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Top 3 takeaways: 
 

With Covid-related restrictions 
tightening again, our 6th Tech Leaders 
hangout brought professional services 
innovation leaders together for a much-
needed discussion on how they plan to 
use technology to help staff and clients 
work and collaborate over the next six 
months. And no one understands how 
critical technology is to remote working 
more than our sponsor, Pulsant.  
Offering co-location and cloud 
infrastructure services, their focus is 
squarely on connectivity underpinned by 
security.
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Firms are currently focused on ensuring that 
their people have sufficient training to use 
all the functionalities of the technology that 
enables remote working and collaboration.

Firms are keen to get back to personal client 
interactions. In the meantime, they are 
looking for creative ways to recreate the 
richness of in-person engagements through 
the video medium.

With the possibility that once people 
start returning to the office, it will only 
be for around 50% of their working time 
(and mostly for collaborative activities), 
organisations would do well to consider the 
benefits of cloud collaboration.  

ANDY BEVAN, 
CLOUD SALES 

SPECIALIST
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We started out by looking at how firms 
are using technology to support their 
people through the next six, extremely 
critical, months. The session revealed 
that rather than implementing new 
technology, at this point in the remote 
working journey they were concerned 
with making sure that their people 
could actually use the existing 
technology to its fullest. 
 
Herbert Smith Freehills moved to 
remote working “almost overnight” just 
through a change in behaviour towards 
using existing technology, according to 
Scott Mackintosh, the law firm’s Head of 
Executive Office & Operations. HSF’s 
digital workplace program centres 
around Office 365 and its collaboration 
tools such as Teams. “Tech can play a 
role in improving people’s understanding 
of those capabilities, and how and when 
to use them,” he said.

It’s a similar story at Capgemini, where 
Vasan Srinivasan is Delivery Director. “We’ll 
be just going into the next level of what we 
need in terms of the bandwidth to continue 
enabling remote working,” he said. “We are 
able to work - we have done more work 
this year than last year, bizarrely. We’ve got 
all the technology that we need and are 
focusing on digital champions - how to 
get that education up.” 

Catriona Wolfenden is Partner and 
Innovation Manager at Weightmans, 
which, like most firms, has moved to 
platforms such as Zoom and Teams to 
support collaboration. “Probably one of 
the biggest things we’ve learned 
through this pandemic is how we train 
people and teach them to use all of this 
tech,” she said. Training culture has 
shifted decidedly toward the quick and 
pragmatic: “Historically we would have 
some grand rollout program. This time, 
we gave Zoom to people with a short 
email and said, ‘this is how you use it’.” 

When it comes to supporting people 
through the use of technology, The IT 
team play a critical role in handling users’ 
experiences and emotions when using IT 
services. “User experience drives adoption,” 
said Scott, “Our IT teams invest a lot of 
effort embracing the users and trying to 
get under the skin of what it is they’re 
looking for from these new capabilities.”. 

Similarly, Capgemini’s IT team don’t just 
provide a solution and leave it at that. 
“We have a service wrapper around each 
of those just like we would do for a 
customer. So, user experience is taken 
into consideration when we roll out new 
technology; there’s lots of training 
material that comes with it,” said Vasan. 
And the support function keeps tabs: “If 
dropouts are happening often in teams, 
the tech team will follow up immediately.” 
There is also scope for collaboration with 
other functions. “We get HR support as 
well – so from a mental well-being point 
of view, there’s weekly quizzes,” said 
Vasan. So, who is responsible for allaying 
peoples’ concerns and emotions around 
using technology – IT or HR? “Leadership 
and management do require cross-team 
collaboration to be able to do it in a way 
that people appreciate. As they’ve gotten 
more familiar with the tech, people want 
to know its full functionality. Our IT 
teams are happy to help with testing,” 
said Catriona. 

An interesting discussion arose out of a 
fascinating talk given by Antony 
Slumbers, Director at Estates Today, on 
reimagining the office that people want 
to come back to. Could the office be 
repositioned as a place to come for 
training, meet teammates, and 
collaborate? Catriona said that her return 
to the office will likely fall along these 
lines: “I’ll be doing the ‘work-work’ out of 
the office but use the office space in a 
more collaborative way. And when we 
polled the attendees on the question 
‘When your firm is back at work, what 
proportion of staff time on average will 
be spent in the office?’, over half selected 
‘approximately 50%’. Clearly, with it 
looking like people will be spending 
equal amounts of time at home and at 
the office – and with the office being 
primarily used for collaborative activities 
– the case for cloud collaboration 
becomes compelling. And for large 
organisations, that would be bespoke 
cloud collaboration services that allow 
for customisation. This is where Pulsant 
excels; deploying and managing a cloud 
platform that securely delivers the 
benefits of managed cloud. Pulsant uses 
the best of traditional and hybrid 
managed cloud services delivered as an 
agile, responsive platform.
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Poll results:

PROFESSIONALS  
WHO ATTENDED  
THE SESSION

        Which of the following areas 
of  collaborative technology 
would most benefit your 
business, while staff are 
working from home?

60% 
Resource 
management

20% Planning

16% Reporting

4% Forecasting

0% Managing pricing and overheads

0% Budgeting

32%
Moved to cloud 
telephony attached 
to a solution like 
Teams

32%
Diverted all calls  
to people’s mobiles 
and/or home 
phones

How have you been 
handling phone calls for 
people working remotely 
during the pandemic? 

16%  Softphone service already in 
place before lockdown

12%  Don’t know

4%  Used/expanded existing cloud 
telephony solutions

4%  Bought a new softphone 
solution to solve the problem

CONNECTIVITY 
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Supporting clients
We next turned to how tech is being 
used to support clients. Are the 
services that firms are delivering, 
particularly around their IT team, able 
to engage with users and clients 
across hundreds of virtual workplaces? 

