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This report will consist of two parts.  The first part will focus on the impact of the use of 21st century technology within the workplace.  The secondary research will outline some of the impacts of technology in the workplace and what technologies are typically used.  The primary research will discuss and evaluate the modern technology used within the DVLA, including the importance and usage of the technology used within the estates management and security team.  
The second part will focus on social media as a professional platform for marketing, customer engagement and gathering valuable information. It will also include an analysis of devolving a professional online profile on platforms such as LinkedIn and Twitter. 
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Part one of this report aims to answer the question; what has been the impact of 21st Century Technologies on the workplace?  This part of the report will attempt to focus on what 21st century technologies are used in the modern workplace, how they are used, why they are used, and how effective they are.  It will also discuss if 21st Century Technologies have improved workflow, increased communication channels and productivity, or added flexibility or staff satisfaction.  The report will examine if there have been any negative impacts such as a decrease in work-life-balance or if 21st century technology has taken away the need to some staff.  

[bookmark: _Toc520370296]Secondary research 
  
Secondary research is the research that has already been carried out and documented by a researcher. Its someone else’s work or research that can be used to explore more on the subject at hand and should be properly referenced to acknowledge the fact that its someone else’s work or research and they are happy for the research to be used by anyone interested.

Different countries use 21st century technologies in the workplace in different ways.  For example, a study comparing ICT use in Switzerland and Greece showed that in both countries “ICT show positive correlations with innovation measures but of a different nature” (Arvanitis, et al., 2016, p. 343).  
Some of the technology that is used within the modern workplace can improve area such as speed and productivity, communication, storage and remote connectivity (Reflektive, 2018). Some of the recent developments in modern technology in the workplace include moving towards a digitised system within the workplace.  For example, within tax management, there is now the option to utilise e-declaration, e-tax payment systems, and e-tax returns by using an online system (Ozgen & Turan, 2007).  Another example of companies increasing their use of digital technology is within the Driver and Vehicle Licensing Agency (DVLA).  One of their key strategies is to add new online services to the DVLA’s technology stack. So far, 26 of its 63 high level services are being provided online” (Evenstad, 2017, p. 14). 
The educational system within the workplace has been revolutionised by technology.  Many workplaces require a lot of training and learning from the employees.  PowerPoint allows information to be distributed in work training in a more effective and environmentally sustainable way that handing out paper.  Technology has great potential to support the training and learning of the workforce, allowing individualised learning programmes and accessibility to course materials though digital technology (Karoly & Panis, 2004).  “In the UK, on-the-job training and in-house development programmes are the most common methods of training, but the growth of digital media has meant marketers want 'smarter training' that blends social media, mobile and e-learning” (Bacon, 2015, p. 1). This is an example of how modern technology can improve productivity.  
21st century technology has increased communication channels as there are now more ways to communicate. For example, email has increased in usage since the turn of the century.  Additionally, many workplaces are now utilising Instant Messaging (IM) in ways other than e-mail (Aripin, et al., 2011).  Workplaces use text messaging and WhatsApp for reminders and to arrange overtime, recorded messages etc. 
Technology has helped with employee flexibility and satisfaction because it can allow people to work from home, or work while commuting.  The downside is that there is an issue with data protection.  Technology also allows people from different part of the county and different parts of the world to communicate or be in the same meetings through video conferencing.  The downside is that the personal touch is lost when meeting remotely.  
Technological advancement and digital skills in a workplace have gone a long way in being so useful and convenient that employers and employees alike wonder how difficult life would be without such technology in this digital era. However, as much there are numerous pros and advantages, there have also been a few cons and disadvantages that have impacted heavily negatively on the employee and somehow benefited the employer by enhanced profit and expansion.  Holding records on digital files can be a hindrance to security if the technology fails or if it is hacked.  
The digital and technological era has brought about a culture of mass production and long working hours which means that employees spend more time in work and less time socially with their friends and families hence the erosion of work-life balance. There is no equal balance of work and social life which has led to increase of stress related illness and low self-esteem and morale. Because there are fewer people working and a bulk of machines and computers, boredom kicks in and the motivation to work decreases. The focus is therefore on production and profit and less on the wellbeing and a healthy work- life balance the employees.  Mobile technology makes work emails accessible from home on phones and tablets.  This means that people are less likely to switch off from work once they go home as they are constantly connected to the workplace.  
Machines, technology and digital equipment are so effective, reliable, efficient that technology/machines have reduced the need for certain workers. “Jobs most at risk are those that are routine, repetitive and predictable, such as fast food preparation, telemarketing and assembly line work” (Gleeson, 2018).   For example, self-service machines at supermarkets can serve around ten people at once, with only one member of staff manning the self service area. This can save businesses money in the long run because the can employ less staff members. The downside of this is not only that people are losing job but customers and clients are also losing out on personal interaction.  This could negatively affect communication skills. For example, using self-service machines does not give opportunity to interact with others.  For people who are not as proficient at technology, using machines and technologies can waste a lot of time while they are trying to work the machine.  This can be worse for people with disabilities as learning disabilities can make learning new technology difficult, and some physical disabilities can hinder using the machines.  Technology does not always save on time for customers.   For instance, when making a phone call for banking or paying bills, it would sometimes be better to talk to a person about the problem, rather than having to go through a series of numbers to press until the solution is found.  “It could be argued that there is a shrinking place for many of our workers in this 21st century, technology-obsessed environment. There is a partially misguided notion that technology is the main, if not only, ingredient required to solve the problems of the workplace” (Claretha, 2012, p. 13).  However, people are essential for technology being implemented.  

