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Adapting to this new reality will take time. Organizations 
will have unique journeys based on their starting point and 
their vision for the future.
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Executive Summary
Pre- and post-COVID—
two terms born 
out of sudden and 
unprecedented change. 
The pre-COVID work environment was well-
understood. Advancing technology powered 
constant transformation of business models 
and processes, but the way in which we 
worked remained mostly unchanged for 
decades. We had 9-5 work weeks, office 
towers, meetings, conference calls, business 
travel, and the occasional day of work from 
home. Post-COVID, everything changes!

Overnight, enterprises embarked on 
extensive business continuity journeys. 
For some essential businesses, the work 

remained the same—though they 
scrambled to tune operations to address 
surging volumes while balancing health 
and safety concerns. For countless others, 
the nature of work changed overnight 
as employees who could work from 
home were thrust into remote working. 
Unfortunately, there were myriad others 
who saw their businesses and jobs put on 
an extended pause as organizations were 
forced to shutter. 

After months of living in this alternative 
reality, it’s become clear that much of it   
is the new reality—our new normal.   
Uncertainty will continue, and businesses  
will adapt to a new way of working. While  
the changes will be challenging, they will 
also yield unexpected benefits.  

Six key characteristics frame the post-COVID work environment
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Planning strategies for success in the new normal 
starts with understanding six key characteristics 
that will frame the post-COVID work environment:

1.  Where Needed, When Needed Schedules
While some roles will continue to have defined work shifts, 
many other jobs will evolve into more elastic working hours and 
locations. That’ll allow greater worker flexibility and accommodate 
transportation and logistical constraints.

2.  Remote Work Is Here to Stay 
Working remotely—once much more limited—will become a de facto  
option with some working exclusively remotely and many others 
being hybrid—splitting time between remote and the office on an 
ongoing basis.

5.  Everyone Connected via the Digital Workplace 
During the pandemic, organizations and users have massively 
scaled the use of digital collaboration tools to replace previous face-
to-face interactions. This trend will accelerate to ensure seamless 
collaboration regardless of location.

6.  User-Centric IT Services 

Flexible work locations will require organizations to evolve IT services 
such as user support, endpoint device management, and security to 
be more user-centric instead of office-centric.  

Adapting to this new reality will take time. Organizations will have 
unique journeys based on their starting point and their vision  
for the future. While the route to get there and timing will be unique, 
we believe organizations will be asking similar questions to chart 
their path:

Are my employees able to 
move between home and office 
environments with seamless, 
secure, uninterrupted productivity?

How do we evolve our security 
standards and operations to 
address the increased threats 
that come with remote work to 
emphasize user and data security?

How do we ensure that remote 
users are equal participants, 
providing the same engaging, 
collaborative experience as those 
had by onsite workers?

Have we aligned our technology 
operations so that we provide the 
same level of support to individuals 
regardless of whether they are in 
the office or remote?

As satellite and smaller branch 
offices expand in favor of 
centralized campuses, how do we 
support more distributed edge 
technology?

Our experience navigating decades of end-user technology change, 
coupled with the insights we’ve gained over the last several months 
empowering users and enterprises, have shaped our point of view 
on the above questions.  

Clear trends are starting to emerge on how to address these 
challenges. The transition to the new model will take time and 
planning, but it will yield long-sought-after benefits, including 
elevated employee engagement, increased productivity, and access 
to a more diverse talent base. 

3.  More Emphasis on the Employee Experience 
Distributed workforces need technology that’s easy to use and 
works effortlessly regardless of location. Poor experiences affect 
productivity, morale, engagement, revenue, and company culture. 
Solutions will get more scrutiny around how they affect the 
employee experience than ever before.