The consensus amongst the panel was 
that one driver was definitely the clients 
themselves wanting to collaborate and 
be more innovative. Weightman’s clients, 
for example, want more access to things 
such as dashboards – which Catriona 
sees as a reflection of them working 
flexibly and collaboratively. “Internally, 
people who have never historically 
engaged with the innovation team are 
suddenly starting to see how it can 
benefit their clients, who are in turn 
asking them for that,” she said. Vasan has 
similarly seen Capgemini’s clients starting 
to explore different ways of working: 
“They are saying, ‘previously we would 
have asked for five people to come on 
site - now that we are remotely able to 
manage it, we can do that work with 
fewer people’”. The firm is also busy 
investing in tech to enhance collaboration 
with clients. “We are looking at things like 
whiteboards with camera fittings for a 
collaborative environment. If two people 
are standing around a whiteboard in one 
Capgemini building and other people are 
dialling in from the client - how do you 
make that whiteboard environment 
work?” said Vasan.

The twin concepts of ‘always on’ and 
‘virtual’ have allowed HSF to really start 
leveraging their cloud-first strategy in 
being able to service clients 24/7, said 
Scott. “We have our teams on common 
infrastructure in the cloud.” However, he 
pointed out that there are still “shackles” 
as to where data resides. “There is still a 
tendency for clients to want to keep that 
close to their chest and within the offices 
and that causes barriers to collaboration 
because the ability to access and work 
across data sets held physically within 
client offices is more difficult than if 
they’ve embraced cloud technology,” he 
said. He noted that much of the 
resistance is based on misperceptions 
about security and access.  

These are misperceptions with which 
Pulsant is all too familiar: the reality of 
cloud tech is quite different. Their 
managed security solutions are 
supported by relationships with leading 
security vendors, designed specifically to 
protect business-critical data. Firms can 
also be assured that their business 
continuity is in good hands with solutions 
such as disaster recovery, backup, and 
site recovery. 
 
Andy Bevan, Cloud Sales Specialist at 
Pulsant, then asked the panel whether 
they were thinking of taking measures to 
encourage the return of clients back to 
face-to-face interaction – or whether 
there was a reluctance. Scott responded 
by saying that he hadn’t seen a reluctance 
at HSF - quite the opposite. “There’s real 
desire to get back to face to face 
interaction with clients because of the 
richness of those engagements. The 
current challenge is trying to recreate 
that richness through a two-dimensional 
medium.” He said, explaining how HSF 
ran training courses on amplifying 
yourself over a screen to generate the 
enhanced engagement of personal 
interaction. To enable such interactions, 
secure and reliable connections are also 
a must. Pulsant’s managed networking 
and hybrid cloud design and delivery 
services connect businesses internally, 
while supporting every element of the 
network to enable these connections.

It was a wide-ranging session. The 
uncharted territory of remote working is 
starting to take a definable shape with 
firms looking seriously at what the ‘big 
return to the office’ will look like. Definitely 
the concern of the moment when it 
comes to tech is ensuring that people are 
fully trained and supported. Such support 
and training form a core part of Pulsant’s 
approach. Self-serve information is readily 
available: their online Knowledge Hub 
offers resources ranging from case studies 
through to e-books and handbooks. And 
most importantly, they collaborate closely 
with customers right from the initial 
engagement; providing ongoing 
assistance to ensure that the benefits of 
cloud technology are fully realised. 
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Poll results:
Which digital tools do 
you think are most 
effective in helping 
your firm collaborate 
remotely with clients? 

48%  
Microsoft Teams

30%  Video comms like Zoom, WebEx

19%  Dedicated collaboration 
technologies

4%  Cloud-based storage like Dropbox, 
Google Drive

0%  Project management tools

0%  Other

Now that we have experienced 
WFH for some time, when it’s 
finally relaxed more fully, what 
proportion of your staff’s time 
on average will be spent in the 
office in the longer term?

22%  Under 75%  

Office working 

33%  Under 25%  

Office working 

7%  75% Office working

4%  Minimal to 0%  

Office working

0%  Near 100% Full levels  

of office working 

56%
50% split 
- Home/Office
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Pulsant is one of the UK’s leading providers of regional data 
centre services, colocation, workplace recovery and managed 
cloud, with a core focus on security, resilience and connectivity.

Established in 1995, we currently serve more than 3,000 mid to large 
size organisations across a variety of industries in both the private and 
public sector and operate an interconnected fabric across our network 
of UK-based data centres to ensure customers have access to secure, 
high performance connectivity.  

We work closely with customers to deliver end-to-end IT solutions that 
address specific needs and have three regional centres of excellence 
focusing on networking, security and customer support.
 

Contact us today to find out more at  
www.pulsant.com  or 0345 119 9900. 
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ALTERNATIVE HANGOUTS
 →  a new digital community space for the 
professional services sector to socialise, learn, 
network and interact. 

View the schedule for our Alternative 
Hangouts at www.alterantivehangouts.com  

ALTERNATIVE INSIGHTS 
 →  The home of professional services 
knowledge, insights and innovation 
Accountancy | In-House Legal | Law Firms 
| Management Consultancy | Real Estate & 
Property 

www.alternativeinsights.co.uk   

JOIN THE CONVERSATION  
ON SOCIAL MEDIA

  
www.alternativeinsights.co.uk 
www.alternativeevents.co.uk

UPCOMING ALTERNATIVE EVENTS

In partnership with Pulsant
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