Different workplaces and departments use different 21st century technology depending on the price and range of use. Therefore there is no one size fits all, but most if not all business use computers as the most evident technology of the 21st century.  Software or hardware on the computers are tailored to the needs of the business. Workplace is a broad word and 21st technologies can be specific to specific workplaces as mentioned above. It will therefore be impossible to research a few hundred workplaces to explore what technologies they use in the 21st century and it will be inaccurate and misleading to imagine that all businesses and workplace use the same 21st century. Therefore to be on a safe side I have used the primary research I have carried out in my place of work, the DVLA. The DVLA has taken a giant leap in acquiring and using 21st century technologies which includes: flat screen touch colour digital desk top computer that are light as a feather and can fit in confined spaces. Gone are the bulky, chucky and heavy black and white analogue computers that required a lot of space because of a protruding behind iPads.
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This part of the report will discuss the methods and findings of primary research into the 21st century technologies that are deployed within the DVLA.  The research methods for this primary research will be questionnaire distributed to estates and security staff at the DVLA to find out which technologies they feel are the most important, and through observation with the DVLA.  
The questionnaire asked estates and security staff to rank the importance and usage of technology (see appendix 1). The results were collected and the average was used to produce the charts below: 



As the DVLA is a government agency, it is important to research government publications.  The Government Office for Science says that “The invention and adoption of technologies continues to transform our world” (Gov.UK, 2017, p. 4). The UK Government hopes to develop long-term economic growth and productivity through usage of technology and innovation.  It also wants to use technology to improve the delivery of public services such as the DVLA and at the same time, mitigate the risks associated with technology. This is especially important in Government agencies such as the DVLA as the databases hold sensitive and personal information about citizens.  
Through observation, it has become clear that many aspects of technology has an impact on the work done within Estate management and security at the DVLA.  CCTV has developed a lot in the 21st century. The picture is now in high definition and there is a zoom function.  CCTV used to be small screen but now there is a plasma screen meaning the CCTV image is clearer, bigger and better than the older one.  
Automatic Number Plate Recognition/Reader (ANPR) is a system used in the DVLA to document vehicles on site and check that they are authorised to be in on site.  The ANPR are connected to the barriers on site, as soon as a car approaches the barrier, the ANPR system reads the number plate and if authorised, the barrier opens.  If the number plates are not recognises, an attendant is alerted.  It is also an anti- terrorism measure because the system logs all number plates on site, so if anything happens, there is a record of vehicles and number plates within the site. 
Radios have improved significantly with the introduction of GPS and cameras within the radio. Previously, the radios were analogue, which meant there were sometimes interruptions from other radio channels and the sound was not clear.  Since becoming digital, the sound is more clear and there is no interference.  The GPS allows the security staff to be tracked whenever they are in use to allow other security staff to know where they are.  If the staff member is in danger, this can help them to be located by other members of the department and the police.  There is also a red button that the security staff can press if they cannot talk.  This alerts other security staff that you are in trouble. The GPS then allows them to be found quickly.  Additionally there is a recording facility on the radios.  This allows the security staff to record confrontations or verbal abuse they might encounter.  
The DVLA uses electric cars to do patrolling.  They are used on patrols if there are a lot of hazards such as adverse weather conditions. This is preferable to petrol cars for patrolling because it is cleaner energy making them more environmentally friendly.  Hey can also be used by other members of staff to go for meetings and seminar so that they do not use their own cars.  This has helped to save the company money as they are no longer hiring cars for this purpose.  The downside to these cars is that the charge does not go very far so they are only useful around Swansea.  For longer journeys the hybrid cars can be used as these last a lot longer.  
The DVLA also uses computers and tablets which are kept up to date. The current Microsoft Office Word and Excel in use is 2016 but this will be updated in 2019, and the iPads used are version 10. Computers are essential for maintaining communication, and delivering marketing, providing information and keeping records.  The use of tablets allows all this on a more flexible and mobile basis.  
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Part two of this project will explore the use of social media as a platform for professional Marketing, providing good customer service, gathering and disseminating information, and communicating with customers.  This part of the report will also use primary research to analyse the social media tools used with the DVLA.  This will mainly be conducted though observation, searching the DVLA’s website and examining their online presence.  This section will finish with an evaluation of my own professional online presence.  