4.  New-Look Offices 
Speculation about the “death” of the office post-COVID is erroneous. 
The return to the office is inevitable, and they’ll continue to be 
critical hubs for personal interaction.  Contactless environments, 
flexible space arrangements, and mobile technology will define the 
new office landscape. 
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Trends By The Numbers

82%
of company leaders plan to  
allow employees to work  
at least part of the time  
remotely after COVID-19 

— Gartner, July 2020 1

Research shows 
productivity,  
performance,  
engagement,  
retention, and  
profitability all  
improve in  
distributed  
workforces.
— Forbes, Feb. 2020 2

76%
want to work from home  
at least one day per week
— Global Workplace Analytics, May 2020 3 

70% also want to 
work from the  
office the majority  
of the work week

— Gensler, May 2020 4

94%
of respondents agreed  
that well-being drives  
organizational performance   

— Deloitte, May 2020 5 

60%+ of Gen Z 
and Millennials 
believe that  
having the  
option to work 
from home  
relieves stress 
and improves 
work-life balance
— Deloitte, June 2020 6

58% of employees 
define a great  
employee 
experience as 
being empowered 
and trusted

— Topia, June 2020 8

96%
of talent professionals 
say employee experience  
is becoming more important

— LinkedIn Global Talent Trends, March, 2020 7
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Seamless collaboration technology erases 
the physical distance, so all voices are 
heard equally.
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CHAPTER ONE

The Six New Normals
Creating digital workplaces was a priority for organizations pre-COVID, but 2020’s disruption stomped hard on the gas pedal. 
The future of work is now, and a thorough understanding of the six characteristics—or new normals—of the post-COVID work 
environment is the first step towards adapting to what’s changed and building strategies for success.

1. Where Needed, When Needed Schedules
Early on, the media labeled COVID-19 the “world’s largest work-
from-home experiment,” 9 and its success is a bright spot amidst 
so much negative news. Flexible work is one of the new normals. 
A recent Gartner poll found 82 percent of company leaders plan 
to allow employees to work at least part of the time remotely after 
COVID-19.10

Workers will be where they need to be, when they need to be 
there, going forward. The mix of where work is done will vary by 
organization. Some people will return to the office, some will stay 
home, some people will be hybrid—splitting time between home 
and office, some will be onsite at retail locations, and some will be 
onsite at factories. 

We believe companies will focus more on the persona and the needs 
of the individual post-COVID and use that information to develop 
flexible working structures. That will play into how employees 
balance their work and personal lives. Some will have a fluid 
mix between the two during the day to accommodate things like 
children learning from home or caring for a relative. Others want 
walls between the job and home, so they’d prefer more traditional 
nine-to-five in-office hours. Organizations understanding and 
respecting the individual needs can contribute to supporting the 
employee experience.

Allowing a blend of working styles can challenge collaboration, so 
solutions like core hours of availability can provide the required 
overlap and ease of communication.

Flexible work means people need to be able to contribute 
seamlessly from wherever they are. 5G mobile—with its faster 
speed and greater capacity—will materially affect what can be done 
outside traditional offices. Old office-centric fixed technology has to 
give way to mobile solutions, and users should be able to leverage 
their devices to access services.

Flexibility is key. People 

will move fluidly and 

dynamically between 

home, office, field 

sites, stores, and 

customer locations. 

2. Remote Work Is Here to Stay
While the majority of organizations will likely go for hybrid strategies 
where workers split time between an office and flexible locations, 
some employees will stay fully remote. High-profile companies 

like Facebook and Twitter are taking that route for parts of their 
workforces.11 Outdoor retailer REI even announced it wouldn’t be 
moving into a brand new corporate headquarters so it can lean 
into smaller satellite campuses and remote working options.12 

Research shows productivity, performance, engagement, retention, 
and profitability all improve in distributed workforces.13  While it’s 
also an opportunity to recruit from a more diverse talent pool that 
would otherwise be geographically unavailable,14 attracting and 
retaining talent will get harder when workers can choose from 
potential employers without regard for location.

Big picture, organizations not being tied to hiring from a specific 
area has the potential to cause socioeconomic changes like 
directing some wealth away from the 15 most expensive U.S. metro 
areas15 and slowing the growth of some city centers. However, it 
might also address some challenging problems like transportation.

A broad shift to distributed workforces could also lessen the gender 
gap in pay and working hours because teleworking mothers are 
less impacted by childcare challenges.16 

While there are many possible benefits of this new normal, one 
significant challenge will be keeping both onsite and offsite workers 
informed on the same level. Offsite employees have to be kept in 
the loop and be considered just as effective as workers that are 
onsite. Seamless collaboration technology erases the physical 
distance, so all voices are heard equally. The old days of 10 people 
using a speakerphone to communicate with remote participants 
who can’t hear them have to end.
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Offices will be wireless, seamless, and flexible so that moving 
around inside them—and transitioning between work and home— 
is easy and comfortable.
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The bottom line is there’s enough data 
to show remote work is here to stay. It 
will be up to each organization to decide 
what level makes sense for them and 
how to achieve seamless interaction.

