
� � � � � � � � � 	 
 � � � 
 � � � � � � 
 � � � � � � �
� � � � � � � � � � � 
 �

� � � � � � � � � � � � � � � � � � � � � � � � �

	 � � � � � � � � � � 
 � 
 � � �  
� ! � � � � � � � � � � � � � � 
 � 
 " # $ �



%� �� � � � � 
 
 � 
 � � �
� �  � � � � 
 � � � �  � 
 � 
 � � � �
� � � �  � � � � � � � � � � � � 
 
 � �
� � 
 � � � � � � � � � � � � � 
 
 � � � � �
�  � � ! � � � � � � � � � �&� � 






Sundhed.dk in Denmark 
empowers patients by 
giving them access to

integrated health services 
on-line

Prevents 900,000
consultations with GPs per
year. Moving prescription

services online alone saves
€12 million a year
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Base: circa 2,000 interviews per wave until January 2010, c.1,000 thereafter

Which of these, if any, do you personally use?

Internet usage anywhere 71%

Source: Ipsos MORI Technology Tracker 

Broadband at home

64%
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Source MORI Benchmarking Network 

Contacting the Council in the Future – 2002 projection 
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Base: All residents who have contacted their council, Ipsos MORI face-to-face benchmarking data 

Q How was your last contact with the council made?

Source: Ipsos MORI 

Telephone

Face-to-face

Email/webWritten
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Too expensive/ 
don’t have skills

Plan to get 
the Internet

Other 
reasons

No interest 
or need

42%

30%

10%

18%

Core resistors (23%)

� No intention of getting the Internet

� Do not use the Internet anywhere

� Are not willing to pay anything for it

� Not interested in any options 
designed to make it easier/cheaper

� No proxy access via friends or 
family

� Older (65+), retired, ‘DEs’

Base: 1,800 British adults, February – April 2009 Source: Ipsos MORI/Ofcom Accessing the Internet at Home Survey
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For each of the following types of organisation, please tell me whether you would 
prefer to deal with them face-to-face, on the telephone, online, or in some other 
way?

Source: Ipsos MORI/Vertex Base: 1,013 British adults, 21st-23rd August 2009 



Satisfaction 
with service

30%

Delivery

18%

16%

Information

12
%

Staff attitude

24%

Timeliness

Professionalism

Drivers
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This model explains 67% of the variation in 
satisfaction

Main elements

The final outcome
The way the service kept its promises
The way the service handled any problems

Competent staff
Being treated fairly

Accuracy
Comprehensiveness
Being kept informed about progress

Polite and friendly staff
How sympathetic staff were to your needs

Initial wait
How long it takes overall
Number of times had to contact the service

Ipsos MORI research for UK Cabinet Office
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33%

38%

16%

5%
7%
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Strongly agree

Don’t know

Tend to disagree

Tend to agree

Strongly disagree

I do not trust the government to maintain my privacy if it collects personal 
details about me

Base: 2,019 British adults, 9 May-5 June 2008 Source: Ipsos MORI Real Trends 



17%

45%

19%

8%

10%
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Strongly agree

Don’t know

Tend to disagree

Tend to agree

Strongly disagree

Public services should share the information they hold on individuals with each 
other so that they can get a quicker, more personalised and more efficient 
service

Base: 2,019 British adults, 9 May-5 June 2008 Source: Ipsos MORI Real Trends 



81%

76%

75%

72%

72%

70%

67%

66%

51%

10%

40%

14%

25%

16%

22%

24%

22%

12%

2%

32%

Prepared to do Have done in last 6 months

� � � � � � � � � � � � � � � � � 
 � � �  � � � 
 � � � � � � � � � ( �

Think about public services, which, if any, of the following would you be prepared 
to do online? And which have you actually done online in the last 6 months?

