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To better understand how well current communications capabilities are
supporting healthcare, higher education and government organisations, the
8x8 Industry Insights research team conducted an online survey in
November 2021. It received responses from 456 public sector professionals
who shared their insights regarding how well current communication
systems are empowering them to deliver excellent customer service.

This report provides the results and insights from the 190 healthcare
professionals that responded. It's broken down into five areas:

1. The pandemic's impact on digital transformations
2. An assessment of current communication systems
3. The challenge of balancing the generational divide
4. Requirements to modernise communications
5. Taking Microsoft Teams from good to great

There is a clear goal for all healthcare organisations - continued
enhancement of the staff and patient experiences. To deliver that outcome,
healthcare professionals recognise it takes the commitment and
participation of everyone in the organisation.

Key Findings:

80% believe everyone in the organisation is
responsible for the customer experience

63% have multiple comms applications

49% have more communication applications now
than pre pandemic

54% indicate current communication systems make
it easy for them to provide an excellent experience

33% believe current systems support Gen Z’s
preferred communication channels. It’s 71% for
Boomers

89% have deployed Microsoft Teams -primarily for
internal collaboration

87% use email daily



To what extent do you agree with the following statement? In today’s market
everyone in the organisation is responsible for the customer experience.

80% of respondents agree
that everyone in the
organisation is
responsible for the patient
experience.
Read on to hear more from healthcare professionals as they share insights
about how communication systems need to evolve so that everyone in the
organisation can effectively participate in delivering patient experiences that
align with the wide range of expectations. This point is a key finding of the
research - there is a generational divide that is not being effectively
addressed by current communication systems. This type of challenge is
new given the accelerating rate of technological change. Organisations need
to rethink their approach to communications technology to ensure the right
capabilities are in place today but also extensible to what's needed in the
future.

We hope this 8x8 Industry Insights research is informative and useful as you
set a course that continues to enhance patient care and staff experiences.
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Which of the following best describes your current communications
applications compared to the pre-pandemic (i.e., COVID-19) period?

49% of healthcare
respondents indicated
their organisations have
more communications
applications today versus
pre-pandemic (COVID-19)



54% of healthcare
organisations have
accelerated their digital
transformation plans due
to the pandemic
21% had to put their plans
on hold to address the
pandemic

How has COVID-19 impacted your organisation's plans for digital
transformation?



What are the main drivers of the digital transformation at your organisation?
Select all that apply.

Delivering better patient
(58%) and staff (53%)
experiences are the
primary drivers of digital
transformations for
healthcare organisations



To what extent have each of the following categories changed in priority
since the onset of COVID-19?

since the onset of COVID-19?

70% of healthcare
organisations increased
the prioritisation of
modernising
communications to
enable remote working
capabilities
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Which of the following best describes your organisation’s current
communication system?

63% of healthcare
professionals indicated
their current
communications systems
are still a mix of different
applications.



Which of the following best describes your current communications
applications compared to the pre-pandemic (i.e., COVID-19) period?

49% of healthcare
organisations have more
communication
applications today than
they had before the
pandemic.



How satisfied are you with the following capabilities of your current
communication system when it comes to their impact on improving
patients' experience? Top 2

For the most part,
healthcare professionals
are satisfied with the
capabilities of the current
communications system.
But...



The current communications applications and system make it easy for me
to provide an excellent experience:

...only 54% indicate the current communication system
makes it easy to provide an excellent experience...

The current communications applications and system decreases wait
times:

...and only 37% indicate the current communication
system decreases wait times.



How important are each of the following capabilities of your current
communication system to your ability to deliver a good patient experience?
(Top 2: somewhat important and extremely important)

Email and business
phone are considered the
most important
communication channels
for providing a good
patient experience.



Email and business
phone are the
communication channels
most used by healthcare
professionals.
Digital channels SMS,
instant messaging and
Chat apps being used
daily by 60%+.

How frequently do you use the following parts of your communication
system?
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In your opinion, which of the following best describes how different age
groups of patients feel about your current communication system?

