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Enabling remote
working — from
tactical to strategic

When the pandemic struck, most businesses had to let
employees work from home. There was a surge in the use of
technology that would allow large numbers of employees to
collaborate and serve customers remotely. For many sectors,
like hospitality and high street retail, remote working was

not a viable option. But, where possible, businesses rose to
the challenge and changed their ways of working literally

overnight.

Crisis gave way to confidence as
employees worked just as hard as before,
maintaining both productivity and
sales. Businesses were able to cut costs
relating to travel and accommodation
and invest in other areas. This year, the
challenge is now making that change
sustainable for the long haul. Whatever
the future holds, it looks likely that most
businesses will adopt a hybrid model,
combining cloud-based home and
remote working with office and client
site working to create a true digital
workplace. Research has shown that the
majority of employees worldwide would
prefer not to return to a work premises
full-time and that public cloud is likely
to be the preferred option to enable
working from home'.

Business leaders now need to make
sure that those tactical technology
solutions used for remote working,
broughtinina hurry at the beginning
of the pandemic, are secure, stable and
compliant. Such a major change also has
a human impact. It’simportant to make
sure that employees, who responded
magnificently for the most part to the
crisis, are brought along for the rest of
the digital collaboration journey.

We’ve been running a series of
interviews with business leaders to find
out more about how they are meeting
their remote working challenges. This
eBook combines these findings with our
insight to offer a guide to embedding the
digital workplace into business strategy.
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The age of the digital
workplace

Remote working is here to stay. This is the dawning of the
age of the digital workplace. Almost half of respondents to
the CCS Insight Senior Leadership IT Investment Survey, oz
August 20202, said that fewer than 10% of employees .
worked predominantly from home before the pandemic. But
61% of companies now expect more than a quarter of their
embplovees will work mainlv from home in the future.

Cloud and software-defined Cloud and digital collaboration

networking are key to the global technologies are not the only ones

workplace. According to CCS, cloud seeing growth. Infrastructure as a

computing and remote collaboration service (laaS) is expected to maintain

were the main technology beneficiaries healthy annual growth, due to the surge

at the beginning of the health crisis. in cloud usage during the pandemic.

They also remain among the top priority Lockdowns also accelerated the

investment areas this year. transition to mobile devices and this is
expected to continue®. -
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Although many organisations were
already set up to enable employees
to work from home, most weren’t
prepared to do so on such a large
scale and so quickly. This accelerated
technology transformation has
brought with it a number of
challenges, including providing
standardised collaboration and
meeting tools to support remote
work, provisioning of IT hardware and
devices, and scaling the infrastructure

as well as information security
challenges. Many organisations did
not have standardised collaboration
applications for remote working and
as a result multiple platforms were
deployed by different departments to
fulfil their needs.

Business leaders need to make

sure employees can access
corporate applications or tools

from home to the same standard as
in the office, while meeting all the
necessary privacy and compliance
requirements. The key to success lies
in the effective implementation of a
digital workplace strategy capable of
driving true cultural change.

Natasha Davydova, VP, CTO at
Salesforce, says: “If your underlying
technology doesn’t work, whether
it’s bandwidth or connectivity or
compatibility, then it won’t provide
a super experience. It becomes very
frustrating and people become
disengaged. In many financial
services companies, there are a lot
of applications in data centres orin
the cloud. But, when you connect to
those applications from home, some
companies are experiencing issues
with latency.”



The pandemic massively accelerated companies’
need for digital workplaces and unified
communications. Yet there’s a real risk that
companies are rushing through digital collaboration
solutions without fully understanding what people
need, both for effective working and for their well-
being and to keep them engaged. At the same time,
business leaders fear loss of control of workforce

productivity and introducing security vulnerabilities.

Ananthakrishnan Jayaraman, Senior Director, IT
Applications at Informatica, says: “Security - that’s
the one that keeps me up. Making sure all of our
artefacts and data are safe and that people use
only the appropriate devices to access Informatica
artefacts. That’s driving a lot of our tooling and
application decisions.”

