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Executive Summary

The on-the-go economy is one of the key developments 
set to redefine and shape the future of business, 
society and the wider economy in the coming years. It’s 
a concept that extends (via mobile connectivity) from 
flexible, contingent and remote working to include the 
sharing economy1 and the on-demand economy2. As a 
business leader, you can use this report to understand 
the nuances of the on-the-go-economy, the implications 
for your business and what the future holds.

Make no mistake, the on-the-go economy is a universal phenomenon 
that does and will impact all of our futures. If in doubt just think about the 
food and drink sector, which has long embraced our evolving needs for 
immediacy, convenience and affordability. 

In fact, in his 2015 book The Flat White Economy, Douglas McWilliams, 
President at the Centre for Economics and Business Research (Cebr), 
put the coffee shop forward as a WiFi-enabled third space between work 
and play – a trend that may be accelerated during the upheaval following 
the recent Brexit referendum. Not only that, by embracing mobile trends, 
coffee shops are able to receive and fulfil orders before customers arrive 

– allowing consumers to quickly continue on their journey to wherever 
they’re going. Of course, this isn’t easy. Businesses are faced with the 
need to balance a number of often conflicting operational and competitive 
challenges, that will be covered throughout the course of this report.

This model of doing business is pervading all aspects of the economy, 
organisations big and small. But what does it all mean?

For one, consumers expect more of the companies providing goods and 
services. It’s no longer enough to provide affordable, quality products. They 
need to be available at the drop of a hat and to meet the customer – often 
a moving target. This on-the-go dynamic feeds off a never-ending wave of 
technological development and innovation. Firms are locked in a relentless 
race to identify, evaluate and deploy the latest innovations, leading to 
companies expecting more of those consumers in their roles as employees. 

To deliver 24/7, businesses need staff to be available at all hours of the 
day and night – ready to manage issues in the moment, as they arise. This 
is resulting in much higher levels of stress as people struggle to maintain 
control of their time – and this is even before we consider the parallel 
pressures faced by B2B organisations.

Yet, while people are ‘always on’, economic productivity has remained  
stubbornly stagnant. Technology has brought with it fragmentation

1  The RSA (Royal Society for the Encouragement of Arts, Manufactures and Commerce) succinctly 
define the sharing economy as ‘marketplaces that make it relatively simple for people to sweat their 
assets’. Elsewhere defined by access to online platforms and underutilised assets.
2  Defined as the economic activity created by technology companies that fulfil consumer demand via 
the immediate provisioning of goods and services
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alongside revolution. As such there has been much soul-searching and 
questioning about the relationship between digital (or mobile) technology 
adoption and economic productivity (with much of the debate centred on 
the UK) not to mention future employment and earning prospects. 

The challenge for employers is to provide working environments and 
practices that maximise the productivity of employees’ efforts, all the while 
enabling staff to maintain a balance between the personal and professional 
spheres – even as they overlap and can no longer be simply separated 
from each other by virtue of time and place. As Tim MacDonald, Executive 
Vice President of Platform and Data Services, Concur notes: “The biggest 
challenge for the enterprise is to keep up with innovation in the wider 
market.”

What’s more, these challenges are exacerbated by social trends – perhaps 
moreso in the wake of the UK’s decision to leave the EU. There are now 
more generations working alongside each other than ever before. How 
do businesses ensure a consistent approach to technology that leaves 
nobody behind? And how do the difficulties faced differ between small 
companies and large enterprises? Does geography play a part? And how 
do technologies such as the Internet of Things (IoT), wearable devices and 
video play into the mix? 
  
Our research has led us to conclude that the answer lies in a return to 
the principles of supportive business, with their roots in the 19th century 
models seen at Bournville, Port Sunlight and elsewhere. At Bournville, 
George Cadbury built not only his iconic chocolate factory but paid staff 
well, pioneered the private pension and famously provided a model village 
for his employees – complete with comfortable housing and outdoor 
recreational facilities for exercise.

The return to these principles will be underpinned by technological 
solutions such as automation that can ease the administrative burden and 
allow people to spend their time on more productive and fulfilling tasks. 

This is, in fact, central to our own efforts at Concur, as we develop solutions 
geared towards taking the pressure out of business processes like expense 
and travel management. Our app ExpenseIt Pro is a case in point, allowing 
people to photograph their receipts and automatically populate their 
expense claims on-the-go. At the same time, our parent company SAP has 
recently announced partnerships with both Apple and Microsoft to create 
enterprise apps that allow for the development of new, more agile ways of 
working.

We hope you find this report a stimulating and enjoyable read and would 
love to hear your thoughts at ukmarketing@concur.com.  
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Introducing the                       
on-the-go economy
Businesses are struggling to adapt to a world that they 
themselves have not created. And in turn individuals 
struggle to work for businesses that expect us to be 
‘always on’. But if we can get the balance right, the 
future’s bright.

The on-the-go economy has its roots in our great expectations. The rise 

of the internet and mobile connectivity have taught us to expect more – of 

ourselves and of others, of work and of leisure, and even of our use of time 

itself, which feels like it is moving more rapidly.

This presents a fascinating set of social, cultural and business challenges, 

which all come together in the phrase ‘instanity’. To paraphrase Freddie 

Mercury, we want it all and we want it now. And we won’t accept delays or 

compromises.

The result? We live in a time characterised by a blurring of the personal and 

professional spheres such that people are always on, multitasking to make 

the most of their time. In the on-the-go economy, time has a real value, 

both economically and psychologically. So it makes sense that we want to 

maximise every moment – hence the combination of services in a single 

retail space, or the financial services industry pivoting towards self-service 

apps – and that as a result businesses expect us as employees to be able 

to manage matters in the moment, wherever we are. 

Of course, this can be stressful. Steve Flatt, Psychologist and Founder of 

the Psychological Therapies Unit, who is pioneering on-the-go therapy 

sessions for patients on Skype and in coffee shops in Liverpool and the 

North West of England, deals with a number of patients who answer emails 

in bed: “The reality is that this doesn’t constitute downtime. While you may 

not be at work, working isn’t the only cause of stress in modern jobs – the 

anticipation of work is just as stressful, and if you’re thinking about an email 

before you sleep, you won’t get a good night’s rest. 

“This isn’t just bad for you, it’s bad for your employer too as you need time 

to switch off to be productive when you’re switched on,” he says.

