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Introduction
Populations are aging significantly. Every second, two more people somewhere in the 
world turn 60; by 2028 those aged over 60 will represent nearly one-third of Europe’s 
population, with Japan and North America close behind.1 The baby boom generation is 
getting old.

Figure 1.  European Population Aged 60 or Above 

 

Source: United Nations World Population Prospects, 2006

The growing number of healthy older people can bring great benefit to society,  
which will continue to enjoy their wealth of experience and economic engagement. 
However, aging populations also pose a number of significant political, social, and 
economic challenges.

The health sector, for example, struggles to meet the needs of a significant minority of 
over-60s (around 20 percent) who experience major health problems that make day-to-
day living complex and place massive demands on care systems. Evidence from the 
World Health Organization (WHO) shows that chronic diseases such as cardiovascular 
disease, pulmonary disease, and diabetes (which are most prevalent in the over-60s) 
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c1. United Nations World Population Prospects, 2006 Revision, http://esa.un.org/unpp/index.asp?panel=1
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account for more than 50 percent of the healthcare expenditure in most countries—
and in certain nations this rises to as much as 80 percent.2 New models of health and 
care services are needed to meet this demand.

The work domain is also facing a squeeze, with reduced fertility rates contributing to 
skills gaps in many countries. New models are needed here as well, allowing societies 
to tap the wealth of experience among older people. 

Older people will be significant contributors to society, their families, and the workplace, 
and will expect and demand more control over their daily lives than did their predeces-
sors.3 Significant transformation is required to develop sustainable health and social care 
systems as well as age-friendly ways to work and interact socially. These will allow people 
to remain engaged well into old age.

Huge Opportunities Beckon
While this “graying” world presents major social and economic challenges, the 
situation also introduces significant opportunities; for example, in the face of global 
skill shortages, the over-60s represent a wealth of experience and often-willing talent. 
The power of the “gray dollar” is also stimulating companies to develop new services 
to meet the needs of this growing customer base. Unprecedented opportunities 
also exist via today’s communications technologies, based on high-speed pervasive 
broadband connectivity:

•	 New	technologies	will	allow	us	to	provide	health	and	care	closer	to	the	citizen,	
whether at home, in the community, or on the move

•	 New	models	of	work	will	allow	people	to	work	in	ways	they	prefer,	in	a	task-oriented	
manner that can be shaped to meet the needs of employers and older workers

•	 New	ways	to	communicate	will	help	society	make	the	most	of	the	wisdom	and	
compassion of older citizens to develop a more connected society in which to  
age well

Developing New Service Models
The Cisco Internet Business Solutions Group (IBSG) recently began working with a 
number of national and regional governments, as well as private industry and the  
not-for-profit sector, to help develop new approaches for scalable, sustainable success 
in an aging world. A core element is innovative new service models that directly 
address limitations imposed by location and time by increasing personal control and 
location independence. This combination is central to promoting smarter care and 
smarter participation—two critical and interdependent needs:

Smarter care: Most services in the health and social care sectors are still disjointed 
and resourced across many different local and national government departments. 

  2. The World Health Report 2002. Reducing the risks, promoting healthy life, Geneva, World Health Organisation, 2002, 
(http://whqlibdoc.who.int/whr/2002/WHR_2002.pdf)

  3.  “The Future of Retirement: The New Old Age,” HSBC and the Oxford Institute of Ageing, May 2007,   
http://www.hsbc.com/1/PA_1_1_S5/content/assets/retirement/2008_for_report.pdf

http://whqlibdoc.who.int/whr/2002/WHR_2002.pdf
http://www.hsbc.com/1/PA_1_1_S5/content/assets/retirement/2008_for_report.pdf
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Many continue to be heavily location dependent, requiring patients to attend outpatient 
appointments in hospitals and clinics to gain the support they need to manage chronic 
diseases. These are also predominantly “care and cure” approaches, in which the 
need to support disease prevention and health maintenance is undermined by a 
lack of personal control on the citizen’s part. Adopting solutions such as home and 
mobile telehealth and telecare can do much to overcome the limitations of time and 
place, providing consumer-centric care through tools such as remote monitoring 
and consultations that allow the patient/consumer much greater flexibility, yet permit 
service providers to make more intelligent use of limited resources. 

