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Reimagine your business to deal with the next 
threat. The illusion of certainty is just that…an 
illusion.

Well… 2020 was utterly shit.

So many of us kicked off last year thinking we had our plans nailed, but if there is one thing these past 
18 months have taught us, it's that resilience is everything and plans need to be more “fleet of foot” 
than ever. 

Change is coming, it always was.

Yet this disruption to our lives brings an opportunity to rethink and reinvent businesses – to not just 
survive, but to thrive. To go on and re-imagine our organsations in a fresh, new and exciting way.  It’s 
been on the horizon a while. The pandemic has just been the awful catalyst.

So let’s jump straight to some answers and then explain the workings.

We will always have disruption in some form, whether there’s a pandemic, riot or natural disaster. 
The illusion of certainty is just that, an illusion. Businesses need to finally recognise that and focus on 
continuity in the context of an uncertain future. If they want to ensure they are positioned to grasp 
the opportunities afforded to them, they need to be open to uncertainty and embrace it with the right 
strategies.

To take advantage of these opportunities, we need to build business strategies around being more 
digital, data-driven, and in the cloud; to have more variable cost structures, agile operations and 
automation, and we need to be more secure.
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It’s been tough for all

Key areas of business.  
What’s been the impacts?

Impact on business sectors - Turning massive challenges into positive change

All industries have been impacted by the COVID-19 crisis, with varying degrees 
of severity. Some have stronger defences, while others will struggle to return to a 
constantly shifting “normal.” 

Consumer demand patterns are shifting, global supply chains are disrupted and 
remain under pressure, they may not go back to normal and different regions, 
markets and governments are responding uniquely to the COVID-19 crisis. 
Companies must continuously adapt to new and uncertain market conditions. 
Informed by real time insight and daily conversations with our clients, we can offer 
industry-specific advice and examples on what leaders should consider doing now  
and in the next few months to prepare for their organisations’ futures.

Impact on business strategy - Make sure you’re open to reinvention, not business 
as usual.

You must start becoming more agile now. Today’s boards are faced with 
overwhelming, competing challenges and uncharted waters as they continue to 
navigate the impact of disruption. Out of necessity, they have prioritised the now, 
focusing on supporting their people, customers and suppliers, and orchestrating 
responses to supply chain disruption. In parallel, leaders have sought to stabilise 
revenues and take care of customers, to reshape their businesses in order to align 
with evolving demand and to find new growth.

Leaders in every industry are rapidly turning their attention to the next step, a 
period of unpredictable and possibly subdued economic recovery which will raise 
new competitive threats as well as opportunities at great speed. What follows 
will not be a return to pre-pandemic business practices, but more likely a decade 
of disruption, a new era defined by fast changing shifts in cultural norms, societal 
values and behaviours.

Against this backdrop, leaders face the urgency and complexity of reopening their 
businesses. To outmanoeuvre uncertainty and change, reopening also requires 
a program of reinvention. This presents an opportunity, and a need, for many 
companies to build the competences they wish they’d invested in before: to be 
more digital, data-driven, and in the cloud; to have more variable cost structures, 
agile operations and automation; whilst being secure. This agility will be core 
to the long-term capabilities they build. Leaders should consider the steps they 
take to reopen their offices and businesses as the first in a long journey of wider 
transformation.

Impact on the technology - Building the platform to succeed.

Even before COVID-19, many organisations faced considerable IT challenges. Now, 
COVID-19 is pushing companies to rapidly operate in new ways and IT is being 
tested as never before. 

As businesses juggle a range of new systems, priorities and challenges including: 
business continuity risks; sudden changes in volume; real-time decision-making; 
workforce productivity and security, leaders must act quickly to address immediate 
systems resilience issues and lay a foundation for the future.

Long-term strategies for greater resilience need to be determined now. Reaching 
the other side of the pandemic without applying lessons learnt from the experience 
so far will be too late. Establishing a systems roadmap that better prepares your 
company for future disruptions as early as possible is absolutely critical.

Impact on workforce - Redefining work to enhance people’s lives in and out of 
business.

Organisations globally are experiencing workforce disruption at an unprecedented 
scale and speed. Virtually all companies are still determining how we will work 
in the short- and long-term. But speed is of the essence, as our workforces and 
communities try to function and perform, while struggling to cope with what is 
happening in their daily lives.

Leadership teams across industries are rising to the challenge, helping people 
navigate workforce shifts en-masse, such as addressing the urgent need to shift to 
a remote workforce to protect and empower employees, to serve customers and to 
establish business continuity.

Developing agile workforce strategies is critical to keeping the global economy 
viable and helping people and their families survive financially now and in the 
future. Opportunities are emerging as companies and industries work together 
to keep people in paid work; their people, organisations and communities need 
answers now.

Plans need to be fit-for-purpose today but capable of evolving as the global health 
and economic environment changes. Businesses, governments, citizens, and 
not-for-profits all play critical roles in establishing a human-centred, systems-
minded approach that promotes shared workforce resilience. This is not a one-time 
process. It requires the development of persistent capabilities and relationships 
across stakeholder groups.

Our customers are on the front line of this response, equipped with the advanced 
technologies and intelligence they need to help navigate these sudden, massive 
workforce shifts.

Impact on your customers - Adapt your Customer Experience approach to 
changing customer habits.

The impact of the coronavirus outbreak has forced companies to move at an 
unprecedented speed to serve their customers with quality, while caring for their 
employees with compassion. Companies are re-evaluating how contact centres are 
leveraged, how employees deliver relevant customer experiences, where they work, 
and how digital channels can be used to support business continuity throughout 
the crisis and beyond.