But employers can overcome these issues by harnessing technology 

to offer meaningful work to well-rested, engaged and enthusiastic 

employees. Benedict Dellot, Associate Director, Economy, Enterprise and 

Manufacturing at the RSA (Royal Society for the Encouragement of Arts, 

Manufactures and Commerce), neatly sums up the state of play: “Social 
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and especially demographic trends are the primary drivers of new business 

dynamics, with (connected) technologies playing a critical enabling role.”

Those who make best use of this enabling tech will be well-placed to reap 

real rewards. In fact, Cebr1 has done some fascinating microeconomic 

analysis in this space and recently quantified the value of universal basic 

digital skills – enabling on-the-go productivity – to the UK economy2. The 

research found:

• Improved connectivity from all locations could increase working time by 

178 hours per year (8.9 per cent)

• This productive time dividend translates into an average increase in 

GVA  (the measure of the value of goods and services produced in an 

area, industry or sector of an economy) per worker of £1,895

• Creating a cumulative benefit to the UK economy of £30bn – a 3.9 per 

cent increase in productivity

The research goes much further in its analysis but we will limit ourselves to 

a look at how that £30 billion can be broken down:

• £9.3bn – increased meeting effectiveness through access to the right 

tools at the point of need

• £5.9bn – enhanced task efficiencies through mobile systems accessed 

from remote locations

• £6bn – combined benefits of working from home (£4.1bn) and remote 

working (£1.9bn)

• £8.8bn – more valuable customer contact time through remote access 

to systems

And this business value goes beyond efficiency and productivity gains. 

We can see this in improvements to customer service KPIs – which Cebr 

estimates to increase by an average of 24, per cent supporting potential 

revenue growth of 43 per cent as trust loyalty and market share increase.

Ultimately, this will change the face of business. Dellot says: “We can see 

a future where mammoths and minnows co-exist [described elsewhere3 as 

‘barbellisation’]. While they are co-dependent in the on-demand platform 

model, there is also rich potential for partnerships in marketing, innovation 

and other specialisms. This scenario suggests challenges ahead for those 

in the middle in terms of positioning and specialism.”

Just as our great expectations led us here, we have even higher hopes 

for the potential of the on-the-go economy, and with good reason. The 

opportunity exists – we just need to seize it.

1  http://www.Cebr.com/reports/benefits-of-connectivity/
2  http://www.Cebr.com/reports/tinder-foundation-and-go-on-uk-call-for-urgent-digital-skills-funding-
to-support-government-2020-fast-broadband-for-all-pledge/
3  ‘Future of work’ Panel hosted by The On-Demand Economy, Button, Intuit QuickBooks Self 
Employed – February 24th 2016
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Mobile technology                 
and always-on culture
A perfect storm of mobile technology, an insecure 
workforce and the demands of a younger digitally 
native generation mean people feel pressured to be 
always on, all the time. But this is bad for both people 
and businesses. Firms should use technology to free up 
people’s time for more productive and fulfilling tasks – 
and to facilitate more meaningful global relationships.

We have already established that mobile connectivity is central to the 

dynamics of the on-the-go economy. As smartphone devices have matured, 

the range of activities we are able to conduct has expanded hugely, 

but arguably not as quickly as our expectations, or indeed of people’s 

expectations of us as connected individuals.

And of course this has a psychological impact as mobile is used as a 

management resource. Consider for a moment the impact of mobile email 

alone. Were you an early Blackberry user? How did you manage that 

transition? How quickly did you establish your own rules of engagement? 

And how do you think these challenges trickle down through an 

organisation?

The simple fact is that our culture has irreversibly changed. And that shift 

has been accompanied by very real and pressing challenges. 

We can see recognition of these issues in efforts to minimise out-of-

work communications. Yet such initiatives fail to address a deeper issue. 

As psychologist Steve Flatt puts it, “I get a lot of patients who feel they 

simply can’t switch off because if they’re unwilling to put in the extra effort 

management will find somebody else who will.” 

We should recognise that in enterprises such pressure can often lead to 

presenteeism (and with uncertain economic conditions ahead, will people 

feel increased pressure to be seen working for fear of losing their jobs?) 

– a far more damaging practice than absenteeism will ever be. For when 

employees are just trying to be seen they are neither working nor relaxing 

– instead further exhausting themselves ready for when they could more 

reasonably be expected to work. 

Again, this is something Flatt sees in his patients: “So many people are 

burning out and moving on to do something different – pursuing quality of 

life, even at a lower salary. This is obviously equally bad for employers who 

have to train new, less experienced employees to take their place until they 
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too burn out. It’s hardly the most efficient and productive system.”

 

And this explains why we have seen a shift in employee well-being 

priorities from managing and minimising sickness absences to 

understanding and mitigating presenteeism. With this in mind, any 

initiatives proposed by employers should be challenged against the 

following criteria:

• Does this add to employees’ information overload? 

• Does this increase the likelihood of out-of-hours working? 

• Does this mean more time spent on reporting and administration?

• Does this detract from productive time with customers and prospects?

It’s not all negative. Let’s not forget that the self-employed and 

microbusinesses have long turned an always-on mindset into a key 

competitive advantage. Perhaps the difference is one of control, wherein 

the executive of a smaller business has more choice over how they spend 

each moment in time and so experiences this shift in a more positive 

psychological light?

Yet in businesses of any size, some employees handle the always-on 

expectation better than others. Perhaps for the first time, we now have five 

generations side-by-side in the workplace. And while older workers can 

find themselves overwhelmed with having to work beyond the traditional 

nine-to-five, Generation Z is pushing the trend further. 

To quote Benedict Dellot at the RSA: “Social and especially demographic 

trends are the primary drivers of new business dynamics, with (connected) 

technologies playing a critical enabling role.” 

This is a group for which always-on communications are entirely natural – 

and indeed central to their digitally-driven lifestyles and behaviours. Their 

preference for working from their own devices has further blurred the lines 

between the personal and private spheres, now that both exist on the 

same smartphones and laptops. And it is this generation that is not only 

driving the move from email to messaging platforms but also leading the 

way in managing and compartmentalising communications across different 

channels.

Finally, we should note the varying challenges faced by differently sized 

organisations. Small and medium-sized businesses are often focused on 

local, urban spaces – and the rapid rise in the number of these businesses 

poses new challenges for those responsible for entrepreneurs’ wellbeing. 