Only 33% believe current
communication systems
support Gen Z
preferences. That climbs
to 71% for Boomers.



57% indicate Chat apps
(like WhatsApp) are the
preferred communication
channel for Gen Z; only
4% for Boomers.
Conversely, 78% indicate
the phone as the preferred
channel for Boomers; only
20% for Gen Z.

Now please consider the different age groups of patients you serve. Based
on your experience, what are the preferred communication channels most
patients in the following age groups would prefer to use when interacting
with your organisation?
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How important are each of the following capabilities of your current
communication system to your ability to deliver a good patient experience?
(Top 2: Very Important and Extremely Important)

Email and business
phone considered most
important for delivering a
good patient experience.



Healthcare professionals
indicated that overall, the
phone is the preferred
communication channel
for patients. But...

Based on your experience, what are the preferred communication channels
most patients would prefer to use when interacting with your organisation?
(pick 2)



...to evolve current
communication systems,
Healthcare professionals
want to enable
organisation-wide
collaboration with an
inclusive
communications platform
that is easy to
implement.

If you could update the current communications system in a way that would
improve your ability to enhance the patient experience, how would you rate
the importance of each of the following attributes? (Top 2: Very Important
and Extremely Important)
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Does your organisation use Microsoft Teams for internal communication?

89% of healthcare
organisations have
deployed Microsoft
Teams.



Microsoft Teams is
primarily used for
internal collaboration
through video meetings
and messaging.

How is Microsoft Teams used in your organisation today? Select all that
apply.



Additional resources:
OpenTalk Episode 1: Using Microsoft Teams in the Contact Centre

OpenTalk Episode 3: What is Direct Routing for Microsoft Teams

Solution Overview for healthcare providers

Learn more about extending Microsoft Teams capabilities

Visit us at 8x8.com to learn more.

https://www.8x8.com/solutions/uk-health-and-care
https://www.8x8.com/solutions/uk-public-sector/opentalk
https://www.8x8.com/solutions/uk-public-sector/opentalk
https://www.8x8.com/solutions/uk-health-and-care?asset=h1n4ff3j12sdm2m6uvrijjvs6p
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Get additional insights
from this research.
Articles:

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 1

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 2

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 3

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 4

Visit 8x8.com

https://www.8x8.com/blog/public-sector-challenge-part-1
https://www.8x8.com/blog/public-sector-challenge-part-1
https://www.8x8.com/blog/balancing-the-generational-divide-part-2
https://www.8x8.com/blog/balancing-the-generational-divide-part-2
https://www.8x8.com/blog/balancing-the-generational-divide-part-three
https://www.8x8.com/blog/balancing-the-generational-divide-part-three
https://www.8x8.com/blog/balancing-the-generational-divide-part-four
https://www.8x8.com/blog/balancing-the-generational-divide-part-four
https://www.8x8.com/solutions/uk-health-and-care
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To better understand how well current communications capabilities are
supporting healthcare, higher education and government organisations, the
8x8 Industry Insights research team conducted an online survey in
November 2021. It received responses from 456 public sector professionals
who shared their insights regarding how well current communication
systems are empowering them to deliver excellent customer service.

This report provides the results and insights from the 107 government
professionals that responded. It's broken down into five areas:

1. The pandemic's impact on digital transformations
2. An assessment of current communication systems
3. The challenge of balancing the generational divide
4. Requirements to modernise communications
5. Taking Microsoft Teams from good to great

There is a clear goal for all government organisations - continued
enhancement of the staff and citizen experiences. To deliver that outcome,
government professionals recognise it takes the commitment and
participation of everyone in the organisation.

Key Findings:

91% believe everyone in the organisation is
responsible for the customer experience

60% have multiple comms applications

58% have more communication applications now
than pre pandemic

55% indicate current communication systems make
it easy for them to provide an excellent experience

41% believe current systems support Gen Z’s
preferred communication channels. It’s 71% for
Boomers

98% have deployed Microsoft Teams -primarily for
internal collaboration

98% use email daily



To what extent do you agree with the following statement? In today’s market
everyone in the organisation is responsible for the customer experience.

