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Major global events dramatically shift our 
cultural narrative. They create an initial, 
seismic impact inevitably followed by 
recovery that often includes major changes 
to the way we live and work. 

Those changes typically happen much faster 
than most would have thought possible. 
They quickly become ingrained in the 
social fabric, and create a stronger, more 
resilient path forward.



The COVID-19 pandemic is following the recognized trajectory of shock and recovery and is rapidly shaping a new 
normal for society and business. But that recovery will not be distributed equally. To be successful, organizations must 
adapt quickly, forging better ways of working and building resilient business models around customer needs 
and expectations. 

In our work with major Global Fortune 500 companies across industries and geographies, we are seeing five 
undeniable trends emerge as we enter the new normal. These trends are quickly and significantly reshaping businesses 
and industries around the world:

1. The shift from offline to online
       Online is no longer just a channel but a primary component of every business model

2. The virtualization of all technology, services, and solution delivery 
       A shift that allows anything to be done at anytime from anywhere

3. Accelerated consumption of digital technologies and cloud-based 
services and solutions

       With deep industry, digital, and functional knowledge, businesses are gaining new levels of scale, flexibility, 
        and security 

4. Exponential growth in real-time predictive analytics to drive 
decision making

       Embedding analytics into business models accelerates decision-making to deal with unprecedented volatility in     
         supply and demand

5. All built and delivered around human-centered design
        Reinventing digital business models to create superior experiences for customers, users, 
        and employees

 

Let’s look at each of these in more detail. 



The shift from 
offline to online1.



1. The shift from 
offline to online

The move toward online is not new. Organizations and industries have been turning to online as a channel 
for years, at different paces of adoption and integration. What’s different now is that COVID-19 forced the 
global economy to move from offline to online virtually overnight. Many companies around the world moved 
simultaneously from online being just a channel to it being the primary engine of their businesses, creating one of 
the biggest collective business-model shifts in history.

Every industry and type of company was impacted – from those that were predominantly offline to those that 
were predominantly online. Previously, companies broadly knew that managing both offline and online interactions 
was essential. COVID-19 upended that belief, with many consumers and businesses realizing that they could 
accomplish in-person activities fully online, often with more efficiency and greater convenience. 

Industries that were primarily in-person quickly switched their practices to being primarily online. Virtual doctor 
visits became the norm for patients, education institutions moved entirely online, pharmaceutical sales calls 
happened over video. At the same time, for industries such as retail and banking where many companies already 
had functioning online channels, this became the only way to do business.   

This rapid shift will have a lasting impact. Moving forward, patients will continue to demand the convenience of 
virtual visits and consumers will shop online for almost everything more frequently.  

Does this mean physical interaction will cease to exist? No, but it could become a secondary channel in many 
industries, and it will increasingly be used only for tasks and experiences that can’t be delivered fully online. 

Case example
Our client, a leading eyecare provider, pivoted during the pandemic to a platform 
that enables doctors and optometrists to hold virtual consultations. The company 
also accelerated its e-commerce strategy so that patients could order eyecare 
products online. 

Even as stay-at-home orders begin to lift, this company will not go back to running its 
business the old way. It plans to continue the virtual consultation model and reserve 
physical sessions for things that can’t be resolved without a visit. 

This agility has taken what was once a largely offline business and created an end-
to-end digital experience in eyecare and a new business model with the customer at 

the center. And that gives the firm a long-term competitive advantage. 
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 2. The virtualization of all technology,  
       services, and solution delivery

The virtualization of technology, processes, and workflows is creating new possibilities for work. These advances allow 
global teams and stakeholders to collaborate in real time, partners to work together more effectively, specialists to hold 
day-long workshops with teams, and more. The disruption in 2020 has accelerated the virtualization trend. A dramatic 
shift in technology, services, and solution delivery now allows anything to be done anytime from anywhere by anyone, 
bringing with it the future of distributed work. 

Organizations are realizing that distributed virtual work can be just as effective – if not more effective in some cases – 
when compared to in-office work. Work-from-anywhere provides employees with the flexibility to be on the job anytime, 
anywhere, from any device. 

To implement a work-from-anywhere model, organizations need to determine 
which processes best lend themselves to virtualization. They will likely be mature 
processes where companies have access to reliable data, face limited regulations 
or restrictions, and can easily measure outcomes. 

Next, companies must identify which processes need extra physical security 
and determine which ones require periodic or continuous collaboration that’s 
best achieved in a physical office environment. With that information in mind, 
organizations can decide what is the right operating model across a spectrum of  

            choices ranging from fully remote to fully in office. 

Case example 
Using many of these collaboration tools and a cloud-based dynamic workflow, 
we worked with more than 100 clients around the world to close their books 
virtually for the first time due to the pandemic. For some we closed the books 
at least a half-day faster than usual and all others were closed on time. 