[bookmark: _Toc520370299]Exploring the use of social media as an effective tool within the workplace
[bookmark: _Toc456901523]
Social media is “an internet-based form of communication” (UCM, 2018). There are many forms of social media such as blogs, podcasts, social networking sites, photo or video sharing sites, and instant messaging.  Social media can be used for conversations, sharing information and marketing a product or service.  “When used properly, social media can be a valuable addition to a department's communications strategy” (UCM, 2018). Businesses can use social media to have a conversation with their customers or target audience, market their brand and gain customer feedback.  

Many businesses use Facebook to advertise their service or product and gain some exposure through ‘shares’ and ‘likes’.  Some businesses also communicate with their customers through Facebook.  “Departments looking to build overall brand awareness should consider using Facebook” (UCM, 2018). Facebook can also provide information about customer engagement with the page.  This can help businesses to see how specific posts have performed, the demographics of the audience and other useful insights (Ayres, 2018).  Facebook can save businesses money in advertising as there is no cost to setting up a business page.  
Twitter is used more for customers to write into business about a problem or a good experience.  “Departments looking to engage their audience at a high frequency and have the resources to respond promptly should consider using Twitter” (UCM, 2018).  This platform tends to be used more for communication and customer service, but like Facebook it can also be used for marketing as companies can launch their marketing materials to their followers. Businesses can also pay to advertise through Twitter to a wider audience than just their followers.  This could be through promoted Tweets, promoted accounts, or promoted trends. Twitter uses algorithms to tailor adverts to users who may want to receive the content.  Their site says that they show ads “about things you’ve already shown interest in from brands and businesses that you may like” (Twitter , 2018). 

Most businesses are online.  A company website can be built easily and quickly with a website builder that uses a selection of pre-designed templates, or businesses can pay a web designer to develop a site for them.  One advantage of having a company website is that it can reach a wider audience than other forms of advertising. It also gives customers easy access to information about the company.  In addition to advertising, a website creates brand awareness for the company.  “Having a website for your business is not just an advantage; it’s an essential way to protect your business brand online” (Adrian, 2010).  On the other hand, having a website could open the business up to hacking.  There are also issues with reliability if the site is not updated regularly, and websites can be prone to crashing and becoming temporarily unavailable. Having a website may not allow a business to reach the correct audience, but adverting a website on Facebook and creating a Facebook link could help to fix this problem.  This shows how different social media platforms can work together to complement each other. 

Instagram is a platform for sharing photos.  This is a good marketing tool for creative industries but many businesses can benefit from using Instagram to launch marketing posters, advertise deals or sales, or use pictures to promote the ethos of the company.  “Senses and sensory experience can influence purchasing decision…the most important is sight, followed by smell, sound, taste and touch” (Latiff & Safiee, 2015, p. 14).  As sight is so important for branding appeal, Instagram could be the best social media platform for selling, but only of the content is relevant.  For a professional who is not selling a product, this could be difficult.  Another benefit of Instagram for businesses is that they do not have to look for followers.  “They only need to engage with one person and from this person, it will attract the like-minders who have the same intention to follow their Instagram” (Latiff & Safiee, 2015, p. 18). 