He adds, “Outside that, it’s more often a cultural
issue, where it’s going to lead to lack of cohesion in
the team, given the influx of new people comingin.
So we’ll have to figure out new ways to get to know
new people who will be working remotely. We’'ll
have to look at a new technical solution for this.
Thisis critical for us - for a high performing team to
continue to function effectively.”

There are many business and operational goals
that could benefit from digital and remote working
beyond responding to the current crisis - reducing
office costs, providing better customer experience
or introducing more flexible working, for example.
Business leaders are under pressure to implement
innovative and future-proof collaboration tools to
get these benefits, without any disruption or risk.
But it’s difficult to migrate to the cloud without
some disruption and risk, ranging from customer
dissatisfaction to loss of business.

Despite the challenges, business leaders are
seizing a once in a generation opportunity

to support more flexible and human ways

of working that benefit both people and
organisations. Natasha Davydova says: “This is
a pivotal opportunity to transform the way that
we work. The digital experience, both in the
consumer space and in the employee space,
isno longer a nice to have, it’s an imperative.

| wouldn’t say everyone has gone digital
overnight, it still is taking an effort. But | think
everyone has, at least, culturally embraced it.
And a lot of companies realise that if you don’t
have a digital business, you might not have a
business.”

“Our workplace will evolve as a

result of the pandemic and we will
bring more empathy to our everyday
connections. | think that empathy and
how companies adjust to give people
flexibility is very, very important.”



We asked business leaders, on a scale of 1-10, to
what extent do you agree that remote working has
increased productivity?

44 responses

Source: BT/Techpros survey
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Five actions to future-
proof remote working

Business and IT leaders looking to embed remote working
and the digital workplace into business strategy face

a number of technology and human challenges. Our
conversations with leaders who are tackling these challenges
revealed five key actions for effective change:

Unified communications technology
proved its worth during the initial
emergency response to the pandemic.
It enables collaboration, adjustment
to new ways of working and new ways
of serving customers. According to
McKinsey, 85% of business executives
say their deployment of digitisation
and automation has accelerated

since the pandemic began and 86%
have implemented new channels of
communication®.

Tim Marsden, Senior Director,
Technology Partner Ecosystem at
Zendesk, says: “Thinking more about
the customer service of the future
has been a huge benefit of remote
working. Companies are being forced
to think about how they can support
customers where they are, and on the

channels that they operate on, enabling
things like WhatsApp, and Instagram
messaging into customer support.”

He adds, “Covid has been a real test
of our support systems, having to spin
remote teams and to pullin additional
people to support all the online
volume. It has really shown whether
or not your customer support tools
are user friendly. We have seen a huge
growth in the business because a lot of
companies were making do with more
traditional older customer support
tools, but because they had to move
to remote and user friendly tools, that
transformation to new cloud-based
tools was accelerated.”




“Omnichannel and unified comms is
absolutely the future. And it’s been
accelerated because of Covid. Choosing
the right platform and the right tools to
keep the conversation going, whatever
channel the customer’s on, has become
more important than ever.”

b

Action points

Find out what communication channels
customers prefer. Take a look at our research on

the changing behaviours and needs of today’s
customer and contact centre agents.

Prioritise creating a unified experience, for both
customers and customer-facing staff.


https://go.btireland.com/l/879032/2021-02-17/n814

Action points

Prioritise soft skills development to support
new ways of working.

Communicate the benefits of flexible digital
collaboration to employees.

Getting unified communications right isn’t all about
technology. It demands a unified approach from people.
As companies evaluate new ways of working, introduced
in response to the crisis, creating the digital workplace

of the future is certainly not a job for the IT department
alone. HR and other internal teams need to be involved in
systems architecture and solution development.

Working from home brings a host of changes to
workplace culture. Remote collaboration needs a
different style of leadership. Micro-managers will
struggle. Businesses will need to continue to consider
how to support the social side of work. Even as people
begin to go back to the office, there will be more people
working remotely more often. There’s a need for training
and mentoring to support development of soft skills
ranging from collaboration and communication skills
through to leadership.

