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Executive summary
Because much of BT’s communication is
time-sensitive, its people need to
respond to clients and colleagues quickly
and efficiently. For staff on the move BT
needed to find an affordable solution,
providing unrestricted secure mobile
email access that would increase
productivity and organisational
effectiveness. 

BT deployed Research In Motion’s
BlackBerry Wireless Handheld™ – first
piloting it in August 2001 with senior
management, and then the sales force.
BlackBerry provides the user with
integrated wireless access to a range of
business applications including email,
phone, corporate data, internet, SMS
and personal organiser applications. BT
was the first corporate user of the
BlackBerry solution within Europe.

BlackBerry gives BT staff secure access
to critical information wherever they are
right around the clock. It increases their
productivity and enhances their mobility
and flexibility. An internal survey showed
that, with BlackBerry, average hours of
laptop usage declined 45 per cent,
monthly mobile phone bills fell by as
much as 60 per cent, and BT people
reclaimed some 70 minutes per day of
productive time. Ease of use means
training takes only minutes, deployment
can be achieved in days, and ROI follows
in weeks. 

BT people on the move are becoming more productive
thanks to an advanced mobile wireless communications
solution that enables them to deal with their email
virtually anytime, anywhere

“BlackBerry is transforming the

company. The BT Board is now

using BlackBerry as a critical

email access tool. When our

people are away from their

offices, they are constantly in

touch with all the information

they need.”

Adam Oliver
CIO Team Member
BT Group



Background
BT is one of Europe’s leading service
providers. Its principal activities include
local, national and international
telecommunications services, high-
value broadband and internet products
and services, and global IT and
networking services solutions. In the
UK, BT serves over 20 million business
and residential customers – as well as
providing network services to other
licensed operators. Across the globe its
clients include governments and multi-
national enterprises.

BT is a company that is characterised by
mobility. Deal-making executives can be
in any spot on the globe. Field staff and
engineers can be anywhere in the UK,
Europe and – indeed – around the world.
In that dynamic environment, email is
more than a means of communication: it
is a critical business tool. Adam Oliver,
with the Chief Information Officer’s team
at BT Group, says: “Email crept up on us
and is now an absolutely essential part of
our information infrastructure. Our
company literally could not survive
without it.”

Challenge
However, busy professionals find that
email’s real weakness is managing the
messages received. And that is an
absolute truth for BT. Executives and
sales teams on the move or engaged in
meetings find themselves overwhelmed
by the volume of email that accumulates
while they are away from their desks.
Among these emails are time critical
issues and, as a result, business
decisions can be delayed – as can the
response to sales enquiries and requests
for management sign-offs – especially if
several individuals are involved.

In an attempt to keep abreast of that
traffic, BT people were making ever-
increasing use of mobile phones, with
escalating airtime costs. But lack of
privacy made a confidential dialogue by
mobile phone virtually impossible while
travelling on public transport.
Furthermore, because responding to
emails by mobile phone can be laborious
and time consuming, communication was
mostly by voice via the office. So logging
in remotely out-of-hours using a laptop
had become the norm. This presented
the additional challenge of improving the
work/life balance of BT staff by reducing
the amount of personal time spent
dealing with non-urgent email.

An alternative was needed. The problem
was to find a way of minimising delays in
responding to time critical emails, and to
find a better way of managing a busy
inbox when away from the office.

“BlackBerry is possibly my

most important piece of kit,

definitely equal to my laptop.

It’s been a godsend to me – I

feel that I’ve reclaimed part of

my life.” 

Paul Coles
Mobility Channel Development
BT 
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Solution
Developed by Research in Motion in
1999, the BlackBerry Wireless Handheld
– a device around the size of a pack of
playing cards – is the world’s leading
integrated and secure wireless email
terminal. It incorporates unique push
technology to deliver corporate emails
automatically without the need for the
user to dial in. BlackBerry integrates with
the user’s Microsoft Exchange or Lotus
Domino account, using the same
address. A busy inbox can be managed
by setting email filters that monitor key
words and message fields, thereby
controlling which messages are received.

Running over a GPRS data network,
alongside the existing GSM
infrastructure, BlackBerry enables users
to be connected 24*7 to their business
email account and to receive, read and
respond to messages wherever they may
be. BT Group undertook a thorough pilot
of BlackBerry with some 100 senior
managers in 2001. Adam Oliver
comments: “BlackBerry is transforming
the company. The BT Board is now using
BlackBerry as a critical email access tool.
When our people are away from their
offices, they are constantly in touch with
all the information they need.”