"Virtual work can be as 
effective – if not more 
effective in some cases 
– when compared to in-
office work."



Tools such as Microsoft Teams, Zoom, Webex, and Mural allow employees to easily collaborate in virtual 
environments, mirroring in-person interactions. Some of these technologies are for conversational 
meetings, while others are for collaborative workshops. Using these tools enables organizations to keep 
operating with limited disruption, and in some cases they can work even better than before. Establishing 
clear ways of working with them is key to leveraging them successfully. 

Distributed work has another advantage. It allows organizations to reimagine their talent strategies so they 
can hire the best person for every role possible. It can also increase resilience. For years, many progressive 
companies tried to be location-agnostic, but were still biased towards hiring people near their offices or 

those willing to relocate. This is now changing. COVID-19 has proven 
that most people can work effectively from anywhere.

Because access to talent is no longer constrained by geographical 
boundaries, the talent pool has become deeper and wider than ever 
before for organizations that choose to organize their hiring and 
training programs accordingly. Agile companies can now find the right 

people for the right role anywhere in the world – not only from outside their companies, but from inside 
as well. Unlocking the talent market also helps increase the proportion of racial, gender, and cognitively 
diverse candidates.  

In the long run, a virtualized environment will create more productive workforces, increase collaboration 

across geographies and locations, and enhance financial performance. 

"The talent pool has 
become deeper and 
wider than ever before."
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While cloud computing has been around for years, its criticality across the C-suite has spiked in the face of the 
challenges and demands caused by COVID-19. The digital transformations that organizations had planned to accomplish 
in three-to-five years must now be achieved in less than 18 months. This means a major acceleration of the journey to 
the cloud. Whether it’s using digital technology to better predict, automate, collaborate, or connect, organizations in 
every industry will need to expedite their digital transformation journeys to remain competitive.  

But that journey is not always easy. In fact, one-third of organizations have seen no 
or only a slight improvement to their organizational effectiveness thanks to their 
cloud adoption.1  The reasons behind these findings are varied. Common pitfalls 
include running cloud as an IT project instead of a business initiative, failing to align 
cloud objectives with business objectives, and the inability to find the right talent 
to run the implementation or drive the right level of organizational adoption. 

Now, new pressures have raised the stakes. With the new normal marked by 
trends such as remote work and a rise in digital commerce, forward-looking 
organizations need to fast-track the use of secure, cloud-based services and 
solutions to compete and win. The cloud can transform core functions and 
enhance agility, speed, and innovation across ecosystems. But rearchitecting 
solutions and services requires deeper domain and process knowledge than ever.

 

Case example
For an asset-based digital lender that provides credit to small and mid-sized 
businesses (SMB) in the US, we used the power of the cloud to help meet 
its strategic vision: to transform secured lending for SMBs. We built a cloud-
based target operating model then developed a scalable self-service portal 
for originations, underwriting, and servicing for its customers, partners, and 
capital providers – all in just six months. 

The portal reduced average loan-origination cycle times by almost 40%, 
helped generate annual growth of more than 150%, and delivered more than 
$500 million in client funding. 

 3. Accelerated consumption of digital 
technologies and cloud-based services 
and solutions

"The digital 
transformations that 
organizations had 
planned to accomplish in 
three-to-five years must 
now be achieved in less 
than 18 months."

1Unisys Cloud Success Barometer, 2019.

https://www.unisys.com/Style%20Library/Unisys/cloudwhatsnext/docs/Report_UnisysCloudSuccessBarometer_UTM.pdf


Migrating to the cloud is indeed a journey and businesses need a clear roadmap of their priorities. Success 
also calls for multi-disciplinary teams with a mix of deep industry knowledge, business-process expertise, and 
technology know-how, all laser focused on creating holistic cloud adoption. Organizations need to become data-
driven and ensure that the user experience and change management are at the heart of their cloud journeys. 

To take full advantage of the cloud, companies must reorganize around a digital core. 
Business and technology leaders need to review their talent and refine their end-to-
end business processes to operate at this new level of scalability, flexibility, agility, 
and security. Only then can they maximize the ROI of their cloud investments.

"Companies must 
reorganize around 
a digital core."
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The ability for companies to generate predictive insights has increased steadily over recent years as 
digital technologies such as AI have become more widespread. But now, the COVID-19 crisis has rapidly 
elevated the role of prediction. Unprecedented changes in consumer behavior, global disruption in supply 
and demand, and a completely new risk landscape dramatically underscored the need for real-time 

predictions and actionable insights on core processes that are essential to business survival. 

We saw this play out with our clients across industries and geographies in a variety of mission-
critical ways, including in supply and demand, innovation, forecasting, financial planning, 

understanding consumer behavior, and credit risk. 