Natasha Davydova says: “Any technology change should
be of course, supplemented by change management.
There are very good technology tools. But if you don’t
train people to use them, people get disengaged or shy
away from using collaboration tools. They need to see it
makes their job easier or quicker.”

Offering flexible work is also a strong way of attracting
and retaining skilled people. Natasha Davydova adds:
“In Salesforce, we have digital nomads. Some companies
have been trying out condensed work weeks and they
have realised that productivity doesn’t suffer, it goes up.”
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“Everything that we do as a business normally, there’s a tool which

Action points

Consider how more use of collaboration tools could
boost productivity.

Review current platforms regularly for features and tools
that could support different roles and responsibilities
throughout the business.

enables you to do it remotely. And they’re very easy to find. So it’s
been a very interesting exercise.”

EY analysts have pointed out that
when implementing remote working,
responding to the pandemicisn’t
agoalinitselfs. The first stepis

to align business and operational
goals to digital and remote

working investment. Performance
management of remote working
employees may result in new and
different outcome-related goals.

To achieve these goals, taking time
to match tools to roles is the next
priority, where the aimis to enable
people to be as productive as

they would be in the office. Some
employees will need to use the
document-sharing features in some
UC solutions, others might depend on
remote file sharing, or workflows that
benefit from being digitally enabled
rather than paper-based.

Felix Bailer, VP of Global Business
Services at Vertiv says: “l always find
that you need a catalogue of tools.

And you build it around the need.

I’m a big fan of how Microsoft are
deploying Power BI, how they made
the digital dashboards a commodity.
Power Bl came along and made it
simple, made it much easier, and
popularised the whole visual display.
Using Microsoft apps, | created my
own app that | can use with the team.
Instead of buying in every time, we
can tailor some of these solutions for
digital collaboration.”

Other businesses choose Zoom as
their video collaboration platform of
choice largely due to its simplicity.
Zoom arrived at the top of the
Gartner Magic Quadrant for Meeting
Solutions this year thanks toits
Meeting and Webinar solutions.
Zoom solutions were able to satisfy
arange of new and established
meeting scenarios. The company

is now investing constantly in new
and robust vertical solutions, such
as hardware as a service, hardened
security capabilities, and new

video experiences embedded into
enterprise workflows.

By integrating the technologies

that employees use (from e-mail,
instant messaging and enterprise
social media tools to HR applications
and virtual meeting tools), the
digital workplace breaks down
communication barriers, positioning
you to transform the employee
experience by fostering efficiency,
innovation and growth.

"



Shadow IT brings security risks. Security
policies and practices become even more
important at a time when remote workers may
be tempted to start using unofficial channels
of communication and tools. Almost half of
the business leaders we spoke to said Shadow
IT was anissue for them —and we suspect

the number would be higher if leaders had

a full picture of the use of Shadow IT in their
business.

Ananthakrishnan Jayaraman at Informatica
says: “We wanted to avoid WhatsApp and

Action points

Communicate to employees why it’s a problem for

having very useful metadata stuck in a tool
that IT doesn’t manage and where other
people don’t have access to that particular
piece of information. So, just to prevent a lot

of information siloing, we want people to use
[enterprise] tools so that they can both share
information much more effectively and be able
to trace things back.”

“We have looked to standardise and use tools
which will help us make collaboration easier.
We've settled on Microsoft Teams as a key tool
because it offers video meetings, as well as
one-on-one chats. And it offers documentation
and collaboration features, which are incredibly
useful.”

We asked business leaders whether they agreed or
disagreed that Shadow IT isanissue in their sector.

44 responses

‘ Agree
Disagree

Source: BT/Techpros survey
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them to use their own solutions — leaving the company
open to security breaches and not being able to share
information more widely.

Ask employees for recommendations of tools that they
would like to see in enterprise systems.