3. More Emphasis on the   
    Employee Experience
Companies have long focused on 
customer experience to drive success, 
but even pre-COVID, it became clear 
employee experience was just as 
essential. Eighty-four percent of 
respondents to Deloitte’s 2019 Global 
Human Capital Trends report 17 rated 
it important, and 28 percent put it 
in the top three issues facing their 
organization.

Flexibility on how an employee can 
engage, contribute, and grow will remain 
key in an ever more remote workplace 
model. It’s simply easier to switch  
from one employer to another unless 
organizations can quickly create the 
right environments.

Employee experience affects productivity, morale, engagement, 
revenue, and company culture. The technology they use, the 
space they work in, interaction with coworkers, and personal 
growth opportunities are all factors. The “always-on” nature of  
work that’s evolved with the post-COVID rise of the digital workplace 
can also lead to feelings of overwork and burnout. In Deloitte’s 2020  
report,18 “94 percent of respondents agreed that well-being 
drives organizational performance to some extent.”

The flexible nature of work in the new normal creates many 
employee experience challenges. Supervisors don’t necessarily 
have a direct line-of-sight to how an employee is doing if they don’t 
see them daily in an office environment. Hybrid and remote work 
can bring poor technology experiences, and the effectiveness of 
personal workspaces will vary from home to home.

Experience is central to the digital workplace’s success or failure. 
Device, application, or connectivity problems negatively impact 
productivity and the adoption rate for new technologies. Going 
forward, solutions will be evaluated with a more empathetic approach 
that looks at personas and individual needs. Failure to prioritize 
employee experience may result in poor business outcomes.

4. New-Look Offices
Organizations where remote work isn’t possible—or ones 
considering a return to the office—have options for increasing 
safety and social distancing during the pandemic. Just one example 
is Cushman & Wakefield’s “6 Feet Office” concept19 that goes 
beyond furniture spacing. It suggests designing foot-traffic patterns 
throughout workspaces and rules of conduct for employees.

In a post-COVID world with more remote work, the new normal 
for offices will be an increased emphasis on their value as hubs for 
innovation, collaboration, and creating a company culture.20 They’re 
best for human interaction between employees and stakeholders. 
That could mean redesigning offices with more attention to 
supporting the kinds of work and interactions that cannot happen 

remotely. With hybrid workers only in the office part-time, traditional 
assigned seating would decline, and the concept of “hoteling” or 
“hot-desking” be more widespread. That’ll mean more reliance on 
technology. Teams will use software to reserve desks and conference 
rooms for when they need them. Tech can monitor how spaces are 
used and help building managers design better ones.

Offices will be wireless, seamless, and flexible so that moving 
around inside them—and transitioning between work and home—
is easy and comfortable. A range of furniture and layouts to match 
work and collaboration styles can help facilitate the kind of activities 
offices will be used for in this new normal.

5. Everyone Connected via the Digital Workplace
The glue that will hold everything and everyone together post-
COVID is the digital workplace. No matter where or how users are 
contributing, technology is what will make it seamless and agile. It 
can help overcome many of the employee-experience challenges 
that come with remote work. In a recent Lenovo study, respondents 
said tech makes them efficient and more productive, and also 
identified other ways it gives them an advantage at work:

Helps with maintaining work-life balance

Makes collaboration with others at outside companies 
and organizations easier

Assists with multi-tasking and frequent switching gears 
between projects 

Can automate some of their daily tasks 21 

Digital workplaces include cloud-based collaboration tools like 
Microsoft® Teams that let groups work on the same documents 
together in real-time wherever they are. Video conferencing 
enables employees to quickly and easily speak face-to-face. Instant 
messaging apps help them get fast answers to questions.
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Collaboration tools will continue to improve. Not only will they 
support greater numbers of participants, but there will also be 
purpose-built applications designed to promote specific kinds of 
collaboration like product design and engineering. 