The global COVID-19 pandemic has forever changed our experiences―as 
customers, employees, citizens, humans― and our attitudes and behaviours are 
changing as a result. The crisis is fundamentally changing how and what consumers 
buy and it is accelerating immense structural changes. Once the immediate threat 
of the virus has passed, companies will need to consider the impact of these 
changes on the way we design, communicate, build and run the experiences that 
people need and want.

With these emerging new behaviours, organisations also have an opportunity to 
accelerate the transition to digital commerce, by expanding existing offerings and 
creating new lines of service, like the retailers rallying to provide “contactless” 
delivery and road-side pick-up services for consumers. This acceleration will force 
organisations to revisit and even reimagine their digital strategies to capture 
new opportunities. However, failure to stay innovative and up to date with 
technological advancements will have catastrophic repercussions for businesses, 
which will simply not be able to keep up with the shift in consumer demand.

As the rules of business continue to change, everyone is having to navigate the human and business impact of disruption. Governments are making 
significant interventions in response to the pandemic, protesters are voicing their views in the streets and the physical environment continues to 
bring more issues linked to global warming. Businesses are having to rapidly adjust to the changing needs of their people, their customers and their 
suppliers, while navigating the financial and operational challenges. 

Disruption events will be a big part of the new world of work.

With every industry, function and geography affected, the amount of potential change to assess is daunting but it provides new opportunities. Everyone must prioritise 
business continuity.
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What we know

Your business needs to be 
able to pivot quickly when 
needed. 
Long-term success lies in building new agile capabilities. This is the time to begin wider business 
transformation by leveraging new cloud technologies and removing legacy applications.

• Everyone knows the cloud is the place to be.
It offers greater flexibility, more agility and new opportunities for innovation. No surprise, then, that more than 90 percent of today’s enterprises have 
adopted cloud in some form. 

• So what’s the challenge?
Many business efforts to adopt and scale to cloud have slowed or stalled. Some organisations have got stuck in an experimental mindset without 
a sense of where their cloud journey was headed. Others struggled to make a clear business case for scaling up their use of cloud. They could be 
‘sweating’ past investments as a cost saving approach.

• Where does that leave business?
Most enterprises have, on average, only about 20-40 percent of their workloads in the cloud, most of which are the easier, less complex ones, and 
nearly two-thirds have said they haven’t achieved the results expected of their cloud initiatives to date. 

• That was one hell of a wakeup call
On top of these concerns, Covid-19 has created an unprecedented wake-up call. Organisations everywhere have had a very powerful and direct 
reminder of the importance of systems’ resilience, agility, adaptability and scalability. 

• Transformation has been moved to the priority seat
As companies look to outmanoeuvre the uncertainty heightened by the pandemic, the focus has shifted to sustaining operations under severe 
disruption, flexing to address highly volatile customer demand and managing vastly increased needs for remote network access. 

• Uncovering the full picture
For many companies, the pandemic not only introduced new disruptions to their systems, it also exposed pre-existing weaknesses endemic in those 
systems. 

• Embrace the opportunity
It’s imperative that the companies that went into the crisis with significant gaps embrace the promise of cloud now. If they do, they can mitigate 
business risk, emerge stronger and be prepared to thrive amidst uncertainty in the future.
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Where to start

Four things you absolutely 
must do to thrive.
Recent disruptions have only reinforced the prevailing notion that cloud isn’t some future 
aspiration—it’s an urgent mandate at the heart of the business. But a rushed migration without a 
clear strategy can end up costing the business more, leaving existing legacy applications racking up 
consumption— and costs—at an alarming rate.
An intelligent cloud journey needs to balance speed and value. While there is no one-size-fits-all approach, each should start with defining the value, 
mapping out the journey and determining how the cloud will enable the overall business strategy and ambition. 

1: Migrate your business now 
Move away from fixed on-premise technology - get your business to cloud rapidly, securely, and with confidence by selecting the right infrastructure 
for your business needs. 

For a range of different reasons—technology, security, complexity, legacy, data sovereignty, human psychology— many business-critical solutions 
remain in on-premises data centres, cabinets or on desks.

Unless you migrate the majority of your business to the cloud, you will not be able to realise the full business value, including making your business 
more efficient, resilient, and customer focused. 

2: Reinvent security for agile operations 
Manage the risks associated with large-scale workforce fluctuations. Look for supply chain weaknesses, counterfeiting and new cyberthreats in a less 
secure industry environment. Having a layered approach securing your organisations’ systems is critical; consider the protection covering physical 
devices as well as communication channels, including email. Securing a dispersed workforce against contemporary malware and ransomware threats 
required a new approach.

3: Get the most from the experts – partner well
Put the innovation and investments being made by cloud experts, like us, to good use. 

Most businesses will choose to work with at least one technology provider as they look to leverage their deep expertise, and numerous cloud 
services. Getting the most out of them is about committing to a partnership. Businesses are investing in a relationship that will last years into the 
future.

Because cloud costs are OPEX based the benefits are a critical boost to digital transformation, especially where financing is an issue. Nobody has 
bulky costs. Deployment times are hours rather than weeks. And there’s an incentive package for companies wanting to change.

But it’s important not to fixate on cost alone. The enterprise also needs to carefully consider the support it will get around innovation, digital 
transformation and engineering. 

Indeed, here at Babble we are on our own journey of innovation, investing heavily in areas like streamlining migration, adapting services and pushing 
out to the edge. 

4: Listen to your customers… and respond quickly
Seek to understand and empathise with customers, putting them at the heart of how you design and evolve their experiences and interactions to you. 
Build a more personal and less transactional approach.

Invest in artificial intelligence and other tools to manage customer interaction and to analyse customer behaviours. Provide frontline staff with the 
data insights they need to personalise experiences and add value. 
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