12
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The main cost savings to be gained

of remote working mainly come from
the removal of CAPEX traditionally
spent on legacy technology and
instead switching to a single global
price per user and the ability to only
pay for what you use. You can easily
predict costs, as well as realising

and demonstrating a quick return

on investment. Fran Hogan, Senior

IT Infrastructure Engineer at Cook
Medical says: “The pandemic has
transformed our organisation, remote
working actually increasing our
productivity. The benefits are now
more widely understood, one of which
being the rapid disappearance of
paper. Our highly regulated industry
produces lots of things that need
endless signatures, meaning we’ve
never quite managed to go paperless,
but now it’s become normal.” More
potential benefits include enhanced
employee engagement and retention,
reduced office costs and carbon
footprint. As a result of changed
working patternsin the pandemic,
Gartner’s research suggests that 20%
of CFOs had deferred on premise
technology spend and 13% had made
cost reductions in real estate spend®.

Getting budget and buy-in for this
relies on communicating these

benefits effectively to budget
holders. Present documented case
studies from businesses that have
already done what you are planning
to do. Put a price on the impact of
standing still on your business and the
revenue you’re losing by not moving
forward. If you end up doing nothing
due to fear of transition then you will
miss out on potential cost savings.

Natasha Davydova points out:
“Maybe doing nothing at the moment
can save you money, but longer term,
the mean person pays twice. Many
companies now offer work from
home or remote working options,
because they have realised that the
cost of requiring every employee to
work from the office five days a week,
outweighs the benefits.”

While many business leaders can
see the benefits of reduced office
costs, Felix Bailer has identified an
opportunity to redesign workspaces
for more effective collaboration,
maximising the time that employees
are together in the office: “We’re
already reimagining how can

we repurpose offices for more
collaboration, reducing footprint by
hoteling or desk sharing.”

13



Some businesses are now able to set new operational
goals, made possible by increased digital remote
working. ICON provides contract research and
development services to the pharmaceutical,
biotech, medical device and government sectors.

It supported Pfizer BioNTech in the development

of their Covid vaccine. Thomas O’Leary, Chief
Information Officer at ICON plc, says: “We are always
seeking to enrol patients in order to test the drug or
device and be able to improve the safety and efficacy
as appropriate. And the way in which that was done
prior to the pandemic was largely physical with the
patient visiting the physician in person.”

“As we have gone through the pandemic, all of that
has been virtualised . The interactions with patients
have become much more virtual and we see that as
a significant opportunity to increase the number of
people that we can consider for clinical trials in

the future.”

We asked business leaders, on a scale of 1-10, to what
extent do you agree that the cost savings of cloud working
come mainly from removing CAPEX on technology?

44 responses

Source: BT/Techpros survey
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Action points

Tap into supplier knowledge to present
a business case backed with hard costs
and prices.

Use the opportunity not to digitise what
you have, but to reimagine workspaces
and business processes.
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“As well as saving on office space, travel
costs and salaries for workers in cheaper
locations, there’s also a shifting concept
of what is the workplace? It’s the place to
do the best work you can.”

15



Time to
accelerate
deployment

When the pandemic struck, businesses that were
further down the road to the digital workplace
bounced back with home working much faster

than those just starting out on the journey. Now,
most businesses are moving towards hybrid digital
working, allowing employees to work from home or
office, or most likely a mixture of the two, in future.
As time ticks by, however, some of those businesses
are beginning to lag behind. Fran Hogan expresses
that his organisation, Cook Medical, began the
process towards remote working a number of years
ago after a series of power cuts in their call centres:
“We were well on our way to digitalisation, with

the initial tests being carried out, however nothing
could have prepared us for the mass scale of remote
working following Covid-19. Unifying our tools and
effective communication between teams was our
main focus, the correct tools are so essential to the
running of the business. It still took us about two
months before we were up and running smoothly.”

More than a year has passed since it became clear
that hybrid digital working would be necessary to
support most businesses. For those businesses
who are still at the tactical stage, it’s time now

to accelerate deployment of a strategic solution
for home working. A new breed of collaboration
platfowrms is replacing disparate UC platforms.
At the same time, omni-channel customer
communications are driving back-end integration
so that employees have a single view of customers.