Smarter participation: Active aging, through leisure, social interaction, and continued 
work involvement, is central to meeting citizen expectations and maintaining mental 
and physical health. For example, adoption of “age-friendly” work arrangements using 
secure remote access and task-based models can ensure that people work how and 
where they are able. Some countries, such as the Netherlands, are already rolling out 
“Smart Work Centers” to provide office environments close to home. Other regions, 
such as Andalucia, Spain, are piloting work models which give older people more 
control, thus attracting them to knowledge economy sectors like journalism. Meanwhile, 
employers around the world continue to extend home and mobile working practices 
to the benefit of both businesses and employees, while simple video communication 
already empowers dispersed families and brings them closer. Today’s unprecedented 
communications possibilities will help further, whether providing support and help, 
harnessing knowledge, or enabling rich collaboration and interaction. 

Figure 2.  Core Model for Scalable Success in Aging Well

Source:  Cisco IBSG, 2008
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1. Increase:
 Personal control and location independence

2. Adopt:
 Innovative service models:
  – Smarter care
  – Smarter participation
3. Ensure:
 Value (for citizens, providers, and governments)
 Replicability (frameworks, architectures) 
 A holistic approach (policy-led)
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Achieving Scalable Success
While economics and expectations will drive new service models and connected 
technologies may enable them, significantly more is required for scalable success:

Prioritization: Many smart ideas and promising pilots fail to scale because the wrong 
priorities were chosen at the wrong time. Ruthless prioritization of service ideas, based 
on their relative impact and ease of implementation, remains a good approach to help 
focus resources. 

As part of that, particular attention should be given to the likely value for different 
stakeholders: citizens, public and private service providers, and governments. Without 
significant interest for each of these groups, the incentive for effective collaboration is 
low. With notable value for each, co-ownership, participation, and the prospect of lasting 
progress is greatly enhanced.       

Readiness (organizational and technological): Without suitable vision, leadership, and 
policy-led cohesion, efforts to address the growing “gray” agenda will add only marginal 
value. Addressing the need for organizational change is core to ensuring stakeholders 
are ready to embrace the opportunities which flexible, IP-based architectures and 
solutions can bring. Without proper attention to organizational readiness we cannot 
realize the full benefit of the major technology trends that are helping to transform so 
many other aspects of daily life. Trends of particular relevance include:

•	 High-speed,	always-on	connectivity	(data,	voice,	and	video	available	any	time,	 
any place)

•	 Intelligent	information	(the	most	pertinent	information	provided	in	the	most	 
useful ways)

•	 Rich	interaction	options	(“real-life”	video,	plus	trigger	action	through	voice,	 
touch, motion)

•	 Simple,	intuitive	devices	(move	seamlessly	between	multiple	display	surfaces	 
and devices)

When these factors combine and effective delivery models are forged, good things can 
happen. For example, a regional government might seek to implement a “Connected 
Care Community” in which professional social and clinical care staff can support the 
significant number of informal caregivers in their community. Recent research in the 
United States has shown that eight in 10 adults who receive long-term care at home 
receive it exclusively from family, friends, and volunteers. Among those who pay for a 
caregiver, two-thirds also receive informal (unpaid) help. The personal costs to such 
informal caregivers are significant. In the same study, 50 percent of family caregivers 
report having less time for family and friends, and nearly the same percentage give up 
vacations, hobbies, or social activities because of their role as caregiver. Furthermore, 
more than 25 percent report exercising less after starting their caregiving activities, 
thereby exposing themselves to additional health risks brought on by poor self-care.4