LinkedIn is a platform mainly used for professional self-promotion, professional networking and enhancing career opportunities. Unlike Facebook which is a social utility platform, LinkedIn is a professional network. The main difference with LinkedIn is that “as a professional you want people to want to know who you are” (van Dijck, 2013, p. 207).  The reason companies use Linkedin is to find matches to recruit potential employees, and to advertise their services to other corporations and agencies. 

Businesses need to ensure that personal and professional information is secure and safe online. “When signing-up for and using social media, you should carefully consider the personal data you share on social media and with social media providers as well as reviewing the privacy policy” (Information Commissioner's Office, 2018, p. 4). Insecurity about how data is stored could put people off engaging with businesses on social media.  Some companies exploit personal data for personal gain by selling information to other organisations or by collecting data to better target individuals.  

The DVLA uses social media to communicate with customers and to conduct business online (see appendix 2).  The DVLA uses Facebook to offer advice to customers on paying car tax, money raised for good causes, and services the company provides. Customers can also send messages to the DVLA through Facebook.  The posts on the Twitter account for the DVLA are the same as the posts on their Facebook page.  This means that the DVLA are trying to engage with a larger audience by casting a wider net. Those who do not follow them on Facebook might follow them on Twitter instead. Having the same information and services across both platforms means that people who prefer one over the other are not missing out by only having one social media platform.  The DVLA communicate through Facebook, Twitter, LinkedIn, YouTube and Instagram (see appendix 2), and can answer vehicle and driving related queries through these platforms (Gov.UK, 2018). 
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Your LinkedIn profile is a professional landing page for you to manage your own, personal brand. It’s a great way for you to tell people who you are and what you do by displaying a general history of your professional experiences and achievements. Use your LinkedIn profile to add a personal touch that a typical resume or CV may not reflect (LinkedIn, 2018).
“On a professional level, you can use social media to broaden your knowledge in a particular field and build your professional network by connecting with other professionals in your industry” (UCM, 2018).  As part of developing an online social media profile, I launched a LinkedIn account to enhance my career prospects, show my skills and experience and network with professionals. It can be said that developing a LinkedIn account is “a worthwhile investment in your professional life” (Russell, 2013, p. 91).  On the other hand there is a risk of any social media platform being hacked, or personal data manipulated (Kumar, 2016). 

To create my own personal presence online, the first thing I did was try to look at other LinkedIn profiles to see what other people had done, but I found that you cannot look at the site without an account.  I was a bit reticent about setting up account at first because I did not want to put myself online in the public eye.  I felt that there are other ways the find jobs and network with people.  Despite initial concerns, I set up an account and found it to be an easy process.  The link to my LinkedIn account is: https://www.linkedin.com/in/mohammed-moses-irumba-45920a168/ 
[image: ]

The good points about LinkedIn is that it is straight forward and convenient to create, and the log-in is easy.  I was apprehensive at first as I did not want to create an online account that asks for lots of information, but I was surprised at how easy it is to use and choose what information to divulge. The site is interactive and it can be useful for finding out carefully selected information.  A weakness is that it is too open and exposed in that anyone can join so anyone can view your profile.  An account can be created using a fake name and email address without the account user’s identity being verified, meaning it can be prone to abuse.  Within a few days of opening the account, I had two massages from people I did not know.  One was phishing for business which is a negative aspect of social media, but the other was an invitation to apply for a master’s degree in public administration based on my LinkedIn profile.  This shows some of the ways LinkedIn can open up opportunities.  Some of the opportunities that are advertised on LinkedIn are not relevant to me, but having recognition that I might be suitable for a particular role or course can give a feeling of appreciation and encourages me to work even harder to achieve more.  
Twitter could be a useful tool for creating a professional online presence that I could use to show my interests and opinions on professional matters. Twitter chats can help to network.  This networking can turn into business in some cases and can help you become known in your professional field.  “Building a personal brand on Twitter… [is] about creating your own content that shows your audience (and potential followers) what you’re about” (Herman, 2018).   Twitter can also be used to promote skills and abilities when searching for a job, and it can help find available posts by following relevant companies.  The downside to using Twitter is that it is too exposed and not everyone who reads your content will be in a position to help.  It can be discouraging if your tweets are not read, or if your tweets get trolled by people deliberately trying to be unhelpful.  Sometimes it would be better to contact a company directly rather than post tweets to the site. A lot of Twitter posts can be humorous and may not be conductive to developing a professional profile.  
[bookmark: _Toc520370301]Conclusion 