“Some companies had to learn very, very fast.
Nobody will go back to the same situation as

before. For the future, it’s hybrid working and
more flexibility.”

Rivals with a solid solution in place
will already be moving ahead

with implementing more efficient
business processes and providing
better customer and employee
experiences. The focus has shifted
from survive to thrive. Business
leaders are blazing a trail to a better
future and now is not the time to be
left behind.

“l would be surprised if
everybody goes back to
the office and goes back
to normal as before Covid.
And that will be a mistake,
there’ll be a massive
missed opportunity, if
that’s what happens.”

16
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“Initially, there was a sense that the whole virtualisation and
moving to working from home was going to become the new
wave. I’'m not so sure that that’s going to become the case. Many
people are now asking can they return to the office in a limited
capacity. And I think it’s going to be a hybrid.”

Thomas O’Leary
Chief Information Officer at ICON plc
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Further thoughts

“When the pandemic started, C/Os all
over the world were in firefighting mode
to enable staff to work from home. The
focus here was on business continuity,
utilising existing tools and software to
work remotely. Next stage was to enhance
speed and performance and finally move
to a hybrid model that looks to the future.”

2

“Centralisation is a good thing, clouds
are a good thing - however, ensuring
that you don’t put all of your eggs

in one basket is really important.”

“Automation in general is agnostic of whether
Covid happens or not, simply because any
automation is about reducing waste in the
organisation and about getting product

to market quicker. Covid will have helped
some organisations to focus more and
accelerate programmes for automation.”

“Culture dictates organisational loyalty -
the workforce of the future will be driven
by what the organisation can do for them.”

2]

“Large scale remote working has led to
people taking a more flexible approach.

This has led to animmense increased

demand for bandwidth, therefore causing
companies to build private and hybrid clouds.”

“In some cases, home workers may not be
comfortable with their home environment,
and this could have a negative impact in

terms of collaboration. Understanding
people’s circumstances and being empathetic
to their needs is critical in maintaining a

good inclusive working environment.”

“Maybe offices will change too becoming
more like Google’s offices, which have
sofas and eating areas fora much more
relaxed experience. Offices could
become a sort of ‘corporate social hub.”

“There is risk associated with investing
in only one cloud vendor. However, an
organization that is constantly changing
tools can cause disruption to operations.
Itisimportant to justify these moves.”

“What the Pandemic has highlighted is need
for high levels of Trust of our people, the
greatest gift that can be given to them, is the
time and space to people to let them deliver.
Going forward we need to ensure that the
technology is available to enable employees to
help them find their optimal way of working.”

“The speed at which our people have adopted
these tools is surpising. Informal social
interaction has become more intentional so
this has required things like online meditation
sessions, training and cooking classes to

be arranged and more subtly encouraged.”

“From a remote working perspective, we
were building towards a model known

as flex work, which would cater for 50%
of staff having the potential to work
from home. The pandemic meant that
the process needed to be accelerated.”

“Covid-19 has had a transformational
impact on organisations, it’s like a digital
time machine, up to a decade of mindset
shift has happenedin 8 short months.”

“Today | don’t think you have a choice. Covid
has shown that if you don’t do anything you
simply will have difficulties in operating. You
can no longer say: | don’t want to do that. For
remote working you have to make it possible.”

“Innovation through automation has
accelerated the controls and changes
of working at the engineering level,
resulting in no product delivery
delays throughout the pandemic.”

“Its a case of Digital Darwinism - adapt
to survive and thrive. The goal posts
have changed massively because of
tech. If you do not adapt you will fail.”

18



Further thoughts

“A downside that has been noted is
that people are increasing their work
hours when working from home.”

“The success of this comes down to being
able to trust the people you work with

and have the confidence that they will

get the job done. We hire people that we
trusted through our recruitment strategy.”

“With the virtual transition, work focuses
more on objectives. It’s about getting stuff
done and you can see it in the results. Another
benefit is the increased talent pool for
organisations, location no longer matters.”

