-pandemic challenges.

Cyber security will require increased attention as conditions
remain favorable for hackers.
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Coming out of the pandemic, citizens will continue to embrace
digital services. PS managers will need to focus significant
attention on a two-pronged strategy that delivers to customers,
while not sacrificing reliability and resilience of the underlying
infrastructure.
Departments and agencies should revisit their business
processes to identify where they can be remodelled and where
they can be automated, to improve them.
Departments and agencies should review their existing
business processes and evaluate if they are still fit for purpose
for a post-COVID world. It is important to document these
business processes and look for ways to automate them, to drive
greater efficiency, effectiveness and resilience.

Renew

Stage Three
Resetting digital strategy for
the post-pandemic world
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PS recovery from the pandemic will
place additional pressure on the
need for digital capability
The PS anticipates a quick rebound of business activity
throughout 2020. Digital capability will be an important enabler for
the PS during this period. This rate of increase will level out in 2021
to equal the private sector growth rate. Then, from 2022 and beyond,
the private sector will significantly outgrow the public sector.
Anticipate a moderate or significant increase in business
activity post-pandemic:
2020 Q3

Public Sector 27%

All sectors 17%

2020 Q4

Public Sector 27%

All sectors 22%

2021 H1

Public Sector 25%

All sectors 25%

2021 H2

Public Sector 39%

All sectors 38%

2022+

Public Sector 56%

All sectors 65%
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Transformation will be a
key business priority for
LOB managers
LOB managers have a clear understanding that the business of
government will need to look different in a post-pandemic world.
Business models need to be reviewed, drawing on the lessons of the
pandemic as the sector charts a path forward
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67%

of LOB managers ranked changing business and operating
models in their top three business priorities. 23% ranked it as
the number 1 priority.

50%

of LOB managers ranked converting their offerings to digital or
part-digital in their top three business priorities. 27% ranked it
as the number 1 priority

Survive

Revive

Stage One

Stage Two

Renew

Stage Three

Balancing the need for change,
there will be a renewed focus on
getting the basics right
The experience gained from the pandemic underlines the need to get the basics
right. There is a clear need for investment in core infrastructure that supports and
facilitates digital initiatives.

78%

of PS managers
anticipate a significant
investment in cloud
infrastructure and
platforms (45%
significant increase, 33%
slight increase)
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(36% significant
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72%

of PS managers
anticipate a significant
investment in
cybersecurity and
privacy technologies
(36% significant
increase, 36% slight
increase)

67%

of PS managers
anticipate a significant
investment in service
management platforms
(39% significant
increase, 28% slight
increase)
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Recommendations in the Renew phase:
Digitalize offerings to meet changing consumption

PS managers need to prepare for an increased requirement for
government services throughout 2020 and 2021, at a rate that
equals or outpaces the private sector. Government services
typically come into focus during the recovery phase of a national
emergency, and this is also borne out clearly in the survey results.
Preparations must be made for a different PS business
landscape coming out of the pandemic. LOB managers are
looking closely at the need for changing business and operating
models.
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Digital initiatives are clearly part of a changing business landscape.
IT managers who may have been frustrated in the past by the lack of
progress with digital initiatives, will need to prepare for increased interest
in digital enablement in selected parts of the business.
IT managers will need to take care in how they provide
enabling infrastructure to support change initiatives, as
investments in key infrastructure will need to be undertaken
against a broader backdrop of financial constraint. Top
investment priorities will be cloud, mobility, cyber security, and
service management platforms.

Thrive

Stage Four
Accelerating transformation
with digital technologies
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A bullish PS focus on digital transformation
will gather pace in the outyears
All sectors reported a growing focus on the need for digital
transformation, with the PS outpacing all sectors in the near
term. There is also a growing bullishness, among LOB managers. LOB
managers will lag behind their IT counterparts in the early years but will
increase their enthusiasm for change over time.
Resumption or acceleration of digital transformation
post pandemic:
2020 H2

Public Sector 44% (LOB 33%)

All sectors 38% (LOB 32%)

2021

Public Sector 61% (LOB 50%)

All sectors 44% (LOB 44%)

2022+

Public Sector 80% (LOB 87%)

All sectors 84% (LOB 84%)
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A number of key constraints
may hinder the development
of transformation initiatives
The drive for transformation must be tempered by hard
business realities. These may hinder the development of
transformation initiatives:

95%
39%
36%
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of PS managers rated the lack of funding and budget pressures
as the top constraint that may hinder digital initiatives.
(All sectors 50%)
of PS managers rated internal organizational structure/siloed
behaviours/poor collaboration as key constraints
(All sectors 36%)
of PS managers rated compliance with new workplace
requirements and legislation as a key constraint
(All sectors 38%)
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Data driven policy will provide a key
foundation for PS transformation
Data driven policy has long been a stated PS objective, but often the
reality has fallen short. However, during the pandemic, data and
analytics have proved their value. There is a clear view about the need
to give more attention to underlying data architectures, in order to
leverage data in more innovative ways.

