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Research team 
 

• Alexandra Voukitchevitch 
• Benjamin Chen 
• Chaparrelle Mogavero-Cline 
• Peter Chen 
• Victoria Lacasa 

 

Under the leadership of business mentor: Ursula Soritsch-Renier 

 

Overview 
 

The current whitepaper contains the work of a group of students at Columbia University, as they worked 
on a team-based research project through a joint collaboration with the Center for Technology 
Management and Columbia Global Centers Paris. The internship took place over a period of 6 weeks in 
July/August 2020 under the guidance of a business leader. The focus of the research was to identify 
predictions around the ‘new normal’ in corporate environments due to the Covid19 pandemic. The 
research aim was to examine the significant impact of COVID-19 on the digitalization of companies, 
employees and consumers across the globe. 

Under the title ‘The Good and the Bad Side – What could the new normal look like?’ the students worked 
in two teams reflecting and creating predictions each week per focus area. Upon presenting the 
predictions, the entire group reviewed/debated/evaluated and categorized the information into the 
categories highly likely/likely/unlikely.  

How did this team of students devise the below listed predictions? Each student brought to this internship 
their own background and experience, as described in appendix I. Every week they also share a 
bibliography - mostly based on current articles – in order to prepare the discussion on each of the topics 
(appendix II). Lastly, they shared their personal experiences over the past several months. 

The five areas of focus were:  

1) Changed expectations from employees:  
Employees worked during the quarantine at home. Virtual collaboration became key.  
Questions: 

- How is quarantine changing the peoples’ expectations of their work environments with respect to 
technology (collaboration, access, systems integration…)? 

- How long can this remote workforce continue to function remotely? Will people start to miss the 
‘water cooler’ discussions for informal talks? How important is the exchange of informal 
information? What happens to a company culture in a virtual world? Do people still feel loyal to a 
company? 
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2) Talent Management 
People were hired during quarantine without any personal contact. Virtual interviews, virtual first days, 
virtually meeting their boss and colleagues … 
Questions: 

- How will the previously known HR – talent management change? 
- How will overperformers versus underperformers be recognized and assessed in a virtual world? 
- How can one stand out in a virtual world (career progression in a virtual world)? 

 

3) Changed expectations from customers 
Customers were quarantined as well. Nevertheless business continued. 

Questions: 
- How do customers want to experience interaction, and be cared for or served?  
- What are their expectations toward people, process and technology? 
  

4) Innovation  
Over the past years, start-ups flourished and became an important innovation machine for business 
alongside internal innovation initiatives. 
Questions: 

- With a changed financial and labor market, how might the start-up scene change? What will this 
mean for innovation? 

- How can innovation happen in a virtual work environment where employees are graphically 
distributed and remote? 

  

5) Process improvements in a virtual world 
Change is necessary to increase efficiency in a company. People currently working from home rely on 
functioning systems and existing processes. 
Questions: 

- How can process improvements happen in a virtual world where employees are geographically 
distributed? 

- How are initiatives triggered, defined, and executed in a virtual world? 
  

For the whitepaper, the three most interesting predictions were chosen. The additional topics can be 
looked at in the backup section (appendix II). 

Looking ahead, it will be interesting which of these predictions will become reality and how the impact and 
consequences will be dealt with in the corporate world.  

Below are the top three hypotheses per topic listed with the respective explanations and comments. All of 
these were evaluated by the team as highly likely to happen going forward. 

Ad 1) Changed expectations from employees  
The informal network will collapse, the corporate ladder will be redefined and hierarchy will be flattened.  

The corporate ladder, informal network, and sense of hierarchy are constantly reinforced by the social 
dynamics and physical positions in the in-person environment. For example, a seating position at a table 
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can reflect and amplify the hierarchy of a corporation to a certain extent. A virtual workplace significantly 
disables this social function and reinforces the effect of the in-person working environment. Content, 
expertise, and skills take precedence.  Communications and relationship-building skills in an informal 
environment become less important for promotion. More focus will be shifted towards skillsets and 
managerial ability. 