The trial was quickly extended to
salespeople and engineering managers
and their people: no longer desk-bound,
they are spending more time in the field.
By allowing managers to get out of the
office more, BlackBerry is helping to
improve team performance and
customer relations too. The trials have
been so successful that BlackBerry is now
offered to anybody in BT with the
justification.

Adam Oliver continues: “BlackBerry
allows BT mobile staff and flexible
workers to be more productive, more
efficient and more responsive – and they
don’t need to worry about a growing
batch of unread messages waiting for
them back at their desk.

“Taking me as an example, I can do work
where I want and when I want. I can work
when I first wake up in the morning or on
the tube, I can view information from the
back of a taxi or co-ordinate a meeting
from a trade conference.”

Other improvements are having less of a
corporate impact, but are vitally
important nonetheless. One is the ability
to empower those within BT’s mobile
workforce who have disabilities. Paul
Tobin, a BT engineer, has been
profoundly deaf since birth. Getting a
BlackBerry handheld has seen a real
transformation. Paul says: “BlackBerry
has made my job quicker and easier. In
the past, I had to rely on texting on my
mobile and had to constantly keep
getting my laptop out and finding places
to log on to check my jobs. It has greatly
improved my working life.”

As well as its huge value as a mobile
email terminal BlackBerry is also a
business organiser, storing contact
details and email addresses – and a fully
functional mobile phone – providing BT
people with one truly converged device.
The end-to-end security of the overall
BlackBerry solution enables devices to be
remotely disabled and, indeed, even
wiped clean of data. A return address

can be displayed on the screen. The
BlackBerry Wireless Handheld is less
vulnerable to theft than mobile phones
and laptops, not only due to its subtle
design and ease of concealment but
also due to the fact that it is a business
tool – not a desirable consumer object
that could be stolen for its sheer
perceived value.  

Results
The BT internal pilot resulted in a
reduction in usage (and cost) of other
devices such as mobile phones, basic
PDAs and laptops. A study found that
the average number of hours of laptop
usage declined 45 per cent after
BlackBerry handhelds were issued and
monthly mobile phone bills fell by as
much as 60 per cent. The same survey
found that BT people gained some 70
minutes per day productive time through
being able to access information and
emails when and where they wanted.
Ease of use means training takes only
minutes, deployment can be achieved in
days, and ROI follows in weeks. 

Why BlackBerry for BT?
• BlackBerry enables BT users to be connected 24*7 to their business

email account and to receive, read and respond to messages wherever
they may be.

• BlackBerry allows BT mobile staff and flexible workers to be more
productive, more efficient and more responsive.

• BlackBerry empowers those within BT’s mobile workforce who have
disabilities, and is less vulnerable to theft than mobile phones 
and laptops.

• BlackBerry is also a business organiser, storing contact details 
and email addresses – and a fully functional mobile phone – 
providing BT people with one truly converged device.



BT has also seen its people’s personal
time being transformed too. By reducing
the need for people to log in for their
email during their own time – in the
evenings, at weekends, on holiday – their
quality of life has been improved. Paul
Coles, responsible for Mobility Channel
Development in BT, says: “I spend a lot
of my time travelling. BlackBerry is
possibly my most important piece of kit,
definitely equal to my laptop. It’s been a
godsend to me – I feel that I’ve
reclaimed part of my life.” 

With 3,000 BlackBerry users, BT is
already one of the largest deployments
of BlackBerry in Europe, with numbers
still growing fast. But because
predominantly senior management and
sales teams have taken up BlackBerry, its

effect has been leveraged massively. This
group of users has seen at least an extra
hour each and every working day when
they are able to make and communicate
decisions, prepare and submit quotes,
and close deals.

Now it has been proven within its own
organisation, BT is confidently offering
BlackBerry to its corporate customers as
a tool for company transformation.
Adam Oliver concludes: “The best way
to transform a business is to make
people feel empowered by giving them
the right information at the right time in
the right place on the right device. Then
people can change the way the company
works. I think that BlackBerry is just
such a fundamental business
transformation tool.”

The BlackBerry product

BlackBerry® is a leading wireless connectivity solution, 
providing access to a wide range of applications on a variety of
wireless devices around the world. It combines award winning
devices, software and services to keep mobile professionals
connected to the people, data and resources that drive their day.

Offices worldwide
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