A successful digital workplace allows workers to smoothly and 
securely move between home and office environments for 
uninterrupted productivity. They can have the same consistent 
experience regardless of the type of device they use.

 
6. User-Centric IT
With employees no longer based in central locations all the time, the 
new normal is IT support that is user-centric and not office-centric. 
Just like having a great customer experience is a differentiator—and 
arguably, the difference between staying in business and not—the 
support experience for remote workers is key. 

The bottom line is 

tech support is not  

one-size-fits-all.

Employees now need easy-to-get assistance wherever they are. 
While that could be a traditional phone conversation with a service 
desk technician, an efficient and user-friendly digital workplace 
requires omnichannel solutions like automation, smartphone apps, 
text, email, and self-service information sources. 

Some problems can’t be fixed remotely. In those situations, 
technicians can be dispatched to the user’s home or the employee 
can visit a distributed support location.

Support should be tailored to what the end user needs and wants. 
There are generational differences. For example, younger users  
grew up with a lot of technology in their lives, so they may be more 
comfortable with self-help solutions. Others may need more in-
depth assistance. 

The bottom line is tech support is not one-size-fits-all. We can build 
personas—which are groups of users with similar needs around 
devices, applications, data access, and support—but individuals 
have preferences. Properly catering to the employee experience 
means understanding both personas and preferences.

Use the Six New Normals 
as Your Yardstick
Understanding the key characteristics of the post-COVID workplace 
provides a holistic view of the organization and what the needs 
are. You can then look for solutions using that knowledge. 

Ask questions like: 

Is the solution flexible?

How does it advance our business objectives?

Is it the right solution for the end user?

Will it work wherever employees are?

Is it a good user experience?

How will we support it?

The proper understanding and evaluation can lead to effective 
digital workplaces and all the benefits that come with them.

Users can have very strong 
preferences toward certain 
brands or operating systems.
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Devices need to be distributed, tracked, 
secured, updated, and repaired for  
employees wherever they are. 
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CHAPTER TWO

The Solutions
Remote and hybrid workers are dependent on their technology to be successful. At the beginning of the pandemic, we saw 
how organizations that had strong foundations in the digital workplace were able to pivot faster to remote work than those 
that did not. In the name of speed, many quickly spun up “Remote-Lite” solutions. Now, it’s time to move to “Remote Right.”22 
The post-COVID work environment requires solutions that enable maximum flexibility, fruitful collaboration, and high 
productivity. That’s achieved with the right technology, effective security, and excellent support experiences.

BYOD is also a great backup if a company-owned device fails. 
Software and configuration information can be put on a USB 
flash drive, which will launch a VDI experience when plugged into  
a user’s device. Drives can be pre-distributed to employees ready 
for emergencies. End-user applications should not only be easy 
to use but powerful enough to promote productivity and positive 
user experiences.

1. Get the Right Devices and Applications
Connecting people with the technology they need wherever they are 
starts with the tools they use. Employees have little patience with 
technology that slows their productivity. Devices and applications 
must be easy to use, reliable, and convenient. User-experience 
should be the main criterion for equipment and app evaluation.

While it’s simpler to control company-provided devices, 
organizations will have to consider broader device choice. End 
users apply the same expectations they have for their personal 
technology to what they use at work. Users can have very strong 
preferences toward certain brands or operating systems, and 
when they don’t get them, it can lead to frustration and productivity 
losses. That means being able to support a wide range of devices 
and operating systems including, Windows®, Apple®, and Android®.

Having choice leads to allowing employees to use their own devices 
because many users want to utilize their own tools. 

Bring Your Own Device 

(BYOD) was popular  

long before  

the pandemic. 

Employees like using 

their equipment for  

a variety of reasons. 

It’s often simpler for them to use tools they’re already familiar with, 
and they may be more powerful than what’s provided at work. For 
mobile devices, many don’t like carrying one for work and one for 
personal use.

There are pros and cons for employers. Obviously, it’s cheaper if they 
don’t have to buy equipment, and workers can be more productive 
using their own devices. But support is more complicated, and there 
are exponentially more security risks.

Virtual desktop (VDI) or Desktop as a Service are solutions for BYOD 
users. Users keep control of their own devices, but access company 
applications and data through a virtual experience that’s managed 
and controlled by the organization. 