As Dellot says: “For millions of people across the UK, entrepreneurship is 

the new normal – and with the number of self-employed people expected 

to exceed the headcount of the public sector by 2018, politicians and 

policymakers urgently need to keep pace1.”

1  https://www.thersa.org/globalassets/pdfs/blogs/salvation-in-a-start-up-report-180714.pdf (foreword)
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On the other hand, enterprises must struggle to integrate multi-market 

project teams and meet the needs of customers across the globe.

Working across time zones with people that you have never met can 

be a stressful experience – and often leads to disengaged employees, 

multitasking over the phone without giving any task their full attention. 

But video technology has changed this. Just as Flatt uses video calls to 

build meaningful relationships with patients, enterprise businesses can 

use the technology to improve emotional connections and build more 

productive relationships between global teams.

Businesses might therefore opt to maximise their use of various video 

formats for internal communications (and training) as well as for customer 

marketing. The smart business will also be aware that this is a step towards 

more sophisticated augmented and virtual reality applications.

Ultimately within this always-on, time-pressured culture – where ‘busyness’ 

is worn as a badge of honour2 – it is imperative that we are able to carve 

out time for both ourselves and also for the type of high-value, reflective, 

strategic and creative thinking that drives economic value.

So it’s clear the world is changing and so are we. And while there will be 

bumps in the road along the way, the on-the-go economy could take us 

towards a sustainable, productive (not to mention robust) economy – that 

works for people and businesses alike. 

2  https://www.iser.essex.ac.uk/research/publications/working-papers/iser/2005-09.pdf
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Productivity:                            
the question of our time?
We were promised that mobile would be accompanied 
by new highs in productivity. But instead, productivity 
growth has struggled to keep up with the pace of 
technological change. Yet we shouldn’t give up hope 
as we transition to a new model of work, in which digital 
skills hold the key to freeing our creative spirits.

Productivity is a problem for economies around the world, but it is 

especially pertinent in the UK.

Efforts to understand and solve the productivity puzzle have led to a 

number of fascinating discussions with macroeconomic analyses reviving 

old concepts such as ‘hysteresis’ (the impact of history on the current state 

of affairs) and ‘secular stagnation’1.

But why? Surely the rise in mobile connectivity would herald an era of 

unsurpassed productivity and free up time for more fulfilling leisure 

activities. Is that not what we were promised?

Unfortunately, economist Robert Gordon2, among others, believes that we 

are experiencing diminishing returns from the internet relative to the great 

historical breakthroughs such as the printing press or the wheel, or even 

the steam engine, electrification or sanitation.

And yet, we are all experiencing time pressures, we are all busy all the time, 

we are all multitasking. So what is really going on?

On the one hand, mobile has already had a real impact in increasing 

productivity. As Dellot at the RSA puts it, “Widespread smartphone 

adoption was critical to the emergence of today’s on-demand platform 

model and their inherent efficiencies.” 

But on the other hand, Dellot also accepts that we’re still experiencing 

some teething problems: “There remains a sense that mobile connectivity 

is a double-edged sword, with some suggesting, in light of psychological 

and cognitive discussion, that the very name is a misnomer.”

1  Secular stagnation is ‘the idea that something has happened to the economy which means that the 
interest rate required to generate enough investment to bring the economy to full employment is now 
negative in real terms’ (http://www.bbc.co.uk/news/business-32163541)
2  http://blogs.wsj.com/cio/2013/01/27/innovation-may-be-slowing-threatening-great-stagnation/
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This is before we consider the differential adoption rates of any new 

technology – with some markets and demographics leading others. This 

isn’t just due to the stereotypical early adopters and laggards. Instead, Tim 

MacDonald at Concur says, “The bigger issue businesses face – especially 

at the enterprise end – is in integrating new solutions with their older 

existing stacks.”

And this speaks to the Cebr work we referenced towards the beginning 

of this report, which shows us how – at the microeconomic level – mobile 

connectivity positively impacts on personal productivity (although it will 

take time for these incremental improvements to add up on a macro 

level). In that sense we can say that it’s too early to tell what the impact 

of connectivity will be – but we can look to the £30bn value posited by 

Cebr (large businesses only) or the £92bn digital opportunity identified by 

Oxford Economics3.

Of course, most people want to know their prospects for secure 

employment and continual income growth. But one feature of the on-the-

go economy is a gradual shift towards new models of work. According to 

Dellot, “The on-the-go economy [construct] captures some important and 

interesting trends including the emergence of what has been described 

as the gig economy…When discussing the growth of self-employment and 

micro-business formation it is vital to recognise the breadth and diversity 

involved.”

What this means is that we’re witnessing the emergence of a project-based 

economy with teams of workers being pulled together to deliver particular 

sets of tasks over a given time period. This task-based approach can be 

expected to gain traction in the wake of Brexit and is the essence of the 

Task Rabbit4 business model. The online freelance marketplace is one of 

the pioneers and leading lights of the gig movement. Note its strapline – 

‘We do chores. You live life’.  

Digital skills are central to delivering these tasks. And not just in typical 

roles such as data science. Chetan Sharma raises the interesting point that 

we use digital skills all day without even thinking about it. 

Take a moment to consider any recent task you have completed. Now take 

away connectivity and/or mobile – how much longer would you have taken? 

What might you have gone on to do in the time that is no longer available?

Our daily lives are full of such tasks, from the moment we wake to the 

moment we fall asleep, and it seems that most of these tasks have been 

transformed by digital – but also that a huge proportion are delivered 

through your smartphone. Take the start of the day: alarm clock, ordering 

your first cup of coffee, morning news, diary check, traffic and travel 

updates, travel card top-up, bank balance check – perhaps the only area

3  http://www.virginmediabusiness.co.uk/business-types/DigitalOpportunity/
4  https://www.taskrabbit.co.uk/?ref=bng_cpc_uk_b
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not transformed by technology is eating your breakfast. 

Your smartphone doesn’t eat your breakfast for you – but your wearable 

can tell you how many calories you’ve consumed.

This of course is exactly the role that apps like ExpenseIt Pro and TripIt play 

– making onerous but essential tasks more efficient and creating more time 

for higher value, customer-facing activities. An important role not just to 

businesses but to the wider economy as well. 