“Will the older model spring back? What

if we have a 3rd or 4th lockdown? Some
parts of the old model will return but key
parts of the digital puzzle will remain, most
significantly how to replace face to face.”

“Costs of doing business will decrease
in some areas, as an example travel
and expense costs will come down.
From an environmental perspective
businesses should be able to

reduce their carbon footprint as a
result of that as well as finding new
efficiencies in their supply chain.”

“It’s a different challenge for every function -
sales cannot meet onsite and bounce around or
discoverideas from clients or walk the halls and
make contacts like they used to. This means

we have no field sales anymore all sales are
inside sales, a dramatic change for Salesforce.”

“We had a remote work policy and
several collaboration solutions in place
priorto COVID-19, so we were able to
leverage those resources for a smooth
transition from office to home. From a
workflow standpoint, the transition from
office to remote was nearly seamless.”

“With the shift to Virtual First, it isimportant
to also create spaces for meaningful in-
person collaboration. This modelis a

flexible and scalable approach based on
geographic distribution of employees.”

“Communications tools are important and fill a
gap during times of pandemic via video which
is key, as we need to interact in real time, visual
queues are very important for human memory
and quality video is an absolute key for this!”

“A problem with remote working is video where
people feel uncomfortable to be seen in their
home environment - so they don’t use video
and this further reduces the personal contact.”

“In some cases, home workers may not be
comfortable with theirhome environment,
and this could have a negative impactin

terms of collaboration. Understanding
people’s circumstances and being empathetic
to their needs is critical in maintaining a

good inclusive working environment.”

“Our workforce were both responsive and
innovative in response to Covid-19. Everybody
wanted to get the work done but there

were some challenges around ensuring the
employees were using the collaborative tools
that were standard within the organisation.”

“Changing guidelines is a challenge
alongside battling with regulation and fear.”

“There are cost elements that have been
impacted positively. For example, saving
on physical spaces which is an area of
possible cost reduction. This money is
redirected to enabling people to be able to
work from home with the necessary tools.”

“Good governance and good processes needs
to be established along the now available
tools to create real value for the companies.”

19



Further thoughts

“IT is now becoming much more into its
true formin serving and enabling the
business, as it always should have been, and
the more centralising approach is dying.”

“When you start to look at the environmental
market conditions of sales, at least in the US,
from November sales increased over 22%
and existing home sales reached its highest
in years as talent is looking to move from
cities into suburban and even rural areas.”

“The pandemic has happened at a time
when most organisations globally had
mapped out and were on their digital
Jjourneys. The pandemic has forced
humans to accelerate that journey.”

“Our people have adopted the technology very
quickly. Just accepting the fact that every area
has a certain level of restriction and difficulty
and knowing that you’re going to have to find

a way to still do your job from home, Once you
get that mindset it helps you move forward.”

“What has been proven during the
pandemic, is that companies can work
with a more geographical diverse pool of
people. They can tap into resources that
were never available to them previously.
They can also leverage collaboration

tools to did not exist previously and have
these diverse groups of people interacting
and collaborating on their projects.”

“It’s difficult to see the productivity equation
as a whole, there’s a process of discovery

that businesses need to complete and some
businesses, especially the technology ones,
will probably be more productive other less so.
It will be a while until we know what metrics to
look at.”

“The new normalin collaboration is there to
stay. Enriched with face-to-face contact.”

“Everyone should have autonomy
working remotely and a very well-
defined role and responsibility

- it’s not easy to have all of these.”

“Security risks of having large numbers
of people and assets not on a corporate
network are a problem, so it’s always
good to be looking at investing in ways
to get better visibility and control.”

“Email doesn’t cultivate that space for
innovation and cross-collaboration
between workspaces so you can fall
back on being stuck in siloed spaces
and not achieve what we wanted to.”

20



About us

We’re a tier 1 global organisation that serves
customers in more than 190 countries. Across the
globe, we support multinational organisations
with large-scale transformation in Data, Voice,
Unified Comms, Contact Centre, Security and
Cloud Services.
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