
In business, we strive to predict what the future holds so we can adjust 
our business models, processes, and teams accordingly. Yet few could 
have foreseen or planned for the impact of Coronavirus.

COVID-19: Solutions 
for business resilience

Overview

Mitigating the immediate impact 
of Coronavirus while preparing 
for the future
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In the short time since its discovery, COVID-19 has impacted our lives, communities, 
and work. These are just a few of the disruptions we’re helping our clients address:

Whenever possible, we’re encouraged 
to stay at home and practice social 
distancing to reduce transmission of the 
infection among our communities.

In supply chain, we’ve seen a spike in 
demand for certain products, leaving 
many shelves bare and manufacturers 
under pressure.

For businesses with overseas suppliers, 
production has come to a standstill 
because of a lack of materials arriving 
from severely impacted regions.

The travel industry has been 
hit especially hard by ongoing 
cancellations, pressure to issue refunds, 
and a severe decline in new bookings.
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While various forms of disruption can be found almost 
everywhere, there are common themes. Businesses will 
need to explore new ways of working, refine their supply 
chains, adapt to unprecedented demand, and – all the while 
– protect cash flow as the situation develops.

COVID-19 is forcing many enterprises to redefine what a 
normal workday looks like. Thankfully, there are things 
you can do to ensure that everyone remains as productive 
as possible.

1. Digital ways of working
For employees to stay home, you must provide tools – such as 
Zoom or Microsoft Teams – so they can do their jobs remotely 
and effectively and connect with other team members.

At Genpact, we can help organizations at all levels of digital 
maturity adapt their operations.

Guidance

If you’re just getting started with digital 
collaboration, we can work with you to 
develop a plan. We’ll guide you through 
platform selection and implementation and 
provide ongoing consultative support.

Enablement

If you have the necessary tools already, 
but haven’t rolled them out in a 
structured way, we’ll show you how 
to use these tools effectively for better 
collaboration, communication, and 
knowledge management.

Optimization

Perhaps you have an advanced digital 
working platform, but need help 
managing the higher demand. We can 
assist with innovation strategies, agile 
solution development, and change 
management support to get your business 
where it needs to be.

Virtual collaboration is the new norm

Genpact is here to help. From years of experience working 
with organizations to navigate business disruption, we’ve 
outlined five ways, powered by digital technology, to 
manage the impact of COVID-19 and build resilience for 
the future.

Digital working is essential. Not only can it support 
productivity and minimize feelings of isolation, but it will 
also help us all reduce the spread of COVID-19.

2. Business continuity
You want to continue running your business as normally 
as possible, especially if some or all employees are working 
from home. Even prior to COVID-19, Genpact crafted an ISO 
22301-certified business continuity system to help clients 
protect their work locations and critical infrastructure 
during periods of uncertainty.

To tighten up your business continuity plan, we can explore 
the nature and importance of specific business processes. 
We’ll develop a protection plan featuring solutions that will 
help your business keep the lights on.

Within our protection plans, we include:

 ¥ A leadership team and command center for governance

 ¥ IT infrastructure redundancy to prevent downtime

 ¥ Critical processes and data backup

 ¥ Critical vendor lists to maintain continuity of service

 ¥ Client and media communication guidelines
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While it’s important to keeps teams working with virtual 
collaboration tools, the businesses that thrive will be those 
that make time to rethink their broader operations too.

3. Cash optimization
Since COVID-19 emerged and spread so quickly, its impact 
was largely unexpected. Though experts continue to 
speculate on how long the virus and its effects will last 
– including talk of a possible recession – businesses are 
looking for ways to protect their cash.

We can help by improving cash flow management and 
working capital efficiency across your receivables, 
payables, and inventory. We can improve your order-to-

cash, procure-to-pay, and inventory management processes 
and combine our industry and functional expertise with 
machine learning models. This will give you accurate cash 
flow forecasts and boost longer-term resilience.

4. Order management
While businesses are struggling, customers are 
struggling too. You might be dealing with an increase in 
customer calls and interactions, especially if customers 
are trying to understand the impacts of COVID-19 on 
their orders or returns.

Here’s how we can help you maintain a positive customer 
experience during this difficult time:

Establishing a cross-track 
crisis management strategy

We’ll create a cross-functional view between sales, customer service, order management, 
contract management, and supply chain teams. Then, they can work together to deliver a 
consistent and supportive customer experience.

Augmenting order 
management resources

We’ll conduct order management scenario analysis to identify challenges before they 
become problems. Currently, we’re working with a media and entertainment company to 
generate daily reports on customer sentiment and behavior to spot new trends driven by 
COVID-19.

Managing customer 
interactions, orders, and 
returns

We’ll bring in our own resources to provide an immediate response to customer queries 
and manage orders and returns. We’ll also craft clear messages to your customers to 
clarify any changes to their orders.

During this time, it’s also important that every business helps where help is needed most. As Genpact gets to know your 
customer base, we’ll show you how to prioritize orders from the key industries – such as healthcare – and regions most 
affected by COVID-19.

Building resilience across operations

https://www.genpact.com/insight/solution-overview/conserve-cash-to-weather-the-covid-19-storm
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5. Supply chain management
Supply chain is one of the areas most affected by COVID-19. 
It will be critical to stabilize the supply chain for business 
continuity and to support global communities.

Genpact can help through rapid modeling of supply chain 
risk and simulations of various inventory scenarios – 
adjusting for higher than normal demand. From these 
simulations, we can prioritize risk scenarios and identify at-
risk suppliers or critical materials to enable the continuity 
of supply. For a medical device company, we’re running 
disruption simulation models to make immediate inventory 
and critical supply chain decisions to prepare for the weeks 
and months ahead.

We can also augment your workforce so that employees 
can prioritize their time effectively. We’ll set up a crisis 
management team to continuously monitor your supply 
chain, conduct ongoing risk analysis, and collaborate with 

your teams to act on supply issues. Plus, crisis management 
analysts can deliver the necessary changes in demand 
forecasts and inventory allocation decisions.

To increase your overall resilience, we can also assist with 
long-term supply chain transformation initiatives. This 
could include detailed risk modeling, recovery planning, 
and supply chain network redesign, as well as visibility and 
governance strategies.

As the world grapples with COVID-19, we can help you with 
both short-term recovery and longer-term contingency 
planning. These are not new ideas, but tried and tested 
approaches that have worked for companies across 
industries. Working together, we can weather this storm 
and come out stronger than ever.

For more advice that’s tailored to your business, and to get 
your resilience questions answered, visit  
https://www.genpact.com/contact-us
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About Genpact

Genpact (NYSE: G) is a global professional services firm that makes business transformation real. We drive digital-led innovation and 
digitally-enabled intelligent operations for our clients, guided by our experience running thousands of processes primarily for Global 
Fortune 500 companies. We think with design, dream in digital, and solve problems with data and analytics. Combining our expertise 
in end-to-end operations and our AI-based platform, Genpact Cora, we focus on the details – all 90,000+ of us. From New York to New 
Delhi and more than 30 countries in between, we connect every dot, reimagine every process, and reinvent companies’ ways of working. 
We know that reimagining each step from start to finish creates better business outcomes. Whatever it is, we’ll be there with you – 
accelerating digital transformation to create bold, lasting results – because transformation happens here, at Genpact.com.

For additional information visit https://www.genpact.com/building-resilience

Get to know us at Genpact.com and on LinkedIn, Twitter, YouTube, and Facebook.
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