Base: 1,002 British adults aged 16+, 13-19 May 2010 

Find details of local doctors and dentists

Get information about local schools

Find out what public services are spending 
their money on

Register to vote

Apply for a driving licence or passport

Pay your council tax bill or a parking fine

Renew a library book

Make a complaint

Report a crime

None of these
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“Social Media is like teen sex. 
Everybody wants to do it. Nobody 

knows how. When finally done there is 
surprise it is not better." 

Avinash Kausik

Google
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� 11,700+ “fans”

� 2-way comms, 
feedback & 
consultation, 
Q&As

� Used to update 
people early in 
the morning 
about school 
closures during 
the freeze

� No mention of the Council?

� Do people wanting to be friends/fans of or follow the council?
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� 3,200+ “followers”

� used software to 
ascertain who 
were the most 
influential 
Twitterers in the 
local area and 
then followed

� enquiries from the 
individuals, 
chatter, people 
followed back

� Widespread 
media coverage 
of the council live-
tweeting results of 
a by-election 
helped spread the 
word

� Tweets press releases and events automatically

� Tweets have a personal and engaging tone and at times light-
hearted content (such as pictures of bunnies and baby ducks 
outside the civic offices!)



Source: Ipsos MORI Technology Tracker 

33% visited social networking sites 
via PC / laptop in the past 12 months
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33%

33%

59%

56%

40%

27%

16%

6%

Male

Female

16-24

25-34

35-44

45-54

55-64

65+

Base: 1,018 GB adults aged 16+, 22 January 2010 – 28 January 2010

40%

38%

29%

24%

40%

48%

33%

10%

AB

C1

C2

DE

Degree

A Level

GCSE

No formal ed
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Use the Internet to contribute to a 
blog or post messages on a 

bulletin board

Every now and then
Never

Most daysEveryday
Once a month or less Only on special occasions

63%
6%

6%

15%

3%
6%

Use social networking sites on the 
Internet (such as Facebook, MySpace 

or Bebo)

65%
5%

11%

9%
6%

2%

How often, if ever, do you do each of the following?

Base: 2,019 British adults, 9 May-5 June 2008 Source: Ipsos MORI Real Trends 



“ We need to " let go" , to cede 
control to consumers, to be in 
touch.”

A.G. Lafley, Chairman and CEO, 
P&G
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� Users visiting sites can not be assumed are actually 
collaborating and engaging with the content writer and 
technology 

� Need autonomy for the staff doing it – ability to make changes 
fast – eg Southwark!!!!

� Don’t expect to engage everyone

� These techniques require a fundamental shift from comms 
practice

– Cede control to participants – real conversation – may be uncomfortable

– Build slowly

– Senior politicians/managers need to be more involved in the process –
and relaxed about it

� It all feels a bit scary!



Ultimately IT can 
be lipstick on a pig



17%
18%

20%

14%
15%

19%
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Overall Excellent Good Fair Weak Poor

% strongly agree that my pay is fair

Base: All respondents (1000). Fieldwork: 12th – 27th May 2005



31%
28% 29%

35%

26%

34%

� � � �  � � � � 	 � � � � � � � � ) � � � � ) ! � � � � 6

Overall Excellent Good Fair Weak Poor

% strongly agree there is too much bureaucracy

Base: All respondents (1000). Fieldwork: 12th – 27th May 2005



77%
82%

62%

52%

47%

81%

51%

57%

74%

54%

49%

57%

46%
46%

53%
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Friendliness of 
colleagues

Interesting work

Working hours

Base: 1000 staff interviewed by phone - July/August 2003

% very satisfied with job factors

Excellent Good Weak PoorFair



So what is different 
in the most 
effective??



62%
47%

42%

44%

22%

45%

42%

25%

32%

39%

27%

61%

46%
34%

59%
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Input into job plans

Opportunity to 
show initiative

Feedback on your 
performance

Base: 1000 staff interviewed by phone - July/August 2003

% very satisfied with job factors

Excellent Good Weak PoorFair



In conclusion….



The future?
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