91% of respondents agree
that everyone in the
organisation is
responsible for the citizen
experience.
Read on to hear more from government professionals as they share insights
about how communication systems need to evolve so that everyone in the
organisation can effectively participate in delivering experiences that align
with the wide range of expectations. This point is a key finding of the
research - there is a generational divide that is not being effectively
addressed by current communication systems. This type of challenge is
new given the accelerating rate of technological change. Organisations need
to rethink their approach to communications technology to ensure the right
capabilities are in place today but also extensible to what's needed in the
future.

We hope this 8x8 Industry Insights research is informative and useful as you
set a course that continues to enhance citizen and staff experiences.



Click here or press enter for the accessibility optimised version

The Pandemic's
Impact on Digital
Transformations

https://8x8.turtl.co/?accessible
https://www.8x8.com/


Which of the following best describes your current communications
applications compared to the pre-pandemic (i.e., COVID-19) period?

58% of government
respondents indicated
their organisations have
more communications
applications today versus
pre-pandemic (COVID-19)



64% of government
organisations have
accelerated their digital
transformation plans due
to the pandemic
12% had to put their plans
on hold to address the
pandemic

How has COVID-19 impacted your organisation's plans for digital
transformation?



What are the main drivers of the digital transformation at your organisation?
Select all that apply.

Enabling remote work,
(73%), delivering better
citizen (62%) and staff
(58%) experiences are the
primary drivers of digital
transformations for
government
organisations



To what extent have each of the following categories changed in priority
since the onset of COVID-19?

Government
organisations increased
the prioritisation of
connectivity (82%) and
modernising
communications (82%) to
enable remote working
capabilities (87%)
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Which of the following best describes your organisation’s current
communication system?

60% of government
professionals indicated
their current
communications systems
are still a mix of different
applications.



Which of the following best describes your current communications
applications compared to the pre-pandemic (i.e., COVID-19) period?

58% of healthcare
organisations have more
communication
applications today than
they had before the
pandemic.



How satisfied are you with the following capabilities of your current
communication system when it comes to their impact on improving
patients' experience? Top 2

For the most part,
government professionals
are satisfied with the
capabilities of the current
communications system.
But...



The current communications applications and system make it easy for me
to provide an excellent experience:

...only 55% indicate the current communication system
makes it easy to provide an excellent experience...

The current communications applications and system decreases wait
times:

...and only 41% indicate the current communication
system decreases wait times.



How important are each of the following capabilities of your current
communication system to your ability to deliver a good citizen experience?
(Top 2: somewhat important and extremely important)

Email and business
phone are considered the
most important
communication channels
for providing a good
citizen experience.



Email and business
phone are the
communication channels
most used by government
professionals.
Chat is now being used
daily by 71%.

How frequently do you use the following parts of your communication
system?
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In your opinion, which of the following best describes how different age
groups of citizens feel about your current communication system?

Only 34% believe current
communication systems
support Gen Z
preferences. That climbs
to 68% for Boomers.



59% indicate Chat apps
(like WhatsApp) are the
preferred communication
channel for Gen Z; only 1%
for Boomers.
Conversely, 82% indicate
the phone as the preferred
channel for Boomers; only
21% for Gen Z.

Now please consider the different age groups of citizens you serve. Based
on your experience, what are the preferred communication channels most
citizens in the following age groups would prefer to use when interacting
with your organisation?
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How important are each of the following capabilities of your current
communication system to your ability to deliver a good citizen experience?
(Top 2: Very Important and Extremely Important)

Email and business
phone considered most
important for delivering a
good citizen experience.



Government
professionals indicated
that overall, email is the
preferred communication
channel for citizens. But...

Based on your experience, what are the preferred communication channels
most citizens would prefer to use when interacting with your organisation?
(pick 2)



...to evolve current
communication systems,
Government
professionals want to
enable organisation-wide
collaboration with an
inclusive
communications platform
that is easy to
implement.