One of the reasons why the productivity challenge is so pervasive today 

is that we have delivered such a high level of automation and efficiency in 

industrial processes that it is the broad service sector5 that needs to deliver 

enhanced productivity to drive economic growth. Automation apps have a 

major part to play.

In fact, this could one day go even further, with chatbots or live online chat 

features automating a number of customer service and telephony tasks. 

This leads people to fear for their long-term employment prospects but – if 

applied carefully – could free us to focus our energies on more thoughtful, 

creative and value-generating activities.

5  Currently estimated to account for 79% of UK GDP
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Reinvigorating                         
the regions
The on-the-go economy is not just a London trend. It’s 
everywhere – and the technology underpinning it could 
be the key to steering the British economy on an even 
keel through uncertain waters.

We’ve already discussed the range of complementary trends shaping the 

dynamics of the on-the-go economy. Many are global trends playing out 

at different speeds across different economies. Yet many people in the 

UK may still assume that they are limited to the London economy or to 

particular business sectors such as telecoms, the media and entertainment.

But in fact these dynamics affect businesses of all sizes, reaching across 

all industries and economic sectors – including government and the wider 

public sector, as well as not-for-profit organisations.

In fact, Tech City’s 2016 Tech Nation report stresses that 75 per cent of the 

UK’s digital tech businesses are based outside of London – many in the 

27 digital clusters they have identified – and that 41 per cent of digital tech 

jobs based in traditional sectors.

This transformation of traditional sectors is reflected in comments by the 

chief executive of Sunderland Software City who reflects that its mission 

has evolved from “focusing on a limited number of digital start-ups to 

supporting the effective and intelligent use of technology by businesses of 

all types across the region”.

We believe the effective and intelligent use of technology will drive 

productivity gains and global competitiveness for UK businesses for many 

years to come. Indeed, as the Cebr comments, “Businesses stand to benefit 

from access to knowledge workers who are able to ‘work from anywhere’. 

Remote working technologies liberate businesses from physical offices 

and enable firms to reach levels of economies of scale that they would 

otherwise not be able to.”

Of course it’s no surprise that London, as a global city, has been at the 

forefront of these trends. But did you know that the fastest future growth is 

expected in the regions and nations beyond the South East of England?

In fact, the fastest growth in micro-business formation between 2001 and 

2013 was seen in the North East of England, with the four fastest growth 

regions all in the North – a pattern that also applies to self-employment. 

What makes London stand out is that enterprise employment has grown in 

parallel with micro-business formation. And this winning combination has 

04
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combined to create many more jobs than anywhere else.

Yet, according to Oxford Economics, all regions are positive about the 

prospects for digitally-driven job creation over the next two years. While 

some roles will be made obsolete, even more new roles will be created. 

This of course is the medium- and long-term model we would hope to see 

from the current and subsequent development of connected technologies. 

We can see the universality of this phenomenon in the fact that the fastest 

digitally-driven net employment growth in the next two years is expected in 

Wales, Scotland, the South West and the East of England.

It can be helpful to view the relationship between London and the wider 

regions through the lens of the technology adoption lifecycle1. Very 

simplistically, London can be positioned as an innovator and early adopter, 

the conurbations as early adopters and the wider market typically falling 

into the early (urban) and late (rural) majority elements of the curve.

This future growth of course depends on a robust network infrastructure, 

with the availability of fast broadband to become a legal right under UK law 

– as announced in the Queen’s Speech opening Parliament in May 2016. In 

future, 5G mobile connectivity will need to be universally accessible if we 

are to leverage the full benefits of the Internet of Things.

And we think the development of the mobile network is at least 

as important as the higher profile investment in HS2 and HS3 rail 

infrastructure projects in supporting regional competitiveness and 

employment growth – critically rebalancing the economy away from 

London.

Yet this rebalancing should be carefully applied. Successful regional growth 

will not start from scratch. It will build upon each region’s economic heritage 

and specialisms such that we anticipate different areas of innovation in 

different regions.

And regional business profiles will also affect the delivery of innovation. Not 

just in terms of partnerships between small and enterprise scale businesses 

but delivery will also, as seen in the Tech Nation report, draw upon the 

data science and technological expertise being developed across the UK’s 

higher education institutions. Will people think broadly about centres of 

excellence such as Bournemouth, Lancaster or Surrey Universities? Or will 

they simply rely on Oxbridge and the Russell Group?

Digital and mobile connectivity can help to redress this tendency along 

with rebalancing old economic opportunities nationwide. And it couldn’t 

come at a better time. 

1  http://www.ondigitalmarketing.com/learn/odm/foundations/5-customer-segments-technology-
adoption/
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With pressure on London’s housing, health and transport infrastructure 

rising all of the time, not to mention the associated costs, there is a real 

need for a wider distribution of employment opportunities across the 

nations and regions. 

In fact, many people are already turning away from the economic 

magnetism of London and finding an alternative model that combines 

flexible working with an enhanced quality of life, powered by robust mobile 

connectivity.

So how will this look? We expect to see more collaboration between 

typically London-based global businesses and regional innovation or R&D 

labs – a model already being pioneered by the likes of BT2 and Unilever3. 

More excitingly we should also see more partnerships emerging between 

micro-businesses across the UK and enterprise businesses from across the 

world.

Overall, we might consider mobile to be the final ingredient in the creation 

of the global village, not only delivering the death of distance promised by 

the internet, but with all of the immediacy and availability that only mobile 

can provide. 

As such your business location should no longer be a major consideration 

as you tap into a world of expertise and opportunity through a network of 

devices and applications – proving that the on-the-go economy applies to 

the connected workforce, wherever they may choose to go.

 

2  https://atadastral.co.uk/
3  https://www.unilever.co.uk/news/press-releases/2015/construction-begins-on-new-north-west-
innovation-centre.html
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05 Technology driving                 
the on-the-go economy
Smartphones have got us to this point, but by 
combining mobile connectivity with cloud technologies 
and data science, we will be able to develop solutions 
that predict people’s needs and locations and deliver 
goods and services ready for when they reach their 
destination.

The previous chapter shows us that the on-the-go economy is pervasive. 

And, as ever, technology is the driving force propelling it into the future.