It doesn’t matter what device they use as long as it can run the VDI 
software. The advantages include a consistent experience across 
multiple devices and better security.

2. Rethink Company Device Management 
Because devices are often not in a traditional office in the new 
normal, how they’re managed presents advanced challenges. 
Endpoint management—the process for provisioning, deploying, 
updating, and supporting endpoint devices—must evolve to a 
modern model that is user-centric, not office-centric. The old system 
for endpoint management involved devices connected inside a 
corporate network managed by group policies. Now, devices need 
to be distributed, tracked, secured, updated, and repaired for 
employees wherever they are. 

The goal of modern endpoint management is a consistent, seamless 
experience across all types of platforms, including traditional 
desktops and laptops, mobile devices, and virtual desktops so that 
users can work at any location anytime/anywhere.
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It starts with new distribution models that get equipment out to 
employees. Then, IT teams can use endpoint management tools to 
do the initial operating system configuration and applications setup 
on devices anywhere as long as they’re connected to the internet. 
Personas make sure each user gets the applications and access they 
need to be successful.

Advanced endpoint management tools can automate updates, 
deploy new apps, or troubleshoot problems regardless of location. 

Continuous monitoring gives IT teams eyes on devices wherever 
they are so that performance or security problems can be spotted 
and dealt with right away.

Modern endpoint management can lower the costs of deploying 
and managing devices by cutting overhead expenses, simplifying 
the process, and reducing needed infrastructure. 

3. Evolve Security to Confront the New Threats
A significant challenge that comes with distributed workforces is 
security. According to IDC, endpoint devices are the origin of 70 
percent of successful data breaches.23 The problem worsened with 
the move to remote work.24

It’s not possible to keep a wall around everybody. Devices are 
highly distributed, and people are using personal equipment to 
access data. Solutions must protect networks, user identities, and 

Organizations with apps and data that cannot be in the cloud for 
regulatory and other reasons require advanced Virtual Private 
Networks (VPNs) to allow critical users to connect over an encrypted 
link to prevent hackers from snooping.  While many VPN solutions 
may satisfy the users’ access needs and IT’s security requirements, 
there is not always a one-size-fits-all solution. Enterprises will 
need to evaluate the different access, security, and performance 
required for different groups of end users based on their roles and 
the data they need to protect to understand the type of VPN that 
best meets their requirements.  

Know Who’s Connecting
Hackers are so good at fooling people into giving away passwords 
and other login information that multifactor authentication is  
critical. It requires users to give at least two proofs of identity  
before they’re granted access. For example, they’re sent a text 
message with a code to enter on the login page. That extra layer of 
security means thieves would have to steal both a user’s password 
and their phone to get access.

Shift to Data Security
Information security involves protecting data, no matter where it 
is. Zero-trust defenses limit each user’s access to only seeing what 
they need to work and nothing else. Data is stored in multiple 
small zones—each with separate access. That  helps prevent a bad 
actor from getting access to vast databases of sensitive content. 
There are also tools organizations can use to put controls on email, 
documents, and sensitive data that are shared inside and outside the 
company. Microsoft’s Azure® Information Protection can define who 
documents are shared with and what they do with them, regardless 
of where they’re stored.

Why “zero-trust?”

According to IDC, endpoint devices are 
the origin of 70% of successful data 
breaches.23 The problem worsened with  
the move to remote work.24 

“Zero-trust” security solutions  
help contain breaches. 

information. Rather than trying to build a fence to keep people out,  
“zero-trust” security solutions assume anyone inside the network 
could potentially be a bad actor. When every access request is 
treated with suspicion, it helps prevent unauthorized entry, helps 
contain breaches, and helps keep an attacker from moving around 
inside networks.

Use Virtual Private Networks and More
Putting applications and data in the cloud is one way to beef up 
security. Public cloud providers have robust security measures, and 
their profitability and reputations depend on keeping customer’s 
data secure.
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Leverage Artificial Intelligence
As difficult as security is, there are powerful tools that leverage 
artificial intelligence (AI), the cloud, and machine learning to help 
level the playing field. Microsoft’s Azure Sentinel, for example, uses 
automation to hunt for threats and respond to them proactively. 
It can spot a login from the same person in the U.S. and another 
country within minutes of each other, and access is shut down until 
the disparity is resolved.