If you could update the current communications system in a way that would
improve your ability to enhance the citizen experience, how would you rate
the importance of each of the following attributes? (Top 2: Very Important
and Extremely Important)
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Does your organisation use Microsoft Teams for internal communication?

98% of government
organisations have
deployed Microsoft
Teams.



Microsoft Teams is
primarily used for
internal collaboration
through video meetings,
calls and messaging.

How is Microsoft Teams used in your organisation today? Select all that
apply.



Additional resources:
OpenTalk Episode 1: Using Microsoft Teams in the Contact Centre

OpenTalk Episode 3: What is Direct Routing for Microsoft Teams

Solution Overview for Government

Learn more about extending Microsoft Teams capabilities

Visit us at 8x8.com to learn more.

https://www.8x8.com/solutions/uk-health-and-care
https://www.8x8.com/solutions/uk-public-sector/opentalk
https://www.8x8.com/solutions/uk-public-sector/opentalk
https://www.8x8.com/solutions/uk-local-government?asset=kuu4aj1unsg00acjktjjddd09a
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Get additional insights
from this research.
Articles:

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 1

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 2

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 3

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 4

Visit 8x8.com

https://www.8x8.com/blog/public-sector-challenge-part-1
https://www.8x8.com/blog/public-sector-challenge-part-1
https://www.8x8.com/blog/balancing-the-generational-divide-part-2
https://www.8x8.com/blog/balancing-the-generational-divide-part-2
https://www.8x8.com/blog/balancing-the-generational-divide-part-three
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To better understand how well current communications capabilities are
supporting healthcare, higher education and government organisations, the
8x8 Industry Insights research team conducted an online survey in
November 2021. It received responses from 456 public sector professionals
who shared their insights regarding how well current communication
systems are empowering them to deliver excellent customer service.

This report provides the results and insights from the 159 higher education
professionals that responded. It's broken down into five areas:

1. The pandemic's impact on digital transformations
2. An assessment of current communication systems
3. The challenge of balancing the generational divide
4. Requirements to modernise communications
5. Taking Microsoft Teams from good to great

There is a clear goal for all higher education organisations - continued
enhancement of the staff and student experiences. To deliver that outcome,
higher education professionals recognise it takes the commitment and
participation of everyone in the organisation.

Key Findings:

81% believe everyone in the organisation is
responsible for the student experience

59% have multiple comms applications

59% have more communication applications now
than pre pandemic

50% indicate current communication systems make
it easy for them to provide an excellent experience

40% believe current systems support Gen Z’s
preferred communication channels. It’s 72% for
Boomers

91% have deployed Microsoft Teams -primarily for
internal collaboration

91% use email daily



To what extent do you agree with the following statement? In today’s market
everyone in the organisation is responsible for the student experience.

81% of respondents agree
that everyone in the
organisation is
responsible for the
student experience.
Read on to hear more from higher education professionals as they share
insights about how communication systems need to evolve so that
everyone in the organisation can effectively participate in delivering
experiences that align with the wide range of expectations. This point is a
key finding of the research - there is a generational divide that is not being
effectively addressed by current communication systems. This type of
challenge is new given the accelerating rate of technological change.
Organisations need to rethink their approach to communications technology
to ensure the right capabilities are in place today but also extensible to
what's needed in the future.

We hope this 8x8 Industry Insights research is informative and useful as you
set a course that continues to enhance student and staff experiences.
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Which of the following best describes your current communications
applications compared to the pre-pandemic (i.e., COVID-19) period?

59% of higher education
respondents indicated
their organisations have
more communications
applications today versus
pre-pandemic (COVID-19)



73% of higher education
organisations have
accelerated their digital
transformation plans due
to the pandemic
10% had to put their plans
on hold to address the
pandemic

How has COVID-19 impacted your organisation's plans for digital
transformation?