In consumer-packaged goods (CPG) and retail, global supply and demand patterns 
shifted overnight. Products to help prevent the spread of the virus, such as 

sanitizing wipes, saw record spikes in demand. At the same time, products that 
most people would not have expected to be in short supply, such as hair 

clippers, were nowhere to be found.

Case example 
For various healthcare clients, we helped predict the 

next pandemic hot spots, enabling them to quickly 
deploy life-saving devices and personal protective 

equipment to the right locations at the right time. We 
did this using real-time predictive analytics. For many 

people, accurately predicting demand quite literally 
became a matter of life and death.

 4. Exponential growth in real-time 
predictive analytics to drive 
decision making



Case example
We helped a global bank deploy a risk-scoring algorithm to quickly conduct due 
diligence on thousands of loans extended under the Paycheck Protection Program 
of the US Coronavirus Aid, Relief, and Economic Security (CARES) Act. The algorithm 
assessed relevant risk factors to effectively predict fraudulent loan applications and 
prevent the misappropriation of taxpayer dollars.

Real-time predictive insights have also been critical in helping companies create more accurate financial forecasts 
in an environment where old models no longer apply. This allows them to make better decisions on their 
innovation, people, cost, and growth strategies. 

As for supply chains, analytical risk-measurement models can showcase the likelihood of suppliers shutting down 
and identify inventory and order-fulfilment risks. This helps businesses make more strategic decisions regarding 
procurement, capacity planning, worker safety, and more.

Predictive analytics is now being ingrained in organizations’ DNA. It is no longer optional. It is a necessity for 
business success.

Case example
A CPG client had to quickly adjust the product mix within its supply 
chain when the sale of wheat flour and yeast shot up, while sales 
of candy dropped just as dramatically. Accurate prediction models 
allowed this organization to shift from a reactionary detect-and-
respond approach to a proactive foresee-and-prevent model that 
enabled it to adapt seamlessly to a highly volatile market.
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While the focus on user and customer experience has been increasing in relevance for years, the pandemic has 
heightened its importance for users, customers, and employees, too. COVID-19 has driven home the need to 
connect the front, middle, and back office to deliver unbeatable experiences. The clear winners are the companies 
that have oriented their business models around putting people first. 

Before COVID-19, many retailers had front-end interfaces that were easy to use, delivering a customer experience 
that was “good enough.” Online was just one channel in their larger multi-channel system of interaction. Often, 
the technology and business processes that ensured products reached consumers in a quick and seamless way 
were too rigid and disconnected to meet shifting demand. During the pandemic, this led to delayed shipments, 
endless calls to customer service and missing orders, which overloaded employees, and disappointed suppliers 
and partners at critical moments.   

By contrast, user-centric organizations were providing more seamless and 
integrated experiences. These businesses increase visibility throughout 
their end-to-end processes by connecting the front to the middle and 
back office as well as across their ecosystems of suppliers and partners. 
Those companies came through for their customers, employees, partners, 
and suppliers when it mattered most. They forged stronger relationships, 
ultimately creating long-term loyalty and better positioning in the 
competitive landscape.  

The experience economy rewards organizations that can connect people, process, and technology effectively to 
deliver memorable experiences. These enterprises tend to be more profitable. And they attract and retain the 
best talent, increase customer loyalty, and work effectively with suppliers and partners to meet their overarching 
business objectives.

The fascinating thing is, all of this applies to not-for-profit organizations as well.

 5. All built and delivered around  
human-centered design

"The experience economy 
rewards organizations 
that can connect people, 
process, and technology 
effectively to deliver 
memorable experiences."



Case example
A not-for-profit organization hosts an annual three-day, in-person cycling event 

to raise money for life-saving cancer research. With physical events cancelled due 
to the pandemic, the organization had to quickly pivot to an entirely virtual model 

that would allow it to continue to meet its fundraising goal. 

Using a design sprint methodology, we worked together to shift everything 
from physical to digital, creating an integrated end-to-end experience for all 

stakeholders. We helped the company launch a website at speed to support and 
connect individuals completing local fundraising challenges, including biking, 

walking, and running. The platform allowed the organization to bring its vision and 
mission to its largest audience ever.

For the first time, the fusion of experience innovation and process innovation will truly become table stakes 
as organizations of all kinds look to reposition and pivot to achieve growth. Very quickly, the experience 
economy will consolidate around those that embed experience in everything they do and will leave behind 
those that do not.





COVID-19 has underscored what history has shown 
us repeatedly: the future is uncertain, and no one 
is guaranteed a prosperous tomorrow. It has also 
demonstrated that human resilience and business 
ingenuity are powerful forces. The businesses that 
take this opportunity to adapt and rise to today’s 
challenges will emerge from this time of global 
crisis stronger and better.  



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.

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