4. Embrace Digital Support Experiences
The digital workplace requires support solutions that are just 
as seamless and easy-to-use as the devices and collaboration 
applications they back. Unified assistance empowers the user to get 
aid for any issue on any device from the same source.

Digital support experiences start with automation to keep people 
productive when they don’t have to reach out for help. Many 
issues can be resolved before the end user is even aware of them  
with technologies that use AI and machine learning to sense and 
fix problems behind the scenes. Connectivity issues—for example—
often only require a device reset that can be automated. AI, virtual 
support agents, and automation mitigate obstacles while focusing 
on outcomes and experience. 

Digital support puts an increased emphasis on self-service. When 
automation isn’t enough, employees have the same consumer-like 
expectations for help that they have for the technology they use. 
In the same way that they’ll shop around for services that suit their 
preferences in their personal lives, employees want support that 

helps them in the way they want to be helped. So-called omnichannel 
solutions include smartphone apps, text, email, and self-service 
information sources. Users can get help through apps that either 
engage support for them or walk them through the needed steps 
to resolve their issue. Service desk calls will still exist, but they’ll  
be either for users who want to be helped that way or need 
assistance with more complex issues.

Support should be evaluated holistically. We tend to focus on 
individual parts like provisioning or service desk, but how does the 
broader experience drive better business outcomes?

It’s time 

to rethink 

how we 

measure 

success.  

Old-style Service Level Agreements (SLAs) with IT services providers 
focused on service availability. Instead, Experience Level Agreements 
(XLAs) are a better indicator of the quality of support because  
they focus on outcome and value.

The digital workplace requires support 
solutions that are just as seamless  
and easy-to-use as the devices and  
collaboration applications they back.
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CHAPTER THREE

 What the Successful 
Digital Workplace Looks Like
The new normals of the post-COVID work environment will include employees working flexible schedules, more remote and 
hybrid work, and redesigned offices that focus on human interaction and activities that can’t be done remotely. Positive 
employee experiences will depend on the digital workplace and user-centric IT services.

So what does that actually look like from the end-user perspective? Here are some examples of our vision for successful 
digital workplace scenarios:

Month One for a New Employee at an Office
Historically, day one for onboarding a new employee meant an in-
person meeting with an HR representative to go through paperwork. 
Equipment might have been available, but it also required an IT 
technician to go through device setup and instruction.

In a digital workplace, many onboarding processes are automated 
and completed before the first day. Documents are completed 
online, and equipment tailored to personas is pre-ordered and 
configured to be plug-and-play ready.

When the employee first arrives, a smartphone app handles access 
to the building. A manager is there to greet them with a tour, and 
they’re given their laptop and peripherals.

It’s explained that devices are not tethered to hardwired connections 
unless the user requires a fixed location with multiple monitors.  
It’s all about flexibility and freedom of movement.

When the employee turns on their laptop for the first time, it 
walks them through step-by-step instructions for setting up 
2-factor authentication and user preferences. Messages explain 
support options and give information about where to find training 
applications. If any other equipment is needed, the employee can 
order it from a company app or intranet site and pick it up from a 
smart locker.

The unified support experience includes a smartphone app, so there 
are omnichannel ways to get help. If in-person help is needed, 
they can visit a Solution Café® where technicians are standing by to  
assist either by appointment or walk-in.

Throughout the first month on the job, the employee gets messages 
from support to make sure everything is going well and offering tips 
to improve the user experience.

Onboarding a Critical Executive 1,000 Miles Away
The advantage of distributed workforces is you can hire the best 
regardless of where they are—including critical executives. In this 
digital workplace onboarding scenario, automated HR solutions also 
handle the paperwork and order equipment based on the persona.

White-glove support can be dispatched to the executive’s house to 
set up their computer, monitor, and all the other peripherals. The 
VPN is set up on top of the internet connection, and the executive is 
shown around to make sure everything is working.

Because connectivity is essential, a Wi-Fi backup using 5G keeps 
them connected even if their internet provider goes offline.

Just like the in-office employee, omnichannel support options 
provide the optimal user experience. Automation can monitor, 
secure, and troubleshoot devices. Help is available via a digital  
app, service desk, or dispatched technician, depending on the issue.