We have already touched upon how the rise of the smartphone, supported 

by the long-term evolution of mobile internet and WiFi access has led to a 

new ecosystem of advanced applications. It is these applications – along 

with the growth in reliable video-presence capabilities in the 4G era – that 

have enabled us to get this far.

But what next?

First, the dominance of major apps has led to debate about the future of 

the standalone applications model. But there is broad agreement that 

the enterprise app market is set up to continue growing at a healthy rate. 

Currently, enterprise apps only account for about 10 per cent of all app 

downloads1, but the dynamics of the market have changed. Businesses 

have moved away from a demand for bespoke solutions towards an off-

the-shelf model that benefits from wider investment and ongoing upgrades 

from major tech vendors.

For smaller companies the Holy Grail is apps that aid all major business 

functions – from staffing to time, expenses to revenues, and including 

project and business pipelines too.

But going beyond mobile, there are two other key trends to consider. The 

first is cloud computing. This is essential – if people are to live and work on-

the-go, they need access to their data.

We can see this in Amazon revenues, which show just how valuable its 

cloud computing offer, Amazon Web Services, has become to businesses. 

In fact, Amazon is a very powerful example of many dimensions of the 

on-the-go economy – think Amazon Prime’s one hour delivery; think drone 

deliveries and the launch of Amazon Fresh in the UK; think Amazon Echo 

for the on-the-go home; think Alexa for virtual assistance and think Amazon 

1  http://www.visionmobile.com/product/business-productivity-apps/
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Dash buttons allowing users to replenish goods on the fly. All of these 

businesses depend on cloud technology to deliver on-the-go goods and 

services to consumers.

The final element is data itself. We all know that in the last few years there 

has been a dramatic increase in the volume, variety, velocity (and veracity) 

of data. But the most important change is arguably the movement away 

from structured data (think databases) to wholly unstructured data including 

voice, text, images and video.

As Bill Coleman, CEO of Veritas, stated: “The most powerful inflection 

points in human history have come when new tools were developed 

to leverage and expand collective intelligence”2. He identifies the first 

such point as the creation of language, the second, the invention of the 

printing press and the third, the arrival of the internet. Does the connected 

intelligence era represent a new suite of tools? In that case, instead of 

referring to ‘big data’, perhaps ‘big wisdom’ may be more appropriate – this 

is described by Huawei as ‘a whole new kind of globally connected and 

shared knowledge base’.

This is the context within which data science has taken such a powerful grip 

on the popular and business imagination. Combining the best of statistical 

techniques with information technology expertise and infrastructure, 

we can now take statistics and analytics forward to a new dimension – 

especially in terms of predictive capabilities. 

Combining these predictive powers with mobile and cloud technology 

will allow us to continue upping the ante in terms of delivering real-time, 

personal, contextual products and services. This is especially powerful 

when used to anticipate your next need and to recommend locally available 

solutions ready for when you arrive in situ.

For many people the idea that disparate datasets can be effectively 

analysed and acted upon – through smart algorithms and automation 

– before the data even hits a database is still pretty mind blowing. And 

frankly so it should be. Now imagine how much better and richer all of this 

will become in the coming years.

It is in this context that people talk about a pivot-to-passive3 wherein 

consumers default to the real-time recommendations of a few trusted 

sources and brands. From here we can see the evolution of virtual 

assistants and living services which we will discuss later on.

2  http://www.hermanmiller.com/content/dam/hermanmiller/documents/research_summaries/wp_
Coworking_Swarming.pdf
3  http://thefuturescompany.com/the-pivot-to-passive/
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Back to Bournville                 
and supportive business
The forward march of entrepreneurship in the on-the-go 
economy has left enterprise businesses struggling to 
show the benefit they could offer to potential staff. We 
think the key lies in using technology to return to old 
models of supportive business, helping people learn 
and looking after employees’ physical, psychological 
and financial wellbeing.

So far we have discussed the rise of the on-the-go economy, what it is, 

its technological drivers and its effects – regionally and in terms of the 

impacts both on people of an always-on culture and on the wider economic 

productivity puzzle. 

Now, the question is what should businesses do about it and how will it 

change their relationship with employees?

The fact is that, despite the huge numbers of micro-businesses, the 

overwhelming majority of people work for larger enterprises. But 

throughout the shift to an on-the-go economy populated by project work, 

we’ve seen a rebalancing – within which we can find a far wider range and 

variety of employment types than ever before.

Of course such changes pose real problems for larger enterprises. One 

such issue is that we’ve all been sold the promise of the digital start-up 

(including ‘unicorns’) while marvelling at the opulence and imagination 

of Google and other Silicon Valley HQs. In comparison, many of us may 

sometimes look around our dated office space and wonder anew what life 

might be like outside the secure walls of Enterprise PLC. 

Let’s consider what it’s like for those just entering the workplace. They 

may well see a choice between a slow-moving, conservative, regimented, 

hierarchical enterprise and a fast-moving, dynamic small business. Indeed, 

amid this process of change we have arguably lost sight of some of the 

crucial benefits of enterprise employment – ironically including technology 

infrastructure and connectivity.

Today’s major employers are going to have to consider how they position 

themselves in this transformed environment. How can they ensure that ‘big’ 

says ‘good’ rather than ‘bad’?
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Happily, we see a number of highly effective strategies that enterprise 

leaders might consider in order to attract and retain the best talent to their 

businesses – something that will only become more important in the face of 

a possible shrinking labour market.

First comes money, starting salaries, transparent pay grades, clear 

opportunities and rewards for progression – the classic career 

path perhaps, but one enhanced by a focus on skills and personal 

development. If we know one thing about this new world of work, it is the 

crucial importance of lifelong learning and a laser sharp focus on skills 

development.

Of course, those born digital are more comfortable with a show-and-do 

approach to technological skills development, whereas older generations 

often prefer to listen and learn before implementing new concepts that they 

didn’t grow up with.

Psychologist Steve Flatt says that – particularly young – staff are so eager 

to learn that they lead their organisations: “In my own business, as with 

many others, my employees come to me with new tools and solutions they 

want to use to work more productively. All that remains is for me to help 

them do it.”

And other staff should follow soon enough. As Tim MacDonald at Concur 

says: “When a 50-year-old sales guy sees Uber, he makes the switch from a 

more traditional cab because he sees the benefits of doing so.”