What are the main drivers of the digital transformation at your organisation?
Select all that apply.

Enabling remote work,
(55%), delivering better
staff (51%) and student
(42%) experiences are the
primary drivers of digital
transformations for
higher education
organisations



To what extent have each of the following categories changed in priority
since the onset of COVID-19?

Higher education
organisations increased
the prioritisation of
connectivity (74%) and
modernising
communications (78%) to
enable remote working
capabilities (79%)
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Which of the following best describes your organisation’s current
communication system?

59% of higher education
professionals indicated
their current
communications systems
are still a mix of different
applications.



Which of the following best describes your current communications
applications compared to the pre-pandemic (i.e., COVID-19) period?

59% of higher education
organisations have more
communication
applications today than
they had before the
pandemic.



How satisfied are you with the following capabilities of your current
communication system when it comes to their impact on improving
student's experiences? Top 2

For the most part, higher
education professionals
are satisfied with the
capabilities of the current
communications system.
But...



The current communications applications and system make it easy for me
to provide an excellent experience:

...only 50% indicate the current communication system
makes it easy to provide an excellent experience...

The current communications applications and system decreases wait
times:

...and only 29% indicate the current communication
system decreases wait times.



How important are each of the following capabilities of your current
communication system to your ability to deliver a good student experience?
(Top 2: somewhat important and extremely important)

Email, video meetings
and virtual classrooms
are considered the most
important
communication channels
for providing a good
student experience.



Email and Chat apps
(WhatsApp) are the
communication channels
most used by higher
education professionals.
SMS (59%) and business
phone (59%) are being
used daily at about the
same frequency.

How frequently do you use the following parts of your communication
system?
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In your opinion, which of the following best describes how different age
groups of students and staff feel about your current communication
system? Only 49% believe current

communication systems
support Gen Z
preferences. That climbs
to 72% for Boomers.



52% indicate Chat apps
(like WhatsApp) are the
preferred communication
channel for Gen Z; only
4% for Boomers.
Conversely, 63% indicate
the phone as the preferred
channel for Boomers; only
11% for Gen Z.

Now please consider the different age groups of students you serve. Based
on your experience, what are the preferred communication channels most
students in the following age groups would prefer to use when interacting
with your organisation?
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How important are each of the following capabilities of your current
communication system to your ability to deliver a good student experience?
(Top 2: Very Important and Extremely Important)

Email, video meetings
and virtual classrooms
are considered most
important for delivering a
good student experience.



Higher education
professionals indicated
that overall, email is the
preferred communication
channel for students.
But...

Based on your experience, what are the preferred communication channels
most students would prefer to use when interacting with your organisation?
(pick 2)



...to evolve current
communication systems,
higher education
professionals want to
enable organisation-wide
collaboration with an
inclusive
communications platform
that is easy to
implement.

If you could update the current communications system in a way that would
improve your ability to enhance the student experience, how would you rate
the importance of each of the following attributes? (Top 2: Very Important
and Extremely Important)
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Does your organisation use Microsoft Teams for internal communication?

91% of higher education
organisations have
deployed Microsoft
Teams.



Microsoft Teams is
primarily used for
collaboration through
video meetings and
internal messaging.

How is Microsoft Teams used in your organisation today? Select all that
apply.



Additional resources:
OpenTalk Episode 1: Using Microsoft Teams in the Contact Centre

OpenTalk Episode 3: What is Direct Routing for Microsoft Teams

Solution Overview

Learn more about extending Microsoft Teams capabilities

Visit us at 8x8.com to learn more.

https://www.8x8.com/solutions/uk-health-and-care
https://www.8x8.com/solutions/uk-public-sector/opentalk
https://www.8x8.com/solutions/uk-public-sector/opentalk
https://www.8x8.com/solutions/higher-education?asset=8ooqffib64m5cr9pe8pc5mi9md
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Get additional insights
from this research.
Articles:

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 1

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 2

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 3

The Public Sector Communications Challenge: Balancing the Generational
Divide: Part 4
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