Business Continuity in a Natural Disaster
Just like we saw with COVID, the digital workplace is essential if a 
natural disaster keeps workers away from the office.

Mobile devices allow employees to seamlessly and securely connect 
with the applications and data they need to keep critical business 
processes running.

The more flexible digital 

workplace technology is, 

the easier the transition 

is. Cloud solutions for 

collaboration, video 

communication, and 

secure data storage are 

just a few of the tools that 

can make that possible. 

Organizations can make sure in advance that VPN solutions  
can handle the load if an entire office suddenly has to pivot to 
remote work.

Building a Virtual Call Center
The digital workplace can significantly reduce the expense and time 
needed to stand up certain business functions. In the past, opening 
a call center would have meant securing the real estate and then 
wiring it for all the necessary equipment. Procurement would also 
include all the desks and chairs needed.
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In addition to individual employee support solutions, the satellite 
office will need to have technology installed and maintained.  
That’ll include the network, printers, interactive meeting rooms, and 
other hardware issues. All of that can be handled by dispatched 
technicians to avoid the cost of an onsite IT staff.

Supporting the Traveling Executive
COVID put a pause on almost all business travel, but it will 
happen again, and the digital workplace extends to wherever 
executives are.

They need first-class collaboration tools to seamlessly connect 
with their organization for meetings, information access, and 
communication. 5G Wi-Fi mobile hotspots will ensure the level of 
secure connectivity that executives enjoy in the home or office 
wherever they are.

Digital support apps can help solve tech issues through automation, 
text, and self-help, but what if a device breaks? Possible solutions 
include support locations to stop at for a loaner device, or 
technicians can go to them. Overnight shipping options can quickly 
deliver new equipment that’s plug-and-play. 

Again, it’s all about seamlessly and easily connecting with the 
applications and data they need to function at their best.

When using a distributed workforce, no real estate is required. 
Equipment can be shipped plug-and-play ready to employees’ 
homes, or they can come by distributed support locations to get  
set up. If the organization already has an office, support can be 
offered there.

An allowance for technology, desks, and chairs can be spent at a 
centralized buying source to keep costs manageable. Stipends 
incentivize workers to get themselves properly set up at home to be 
as productive as possible.

Creating a Hybrid Satellite Office
Because space isn’t required for all employees all the time, hybrid 
digital workplace solutions keep real estate costs lower while 
still having all the advantages of the physical office. So, say an 
organization needs to set up a satellite office in the Denver area to 
support 50 users, but only 15 will be in the building full-time. The 
rest will use the space on an as-needed basis.

Flexible workspaces and meeting rooms will be used by the hybrid 
workers for activities like meetings, brainstorming sessions, 
collaboration, or sales visits. Technology will let teams reserve desks 
and conference rooms for when they need them.

CONCLUSION

The Path Forward
The vision for the future of work post-COVID is clear. Success hinges on studying the new normals to create 

strategies for flexible and productive digital workplaces with the best possible user experiences.

Each organization will have unique journeys based on their vision 
of the future, but many of their needs will be similar. Wherever they 
are—at home, in the field, at a coffee shop, a branch office, retail 
location, or a traditional office—workers need the right technology 
for collaboration and seamlessly and easily connecting with the 
applications and data they need to function at their best. Flexibility 
and connectivity are essential, and solutions must be simple.

That means a ready-now environment that facilitates simple, 
uninterrupted, and secure access for users to the services they 
require. The office-centric mindset has to give way to user-centric 
solutions.

So how do you get there? Organizations should develop clear 
workforce strategies because technology has to enable and support 
the plan. Devices, security, and support all need particular scrutiny. 
The pieces of the puzzle include defining all the required technology 
personas because that’s how you determine who needs what  
to be productive and successful. Preferences and generational 
differences have to be factored in. Catering to the user experience 
means accepting that there won’t necessarily be one-size-fits-all 
solutions for every challenge.

Getting the digital 

workplace right  

offers tremendous 

opportunity to leverage  

all the advantages  

of the new ways  

of working. 

However, it requires us to think differently and do things in different 
ways. The pandemic brought sudden and unprecedented change, 
but organizations can harness that change to convert disruption  
into great success going forward.
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