Employers should consider developing personal development plans, 

tailored to each individual. It’s a win-win for both parties. Going further, 

making that plan a transferable asset would also be a game changer for 

many employees – and a challenge for future employers to build upon the 

foundations in place.

Going beyond lifelong learning, modern employers also have a 

responsibility to ensure their workers’ wellbeing. Although as Flatt points 

out: “This isn’t just an altruistic thing. Businesses need their employees to 

be at their best. And for that they need to be healthy and happy.”

One way in which businesses can help their staff is through giving them 

back control. As we mentioned earlier, increased control appears to be the 

difference between an entrepreneur’s positive always-on experience and 

the more stressful lifestyle of an ordinary worker. 

Flatt agrees: “Employers should learn to trust their workers more. Not only 

is it hugely motivating, but by allowing people to live and work on their own 

terms, you get more out of them as they have the energy and enthusiasm to 

give you their best efforts.”

Employers could 
not only allow more 

remote working, 
but perhaps even 

return to 19th 
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This can include the use of technology to enable flexible and remote 

working. But technology also has the potential to allow employers to play 

a more supportive role in their employees’ lives. For instance, wearable 

technology could see a new generation of gamified corporate wellness 

programmes utilising apps such as Bupa Boost to help reduce issues like 

obesity. 

Of course this is dependent upon the careful management of privacy and 

data security. Perhaps there’s a role for a new generation of intermediaries 

to handle such sensitive data and maintain trust between employer and 

employee?

But wellbeing extends beyond the physical and psychological to include 

financial concerns too. The economics of hubs such as London mean 

it’s getting harder for people to afford accommodation. This could leave 

employers not only allowing more remote working, but perhaps even 

returning to 19th century supportive business models such as those seen in 

Bournville, Port Sunlight and elsewhere. 

Huffington Post founder Arianna Huffington predicts that office nap 

rooms will soon be as common as conference rooms so firms can ensure 

employees can be at their best1. So is company-sponsored accommodation 

the next big thing?

We expect to see a shift towards a more supportive role for businesses, 

particularly at the enterprise end of the market, wherein they work to 

provide employees with the tools and the skills to manage not just their 

careers but their overall lives.

Just as consumers expect brands to partner to meet their needs, so too will 

employees see the benefits of working for an enterprise business plugged 

into a diverse business ecosystem. Or one that enables their employees to 

develop their own projects or to establish their own business units under 

the protection and with the support of the enterprise umbrella.

1  http://www.huffingtonpost.com/entry/arianna-huffington-office-nap-rooms-conference-rooms_
us_57025cbfe4b0a06d58060ff1
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Into the future of                     
the on-the-go economy
The on-the-go economy is already here. And it’s here 
to stay. On-the-go businesses will be powered by live 
services and technologies that provide us what we 
need before we even know that we need it.

As we’re sure you’ll have gathered from reading this report, we believe that 

the concept of the on-the-go economy effectively pulls together the various 

trends driving the future to better explain what is really going on. What’s 

more, we firmly believe that the on-the-go economy will continue to grow 

and develop in the coming years in light of new technologies and trends – 

and changing regulations mean these trends will be crucial as firms turn to 

tech to navigate the ever-shifting terrain..

We’ve already discussed the fundamental importance of mobile 

connectivity to these developments, and it will be paramount to our 

economy’s future – not least through the development of 5G networks.

5G should become the norm during the 2020s (with Russia aiming to go 

live ahead of the 2018 FIFA World Cup and Japan ahead of the 2020 Tokyo 

Olympics). And if it comes even close to delivering on its promise we can 

anticipate some exciting new capabilities. For instance, higher bandwidths 

and lower latencies will allow us to send much richer media around the 

world, essentially instantaneously. And that’s before considering the 

promise of enhanced security, more efficient energy use and far better 

indoor reach.

While these may feel like mere incremental gains, we shouldn’t 

underestimate the importance of such capabilities to on-the-go 

infrastructure. Radical applications such as autonomous driving, multi-

user video conferencing, livestreaming of events, multi-user gaming, 

telemedicine, distance learning and augmented or virtual reality 

experiences and services all depend on seamless and secure data transfer. 

But what will be truly transformative is the ability to connect the volumes 

of devices anticipated under the Internet of Things umbrella. For example 

Huawei talks about 100bn devices being connected under the 5G 

framework. As Samsung said, this could “breathe intelligence into ordinary 

objects” meaning “more and more homes and cities will wake up and 

deliver a sixth sense”.

This is already changing business. Cebr comments that, “The Internet 

of Things is transforming processes across the manufacturing industry. 
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Industry 4.0 or the fourth industrial revolution is driving productivity 

and output across German manufacturers. Sensors linked to physical 

objects and connected to computers the internet are integrating and 

streamlining supply chains and leading to an optimisation of ‘just-in-time’ 

manufacturing.”

And it will also change how we live. As we said earlier, predictive 

intelligence will lead to anticipatory, living services that take the thought 

out of mundane activity – delivering what we need, when we need it. While 

the technology underpinning this shift may already feel relatively mundane 

– connectivity, sensors, data and algorithms – the apparently autonomous 

actions resulting from it will feel extraordinary.

You may have already realised that an ever-expanding array of connected 

devices and artefacts will require new forms of interface. And that’s 

why we’re seeing a rush to develop effective voice-activated services, 

especially virtual assistants including the Amazon Echo, Siri, Cortana and 

Google Now on your phone – not to mention Google Home for voice-

activated smart home services.

These virtual assistants, together with the chatbots being deployed by 

many enterprises, live in the cloud, are built on advances in machine 

learning and artificial intelligence and are already emerging all around us.

There is here a contrast to the popular idea of robots – as embodied 

intelligent agents – in these customer service and communications spaces, 

while in parallel the traditional robot continues to transform manufacturing 

and production processes.

Yet the next generation of robots is already being deployed in different 

markets in social care roles, such as companions for the elderly.

And such robots could eventually come to full fruition. At least that’s 

the view of professors and authors of the forthcoming book ‘Service 

Automation: Robots and The Future of Work’, Leslie Willcocks and Mary 

Lacity: “The integration of software and hardware robots will happen, 

not least because of the connectivity offered by moves toward cloud 

computing, but also because of the exponential advances we are seeing in 

technological capability. 

