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The hybrid advantage: how 
and why the UK can strive  
to become the world leader  
in hybrid work



Foreword
For years, technology has been changing people’s  
relationships with the workplace and how they connect with 
their colleagues. It was this constant evolution that led to the  
formation of Zoom in 2011 because we felt there was a better  
way for people to communicate and collaborate at work. 

The pandemic accelerated that change at an unprecedented 
rate. We are proud of the fact that Zoom was the most 
downloaded app in the UK in 2020 and one of the most 
commonly used video conferencing tool during the pandemic, 
but this was an acceleration of changes already underway -  
a decade’s worth of digital adoption took place in the UK  
in 12 months.1 

This has helped lead to a dramatic shift in public expectations 
of how, when, and where people work. Hybrid working is 
favoured by 85% of those who worked from home during the 
pandemic, and 57% of UK employees are expected to work 
from home at least some of the time by October 2022 
— when the Office for National Statistics expects the UK 
economy to have established a post-COVID ‘new normal.’2 
Employers have also recognised the need to adapt their 
working practices to remain competitive and attract and 
retain talent, with a survey by the Institute for Directors 
finding that 79% of UK bosses intend to adopt remote 
working for the long term and 86% of large UK employers 
having already introduced hybrid working models.3  
The genie is well and truly out of the bottle. 

1 BBC News, 2 December 2020, link.
2 Office for National Statistics, Business and individual attitudes towards the future of homeworking, UK: April to May 2021, link.
3 The Times, 11 February 2022, link; BBC News, 5 October 2021, link.
4 To measure the economic impact of remote work and video communication solutions, Zoom partnered with Boston Consulting Group (BCG) to conduct a survey and 
economic analysis, focusing on what industries were able to pivot their business processes using video conferencing, resulting in business continuity and even growth 
during a time of significant economic turmoil, March 2021, link.
5 Zoom, How the world connects, link.

We believe that the UK’s experience of remote working  
during the pandemic, which saw more people working from 
home than in other comparable countries, gives it a competitive 
advantage.4 Organisations across the UK are adopting hybrid 
working models and, as this happens, we’re also seeing 
growing  demand for ‘third spaces’. These are places people 
can work from in their own communities as an alternative to 
home or the office. These developments have the potential 
to produce more productive, happy, and loyal workforces as 
we move to a more connected and competitive future digital 
economy. While the last two years have been extraordinary, 
they also  provide an insight into the opportunities the 
future may bring. 

Today, half a million businesses globally choose Zoom as part 
of their critical communications systems, along with hundreds 
of thousands of schools and educational facilities.5 As we 
build forward from the pandemic, Zoom and other technology 
platforms that help enable hybrid working will be at the heart 
of the UK’s economic recovery, helping businesses adapt, 
grow and thrive. 
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During the pandemic, video conferencing technologies  
became a lifeline for society, giving people the flexibility to  
live, learn, and work online. Within just a few short weeks,  
organisations of all sizes had introduced new software and  
online capabilities like Zoom to help enable them to continue 
working during national restrictions. 

To measure the economic impact of video conferencing in 
enabling successful remote work, in 2021 Zoom commissioned 
an economic analysis and survey conducted by Boston 
Consulting Group. This revealed that almost four in five 
businesses surveyed said their companies “could not have 
survived without video conferencing tools.” The analysis also 
found that that the adoption of remote technologies such as 
Zoom helped to prevent the loss of around 550,000 jobs 
during the pandemic, which accounts for roughly 2% of the  
UK workforce, and preserved over £135 billion in UK GDP.6 

quadrupled from 20% to 82% - which was substantially 
higher  than in other developed economies (see table on p.5). 
With Ofcom estimating that Zoom had 13.2 million monthly 
UK users during the first national lockdown8, we are proud  
to have helped play a role in supporting these changes. 

6 Boston Consulting Group, The Impact of Video Communications During COVID-19, March 2021, link. 
7 McKinsey, What 800 Executives Envision for the Post-Pandemic Workforce, 2020, September, link. 
8 Ofcom, UK’s internet use surges to reach record levels, June 2020, link. 
9 Boston Consulting Group, B2B videoconferencing customer survey. 
10 Boston Consulting Group, B2B videoconferencing customer survey.

How the UK adapted quickly

78% of large UK businesses surveyed ‘could not have  
survived’ the pandemic without video conferencing

78%
of UK businesses surveyed believe that video 
conferencing helped to boost morale and mental 
well-being during the pandemic

Part of this can be explained by how the UK led the way in  
adoption of technologies that helped make home and hybrid  
working possible. A McKinsey study found that the overnight  
office exodus that took place across the UK in March 2020  
prompted 85% of businesses to accelerate their digital 
transformation.7 Within 12 months, the share of employees  
at UK SMEs using video conferencing tools had more than 

The Boston Consulting Group survey also found that remote  
working had a number of social benefits, such as helping  
workers to feel more connected while COVID-19 restrictions  
were in place: 

• 78% of UK businesses surveyed either agreed or 
strongly agreed that video conferencing tools helped 
boost morale and mental well-being of employees  
at their company during the pandemic.9 

• 89% of UK businesses surveyed either agreed or 
strongly agreed that video conferencing tools helped 
maintain social connection and affiliation with 
colleagues during the pandemic.10
























