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Business Communications

“The pandemic has intensified the need for a 
digital shift from mindset perspective for 
organizations and individuals, who are thus 
encouraged to approach work, interpersonal 
engagement, and communication 
differently.” 
– Joel Le Bon, Carey School of Business

Survey by McKinsey & Company says 
“COVID-19 has accelerated the adoption of 
digital technologies by several years—and 
that many of these changes could be here 
for the long haul.”
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Pre-Pandemic Pandemic Future

Infrastructure

End User

Software

Security

Telecom

Low adoption rate of 
Hosted Infrastructure

Hybrid
Hosted / Data Center

Hosted / Data Center
Public or Private Cloud

Desktops
Few Laptops

Laptops
Standardization
DaaS or BYOD

Local Applications, File 
Storage, and Access

Limited Hosted Services

Hybrid/Hosted
Office 365, Google

VPN for Remote

Cloud / Hosted Apps
Platform of Hosted 

Services

VOIP Handsets/On prem
Limited Teleconference

Hosted / Hybrid
Softphone

Zoom, WebEx, Teams

Hosted Phones
App Integration
5G /MSFT Viva

Corp LAN / Endpoint
Remote/LAN/Endpoint

Employee Firewall
Zero Trust Network
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• Organization’s ability to generate business value is based on the limitations 
and opportunities of their technology architecture.

• Technology became a competitive advantage during the pandemic.

• Cloud Infrastructure, Platforms, and Applications will drive the businesses 
of the future. 

• Security remains a major concern in the foreseeable future, we must adapt. 
82% of organizations allowed employees and other stakeholders to use 
their own equipment, but 72% didn’t have proper malware protection. 
(CNA Ins. Ransomware)

Key Takeaways
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Companies that prioritized DX and were 

keen on becoming more future-ready
were not affected as gravely as the 
others. They were in a relatively more 
comfortable position.

74% of leaders say pandemic has 

exposed more gaps than expected 
in their business systems and 
operations.

67 percent of SMBs say they have had to 

rethink their operating model due to 
the pandemic, including accelerating 
their digital transformation efforts and 
adopting flexible working practices.
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→

Consumers moved dramatically 
toward Online Channels

Rapid shift toward interacting 
with customers through digital 
channels. 

Customer-Centric, DX allows 
the opportunity to add value to 
every customer interaction.

Pandemic changes how we communicate value to customers.
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What is Digital Transformation?

Example: Cash Collection Process
Efficiency, Internal Control, Client Experience

Check Rec via Mail
Totaled and Reconciled

Post to AR
Deposit Slip
Go to Bank

Check Rec via Mail
Totaled and Reconciled

Post to AR
Check Scanner

Clients Pay via Bill.com
Electronic Posting to AR

Funds Transferred
Report of Totals / Exceptions

Digital transformation is the process of using digital technologies to create 
new — or modify existing — business processes, culture, and customer 
experiences to meet changing business and market requirements.
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CEO Marvin Ellison at NRF 
2021 that “Two-years ago, we 
couldn’t even provide our 
customers with an e-receipt.

“Our e-commerce platform was 
on a decade-old infrastructure. 
Think about what your computer 
was like 10 years ago: That’s the 
equivalent of what our e-
commerce platform was built on. 

Lowe’s emerged as a retail 
winner in 2020, delivering a 30 
percent increase in sales in the 
third quarter compared with the 
same period in 2019.

“It’s about being customer-centric: If a 
customer wants a simple in-store 
transaction, how do we execute that in a 
way that’s flawless and frictionless? If a 
customer wants to buy online and pick up 
in-store, buy online and pick up in a 
locker, buy online and we’ll ship to your 
home — as we think about all the ways 
customers want to shop and the ways 
they’ll shop in the future, that dictates 
our capital spend and our innovation 
strategy.”

Lowe’s built a store navigation app to 
help in-person shoppers find what 
they need, among other in-store 
innovations. It was a leader in offering 
secure lockers outside retail locations 
where customers can pick up online 
orders. And it’s been following the buy 
online, pick up in-store trend, as well.
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→

CEO Elon musk says, “Some people don’t like change, but you need to embrace change if the 
alternative is a disaster.”

• The pandemic forced us to accelerate and adapt our processes to a digital 
world. Ready or not.

• Pandemic taught us that a customer-centric strategy with the right 
technology wins the day.

• A key element of digital transformation is understanding the potential of 
your existing technology. (e.g., Microsoft 365)

• Today’s employees thrive in environments that make it easy to collaborate, 
access information, and work anytime and from anywhere.

• BI/Data Analysis, AI, and Automation will enable this transformation.

Key Takeaways
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Covid-19 and a completely remote workforce 
have created new challenges to hiring, 
onboarding and maintaining corporate culture.

Without meeting in person, it becomes 
significantly more challenging to establish, 
let alone maintain, corporate culture. And 
this is not a temporary issue. Many workers 
and companies intend to continue working 
remotely for the foreseeable future or 
permanently.

The Pandemic reinforced what we already 
know. Work is about so much more than just 
getting things done. We must rethink the entire 
employee experience. (Microsoft: Hybrid Work)
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What we like about the Office
• Impromptu Discussion – “Check In”
• Agility in decision making and problem 

solving
• Team Lunches
• Socializing 
• Turn work off

“Hallway conversations, chance encounters, 
small talk at the coffee machine make us feel 
connected to our team and help build 
meaningful connections.”
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Question we need answered about employee engagement post-pandemic.

Can you effectively connect with your workforce when they're not in front of you? 

How do you navigate through communication challenges like team collaboration or 
project coordination? 

How do we foster the social capital, cross-team collaboration, and spontaneous 
idea-sharing that’s been driving workplace innovation.

How do we avoid overworking, digital fatigue, feeling isolated?

How do we help our teams see and understand how their work is contributing to 
the big picture?
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How can we enhance our communication with distributed workforce?

Create a Communication Guidelines. 
Email, Chat, Zoom – when to use it and what platform

Communicate Clearly and Concisely.
Focus on communication, minimize distraction, reduce notifications during meetings

Set Goals, Objectives, and schedule check-ins for important initiatives
Right tools and technology, communicate frequently.

Have Regular Meetings
Weekly video meetings to keep your team updated and even record sessions.
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Effective solutions to enhance employee engagement:

Recurring Virtual Daily Standup Meeting. (M-W-F) – quick check in, remove obstacles

Maintain real-time collaboration / engagement digitally through Slack, Google Chat or 
Microsoft Teams.  -- #surveysays, #ringthebell --

Leadership increased the overall frequency of communication across the organization. 
Company wide meetings are easy with Zoom.

Leadership increased 1:1 check-in frequency with Staff.

Arrange actual meetups to include onsite, hybrid and remote teams.

Implement a peer recognition system, allow employees to recognize each other according to 
our core values. #kudos

Guidelines for Zoom meetings, no hybrid meetings.



Evolve your Communications
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Q&A
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