“But do not believe all the hype, it is never seamless, and some of it will go 

in directions not yet thought of — at least that’s the history of technological 

progress!1”

All of these connections can combine to drive ever more efficient on-the-

go experiences and behaviours for business people – especially business 

travellers. As Concur’s Tim MacDonald says, “Innovation will continue to go 

after key friction points for business travellers. You’ll see more Ubers and 

1  http://techcrunch.com/2016/01/15/will-robots-save-the-future-of-work/
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more Airbnbs yielding a tonne of efficiency and traveller productivity.” 

And what of today’s enabling hero, the smartphone? Sundar Pinchai, CEO 

of Google Inc. recently mused that, “looking to the future the next big step 

will be for the very concept of the device to fade away.”

But while we’re seeing signs of a slowdown in smartphone sales in 2016, 

we’re not quite ready to do away with our devices just yet. In fact, we’re 

seeing significant growth in the wearables category, from the original 

suite of fitness trackers through to the Apple Watch and across many 

other forms and types. Wearable tech will become a more important 

part of the enterprise landscape in coming years – and particularly the 

interrelationship between employer and employee. 

With this in mind, we expect to see a far greater emphasis on the value 

and relevance of applications in the coming years. Seamlessly accessible 

from any interface, securely integrated with business infrastructures, 

appropriately personalised and intelligently contextually aware, these will 

be the glue that holds our digital world together. And they’ll be device 

agnostic. To quote MacDonald, “The application will find adoption through 

whatever form factor fits the user best for that specific use case.”

Of course these apps continue to develop at breathtaking pace, with 

Forrester recently publishing a paper looking at the shift ‘From app silos to 

an open ecosystem’ exploring the growing role of integrated messaging 

platforms and Google announcing the launch of Instant Apps on Android2.

These developments bring to mind a point made by the CEO of PayPal, Dan 

Schulman, who claims to “expect to see more change in the next five years 

than in the last thirty”. While he was talking about payments technologies, 

the point is made all the more powerful when viewed from a mobile 

perspective – especially given the pace of change since the first mobile 

voice call in the UK in 1985.

The vision and the promise for the future in an on-the-go economy is for 

many people both thrilling and frightening. And for businesses of all sizes 

and types it comes complete with new opportunities and challenges. 

And that’s the thing. The future will be broad and diverse – even more than 

it is now. For some, the potential gains in efficiency and value-for-time, 

related to integrated, autonomous services and collaborative applications, 

will combine to allow them to focus on high value up-stream operations and 

activities. For others they will combine to support a contingent working and 

lifestyle. And for others they will be the foundation for new partnerships, 

innovations and launches.

 

2  Instant Apps allow users to use modularised apps for single functions when on a webpage without 
having to download a full-service app and taking up space on their phone (http://www.theverge.
com/2016/5/18/11705918/google-instant-apps-android-hands-on-video)
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Conclusion

The on-the-go economy has kick-started a reimagining 
of how to ‘do’ business. The changes are permanent 
and will continue apace. Making the right technology 
investments is key for survival. 

We hope that you’ve found this report an enjoyable and stimulating read. 

Perhaps it might even help you to make your own case for greater mobile 

investment to cope with the demands of an on-the-go world.

We very much agree with Ronan Dunne, Chief Executive of Telefonica UK 

(O2), when he says, “As a business I’d argue that if you don’t have a mobile 

strategy then you don’t have a strategy at all.”

Indeed it’s undeniable that mobile will play a central role in the coming 

years, but our research has shown that a major future trend will be the 

decoupling of the mobile experience from the mobile handset. The on-the-

go-economy is essentially about mobility, but it does not rely on one device. 

Rather than being tied to a single mobile device, we will have access to 

a range of connected devices. Many commentators see the smartphone 

evolving into something akin to a remote control or hub device for our 

mobile lives.

Within this ecosystem, Gartner1 sees wearables and convertibles as the key 

growth areas – with businesses increasingly interested in convertibles as 

a result of Windows 10 adoption, while wearable applications for business 

are expected to include smart glasses and head-mounted displays. Annette 

Jump, Research Director at Gartner argues that the fusion of devices and 

apps is “one of the key trends happening today” and that over the next 

12 to 18 months the market will see “a shift from mobile devices to mobile 

people surrounded by various devices”.

The emergence of this mesh of devices overlaying our lives raises the 

question: are we witnessing the early stages of a move towards an 

augmented reality existence?

While we might balk at the wider implications of such a scenario, we should 

focus our attention on the benefits for mobile efficiency and productivity, 

which can only be enhanced as more and more objects are connected and 

automated to form part of the Internet of Things.

1  http://www.eweek.com/mobile/mobile-devices-and-apps-will-fuse-more-tightly-in-future-gartner.
html
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And the benefits could be huge. Samsung talks of devices developing a 

‘sixth sense’, Atom Bank describes a future of ‘telepathic services’, while 

Fjord (now part of Accenture) discusses ‘living services’ – all clear business 

opportunities designed to enhance the task economy and to increase 

personal and professional productivity.

Overall, we’re confident that connected mobile technologies can help to 

drive economic growth into the future. We believe that mobile represents 

both the third wave of the internet, information technology and telecoms 

revolution and a new wave of industrial innovation in the connected 

intelligence era.

We think this position acknowledges the disruptive impacts of technology 

and automation today – particularly in terms of employment and earnings – 

while recognising the medium and longer term positives.

But making that transition will not be easy. It requires a sustained focus on 

education, training and skills across society, and while current trends point 

to the individual as being primarily responsible for making this happen, we 

would urge all stakeholders to work together to ensure that as few people 

as possible are left behind in this transformation. This includes central and 

local government departments, higher and further education institutions, 

enterprise businesses, start-ups, micro-businesses and SMEs – all have a 

part to play both individually and in collaboration with local communities.

These groups will all be important since while the UK’s employment rate (of 

16 to 64 year olds) is, at 74 per cent, the joint highest since records began 

in 1971, there is yet more to be done in helping people into work. 

Of course in an aging society we naturally focus on the over-65s but 

enhanced mobile connectivity and related services mean that we can 

also better help other relatively disadvantaged demographics. An on-the-

go economy characterised by flexible and contingent working practices 

should be particularly helpful to single mothers, minority ethnic groups and 

the impaired, to name just a few. 