97%

of PS managers agreed that increased investment in modernizing
data architecture will accelerate recovery
(59% agree, 38% slightly agree)

89%

of PS managers agreed that increased investment in creating a
business-ready analytics foundation will accelerate recovery
(44% agree, 45% slightly agree)

91%

of PS managers agreed that increased investment in
operationalizing AI throughout the business will accelerate recovery
(48% agree, 42% slightly agree)
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The selection of a good IT
provider is key to driving
better outcomes
Long gone are the days when all IT was delivered inhouse. The
selection of a good IT provider is an important consideration in
delivering future digital initiatives.

45%
38%
38%
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of PS managers rated specific functionality expertise as the top
consideration for selecting an IT provider.
(All sectors 43%)
of PS managers rated innovative technology as a
key consideration
(All sectors 44%)
of PS managers rated vertical industry expertise as
a key consideration
(All sectors 38%)
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Recommendations in the Thrive phase:
Prioritizing initiatives with strong leadership
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Prepare for a growing appetite for digital transformation,
especially in the outyears. LOB managers will become
particularly strong advocates in the outyears.

Consider three key attributes among the selection criteria
when looking for a future vendor partner: specific functionality
expertise, innovative technology, and vertical industry
expertise.

Prepare to deal with ongoing constraints that will need to be
factored into the PS change agenda. Budgets and the lack of
funding will be a key challenge as governments deal with the
financial challenges coming out of the pandemic. Organizational
structures and siloed behavior will still be with us in the post-COVID
landscape and will be a handbrake on the drive for change.

Look to choose providers that have proven expertise in this
sector. Providers need to understand the practical
considerations that legacy government systems bring to any
change initiative.
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The better use of data and analytics have been a
longstanding part of the PS strategic landscape, but it has
come into much sharper focus during the pandemic. PS
managers will need to anticipate a stronger push for data and
analytics, particularly for government policy development and
delivery. Artificial Intelligence will need to be a key part of the
investment mix.
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Summary

About
IBM

OMDIA

IBM is a leading cloud and cognitive solutions company, and the largest
technology and consulting employer in the world.

Omdia is a global technology research powerhouse, established following the
merger of the research division of Informa Tech (Ovum, Heavy Reading, and
Tractica) and the acquired IHS Markit technology research portfolio*.

Trusted by thousands of enterprises across 20 industries, IBM Cloud provides
the essential tools clients need to get all the benefits of cloud, but with control
and flexibility. Companies can build mission-critical applications once and run
them on all leading public clouds or private clouds with IBM’s next-generation
hybrid multicloud platform, built on Red Hat technologies. With Watson, the AI
platform for business, powered by data, we are building industry-based solutions
to real-world problems.
Capture the true value of cloud and AI for your business –
www.ibm.com/uk-en/cloud

We combine the expertise of more than 400 analysts across the entire technology
spectrum, covering 150 markets. We publish over 3,000 research reports annually,
reaching more than 14,000 subscribers, and cover thousands of technology,
media, and telecommunications companies.
Our exhaustive intelligence and deep technology expertise enable us to uncover
actionable insights that help our customers connect the dots in today’s constantly
evolving technology environment and empower them to improve their businesses
– today and tomorrow.
* The majority of IHS Markit technology research products and solutions were acquired by Informa in August 2019 and are now part of Omdia.
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Omdia
The Omdia team of 400+ analysts and consultants are located
across the globe
Americas

Argentina
Brazil
Canada
United States

Asia-Pacific
Australia
China
India
Japan
Malaysia
Singapore
South Korea
Taiwan

Europe, Middle East, Africa

Denmark
France
Germany
Italy
Kenya
Netherlands
South Africa
Spain

Sweden
United Arab
Emirates
United Kingdom

Omdia

Email
Email
Website
Twitter
Linkedin

insights@omdia.com
consulting@omdia.com
omdia.com
OmdiaHQ
Omdia