Cisco IBSG    © 2008 Cisco Systems, Inc. All rights reserved.4

c4. “Care Giving in America,” The ILC-SCHHE Taskforce for the Caregiving Project for Older Americans, 2007,  
http://www.ilcusa.org/pages/publications/ageism-caregiving-sleep.php

http://www.ilcusa.org/pages/publications/ageism-caregiving-sleep.php
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A Connected Care Community might therefore combine formal health and social pro-
fessional care provided via high-definition video links, such as telepresence, in a local 
community center, with text messaging reminders from clinical staff to support informal 
caregivers, as well as social networking tools and video links for informal care providers 
to develop their own support communities. Extending the model further, informal care-
givers can be trained through e-learning, and in due course receive payment for the 
services they offer—services that can be enabled through location-independent and 
other age-friendly work arrangements. 

The potential benefit for recipients of care are evident: higher-quality care. The value 
for providers is significant, too; professionals can integrate informal care into their care 
plans, while informal caregivers are better supported and at less risk of “burning out.” 
The government reaps benefits in helping address economic constraints and meeting 
social policy targets—a win-win-win situation through adopting an integrated approach.

Figure 3.   A Framework to Support Decisions and Execution 

Source: Cisco IBSG, 2008

Conclusion
Once we free ourselves of preconceptions about how services are delivered, many cre-
ative opportunities open up. This paper touches on only a few solutions, all of which are 
enabled by existing technologies and deliver advantages disproportionate to the cost 
of their deployment. In fact, IP-based services can not only improve the lives of older 
people and the functioning of society, but can also contribute significantly to a more 
affordable and environmentally friendly way of life (for example, by reducing or elimi- 
nating the need for travel, thereby lowering greenhouse gas emissions).

Organizational Readiness

Economic/Value Model

• Vision, leadership, cohesion, resource
 (Holistic: policy-led, project-based)

• Value for citizens, providers, governments
 (Time, money, quality of life, strategic goals)

Smarter
Care

Prioritized Solutions/Services

Smarter 
Participation

• Service options, prioritized ruthlessly
 (Relative impact versus relative ease)

Service and Delivery Model • Collaborative partnerships and incentives

Technological Readiness
• Flexible IP-based architecture to enable   
 exploitation of key trends:
  – High-speed, always-on connectivity
  – Intelligent information
  – Rich interaction
  – Intuitive devices
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More Information
The Cisco Internet Business Solutions Group (IBSG), the global strategic consulting arm of Cisco, helps CXOs and public 
sector leaders transform their organizations—first by designing innovative business processes, and then by integrating 
advanced technologies into visionary roadmaps that address key CXO concerns.

For further information about IBSG, visit http://www.cisco.com/go/ibsg

As the world economies seek to manage the current downturn and build toward an eco-
nomically stable and sustainable future, the models described above—based on smart 
use of today’s unprecedented communication possibilities that are enabled by high-
speed broadband—will play an important role in delivering:

Smarter care: Smarter ways of providing care and maintaining health, by being more 
cost effective, making better use of human resources, and actively including the indi-
vidual in managing his or her own care. 

Smarter participation: Smarter ways of enabling older people to be active participants 
in the economy, whether socially or through work. Society needs older people to remain 
economically active, and should make this an attractive and practical option. 

Increasing personal control and location independence through scalable service 
models can bring significant value to citizens, providers, and governments. This presents 
a radical change to current norms, but in our view is central to addressing the major 
social, economic, and political implications of our rapidly aging world.

To find out more about Cisco’s Aging Well Program, please contact:

Petra Wilson, IBSG Healthcare Practice 
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Kevin Johnson, IBSG Public Sector Practice 
Phone: +44 7730 71 1408 
Email: kevinjo@cisco.com

William Buller, IBSG Innovations Practice 
Phone: +44 20 8824 3264 
Email: wbuller@cisco.com
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