Amid all of these discussions there are a few important (if generic) 

constants to keep in mind:

• Sustaining and enhancing robust and secure mobile connectivity is key 

to a positive mobile experience

• In-the-moment and anticipatory applications and solutions are critical 

to our mobile lives

• Such applications should be device agnostic and (securely) accessible 

anytime, anyplace

• Maximising our mobile potential will serve to stimulate further 

economic growth

• Businesses of all sizes must embrace a mobile existence to meet 

market ‘techspectations’

We can no longer 
think that changing 

working patterns 
and employment 
types were just a 

short-term response 
to the global 

financial crisis. The 
technological, 

commercial, social 
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of changing 
business dynamics 

are here to stay.
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Alongside this, we must remember that the world has permanently 

changed. We can no longer think that changing working patterns and 

employment types were just a short-term response to the global financial 

crisis. The technological, commercial, social and cultural drivers of 

changing business dynamics are here to stay.

We’re hugely excited by these developments and we hope that you are too. 

Although of course they are profoundly challenging for today’s businesses 

and will require significant changes to enterprise cultures. As INSEAD 

Professor Gunter Stahl puts it in the MIT Sloan Management Review: “Not 

only do businesses need to adjust to shifting demographics and workplace 

preferences, but they must also build new capabilities and revitalise their 

organisations – all while investing in new technologies, globalising their 

operations, and contending with new competitors.”

Yet these challenges can be overcome – especially if businesses 

collaborate. Firms can partner to develop an ecosystem approach to skills 

that includes not only the growth in contingent employment, but also 

extends to technology partnerships – and potentially to new enterprise 

sharing economy dynamics.

Of course no change is completely consistent and there are potential 

contradictions between the growth in contingent employment, with 

its accompanying economic insecurity, and the supportive business’s 

investment in accommodation, education, financial, health, skills, 

volunteering and wellbeing initiatives for staff.

These considerations will require different approaches but we think they 

will all benefit from the type of integrated on-the-go applications being 

developed by Concur and by SAP.

Long-term, sustainable economic growth requires a mature economy like 

the UK’s to focus on high-value products and services, with a premium 

in creativity and innovation. For that we need to leverage automation 

and intelligent applications to manage the minutiae of daily life and the 

requirements of a datafied business.

As for the long-term future of business travel, despite consumers’ 

expectations, it will not be entirely replaced by holograms and is in fact 

here to stay – in an ever more globalised business environment with a 

premium on relationships, partnerships and collaboration. Concur will be 

with you every step of the way.
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The on-the-go economy is 

redefining the concept of business 

from the ground up. But as with all 

transitions, there are challenges 

that need to be tackled. Mobile 

connectivity and the concept of 

‘instanity’ has certainly proved to 

be advantageous for start-ups. 

Nimble and fast paced, they have 

used instanity to their advantage 

to accelerate growth, make 

connections and take advantage of 

new business opportunities. 

They are the disruptors of our time, 

but disruptors also mature and 

grow. What happens as they move 

from start-up, to scale up through 

to medium-sized business? How 

can they maintain their ‘edge’ and 

innovative ways as they grow? 

While some may worry about 

the implications of Brexit, SMBs 

will find a way to survive. It’s in 

their blood. Rather, they need to 

be sure that the very on-the-go 

economic movement that fuelled 

their creation, does not morph to 

become their downfall. 

Investing in the right technology is 

paramount. And such investment 

needs to be timed to add maximum 

value to employees’ working 

lives, align with their consumer 

experience and – most importantly 

– promote productivity as we hurtle 

towards a converged, automated 

and machine age. These are the 

challenges that SMBs face and that 

we keep front of mind during our 

R&D processes. Our technology 

is designed to deliver the future 

now – we’re all going on a journey 

into the on-the-go economy, and 

it’s a journey we believe is better 

made together. I hope you enjoy the 

report. 

Afterword
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For enterprises the on-the-go 

economy has proved to be a – 

not always welcome – force for 

change. Operating models are 

being completely reimagined, 

new communication platforms 

introduced and for the first time 

in history there are multiple 

generations working in the same 

environment – each bringing with 

them their own set of expectations 

about how the enterprise could 

and should support them. This 

has meant that old, established 

processes have had to be 

reinvented in order to improve 

productivity in a new world order 

where being the biggest no longer 

means being the best.

Not only that, but with employees 

able to use their own assets in 

order to make money – such as 

renting their spare room through 

Airbnb – larger businesses need to 

work harder to retain the talent on 

which their growth depends. New 

generations are happy and open

to fragmented revenue streams. 

They’re entrepreneurial in their 

outlook, which breeds new 

confidence. Therefore the onus is 

on businesses to ensure they use 

technology in a way that helps 

employs retain control of their lives, 

rather than the other way around. 

As we note in the chapter, ‘Into the 

future of the on-the-go-economy,’ 

the future is both broad and diverse. 

This on-the-go concept will bring 

with it much change and businesses 

can’t afford to be held back by 

outdate thinking or technology. 

Some of the trends and concepts 

discussed in this report might seem 

futuristic, but in all reality they are 

just around the corner – and they 

could provide the key to thriving in 

an unpredictable post-Brexit world. 

A new era has been pioneered, 

bring it on.
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A note on methodology
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Research approach

This on-the-go economy report is built on an extensive literature review. 

Using our commercial experience, academic relationships and business 

acumen we have ensured that we are across of all of the latest research 

and analysis as it relates to the many elements of the on-the-go economy. 

From demographic, regional and social trends to the future of employment 

and work, from the great productivity debates and through to the latest 

innovations in applications and platforms, one consistent thread links these 

apparently disparate developments – mobile connectivity.

We have applied and condensed this learning and exploration into 

this short report. We hope it represents the beginning of many new 

conversations and we will be watching the future growth and the changing 

shape of the on-the-go economy with great interest in the coming years.

Our lead researcher and author, Michael Brennan, has had an extensive 

career in media, marketing and technology with roles ranging from 

research and insight to futures and foresight and now data science 

consultancy. Michael has worked with many leading brands to better 

understand social and technological trends and how they are impacting on 

their customers and business.

Profusion is an independent data science and intelligence marketing 

consultancy with offices in London and Dubai. With a strong heritage in 

CRM and Marketing, Profusion is today working at the cutting edge of data 

science applications through their Labs division. Current projects include 

wearable tech and smart city initiatives together with advanced marketing 

analytics for a number of global brands.

Michael Brennan

Profusion
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