This report has shown the benefits and drawbacks of 21st century technology use in the workplace, and has shown how the DVLA uses technology to enhance communication and productivity with the security and estates management department.  
This report has also highlighted the benefits of various social media sites for professional use such as Facebook, LinkedIn, Twitter, and Instagram. There is a danger of spreading too thinly across multiple social media sites as this could “dilute your social strategy, preventing you from using any of them effectively” (UCM, 2018).  This means that is it best to stick to a small selection of social media platforms that meet my needs as a professional.  Of the social media platforms explored, LinkedIn and Twitter seem to be the most suitable for creating a professional online presence.  Facebook could be too personal and open as others can tag you in to inappropriate posts.  Self-expression or emotional attachments that may be posted on Facebook could be detrimental to a professional image (van Dijck, 2013). Instagram is for sharing photos.  This is fine when kept private to friends and family, but I would not want my professional profile to be included in my personal one.  Professional people in creative industries would benefit from Instragram to showcase their work, but in my own industry I do not believe Instragram would be beneficial to me.
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Questionnaire distributed to DVLA estates and security staff
How important are these items of technology to your role?  Please rank out of 100 in terms of typical daily usage: 

	Telephone
	
	Drones 
	
	Portable cameras
	

	Emails
	
	Desktop computer 
	
	Fixed cameras 
	

	CCTV
	
	Laptop computers
	
	Radios/digital walkie-talkies 
	

	ANPR
	
	Tablets
	
	Cortech alarm system 
	

	Printers 

	

	Mobile phone
	

	Access control
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Social media use 
· English 
· Cymraeg 
How we use social media to communicate with you. 
Contents
1. Our social media channels 
2. How we moderate our social media channels 
3. How we interact on our social media channels 
Our social media channels
We use our Facebook, Twitter, LinkedIn, YouTube and Instagram channels to communicate with you. Our Contact Centre answers vehicle and driving related queries using some of these channels.
Facebook
We have three Facebook channels:
· DVLA corporate
· DVLA careers
· DVLA Personalised Registrations
Twitter
We have three Twitter channels:
· DVLA corporate
· DVLA careers
· DVLA Personalised Registrations
LinkedIn
We have one corporate channel.
YouTube
We have a YouTube channel that we use to publish videos about the services we provide.
Instagram
We have two Instagram channels:
· DVLA corporate
· DVLA Personalised Registrations
How we moderate our social media channels
Our communication team moderates each channel seven days a week.
We will delete:
· abusive, racist, sexist, homophobic or inflammatory comments
· nuisance comments considered to be spam
· personal information given such as telephone numbers, address details and driving licence numbers (we do not keep a record of any deleted personal information)
· posts made or content within posts (such as film) that actively and obviously identify individual DVLA staff members
· posts which clearly advertises commercial activity or solicitations of donations or any kind of money
How we interact on our social media channels
We:
· welcome feedback, ideas and engagement from all our followers
· may follow or like you back if you follow or like us - being followed by us does not imply endorsement of any kind
· do not accept requests to be added as a contact on individuals’ YouTube accounts
· may choose to share content which we consider has relevance to us
· may share from our social media accounts but this does not imply endorsement of any kind
· respond to customer enquiries on our social media channels
· aim to reply to simple queries from members of the public directing them to an appropriate page on GOV.UK
· do not discuss personal details via our social media channels and will ask customers to contact us via phone or email in these instances
· will read all @replies and direct messages, and ensure that any emerging themes or helpful suggestions are passed to the relevant colleagues in DVLA 
· cannot engage on issues of party politics or answer questions which break the rules of the Civil Service Code
· make no commitment to respond to every individual comment or post
· cannot engage on issues of party politics or answer questions which break the general house rules
· do not accept responsibility for Facebook, Twitter, LinkedIn, YouTube or Instagram being unavailable
The usual ways of contacting us for official correspondence are detailed in the contact us section of our website.

Importance and Usage of technology used by Estates and Security Staff in the DVLA  
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Experienced Security Officer with a demonstrated history of working in the government administration
industry. Skilled in Data Privacy, Communication, People Management, Patrol, and Closed-Circuit
Television (CCTV). Strong operations professional studying for a BA Hons Degree in Leadership and

88 See connections (1)

Management




image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