Lack of social interaction will negatively impact employees' health and could potentially lead to burnout.  

The in-person working environment can discipline employees and social interaction can boost their focus 
and energy. Employees will have to deal with distractions at home when working virtually. These 
distractions can lead to lower productivity and consume mental energy. Furthermore, late hours and tech 
fatigue caused by blurred limits between life and work may further burden employees. 

The immediate interaction between employees from different departments will decrease. 

The in-person environment creates the possibility for people to socialize with colleagues from different 
departments. Coffee corners and random meetings used to be the social hubs that bring people together. 
A virtual working environment will make people focus more on their work and thus lead to a dehumanizing 
of work and relationships. 

Ad 2) Changed expectations from customers  
Loss of personal bonding & feeling valued as a customer, and increased importance of brand image & 
trust. 

Lack of customer bonding/being entertained in person by companies as they were used to pre-COVID. 
Not feeling appreciated as a customer due to loss of human in-person interaction, which might lead to 
customers wanting to switch to another provider who simply offers lower cost. Consumers will also expect 
brands to communicate how they are operating during the crisis now and in the future, and to shift their 
business priorities and resources to appropriately respond and adapt to current challenges. Companies 
will be forced to change their messaging, since consumers care about this more, as the society becomes 
increasingly polarized. Examples: Goya foods backlash, Microsoft & other companies not advertising with 
Facebook anymore.  

Reinforcement of age & income inequalities 

Some types of inequality are made worse, e.g. age and income. The digital divide widens: when products 
& services become digital-only, groups with less access to technology get impacted negatively. 
Additionally, inequality widens due to the differences between people who can work remotely, and wage 
earners who cannot.  

Consumers will lose the previous, more indirect mental benefits of in-person shopping experience. To 
manage isolation, consumers are using digital to connect, learn, and play—and they will continue to. 

Consumers will no longer experience the mental health benefits of in-person shopping such as socializing 
& hanging out with friends - the social element cannot be achieved on a digital platform and will be lost. At 
the same time, the ways in which people spend their leisure time are changing. Consumers are 
considering new forms of digital entertainment that they may not have previously, such as TikTok, Zoom, 
YouTube, Digital Therapy such as BetterHelp, Amazon Prime videos, Netflix, Disney+, etc. Companies 
are adapting to this new normal by providing new experiences that make use of technology and offer a 
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more complete shopping experience to consumers. For example, the fashion company Frame hosted a 
live session with a stylist, where consumers could interact in real time as well as buy the company's 
products.  

Ad 3) Talent management 
People will experience new forms of prejudice/discrimination, and older forms of discrimination such as 
gender, race, and ethnicity will become less relevant. 

The global pandemic will generate new forms of prejudice and discrimination such as favoring the 
technologically literate, employees who are healthier (lower COVID risk) and those without children. 
Additionally, there is potential that international hiring will discriminate against high risk countries and that 
discrimination against people with a medical history of COVID-19 may be inevitable. Meanwhile, it may 
become easier for some groups (gender, race, and ethnicity) who are typically underrepresented in some 
fields to overcome biases and advance their careers, given that interactions are virtual, and those 
identities may be less salient. Like the philharmonic orchestra who increased hiring of female musicians 
after a blind review of musical skill and talent, digitization of the workplace allows minorities to step into 
their role in the workplace, where talent and skill become the driving force and physical presence is in the 
background. 

Decreased company loyalty will make employee management more difficult.  

Massive layoffs, disrupted leadership, budget cuts, and exclusively using digital platforms for 
communication break the family culture of companies, leading to decreased loyalty. These issues detract 
from the company image and dilute the culture, as well as disillusion managers who must make tough 
calls. For example, when 25% of AirBnb employees were laid off, the company’s workforce experienced 
feelings of betrayal. Supervising teams are unprepared to manage employees amidst this sense of 
decreased loyalty and without employees’ physical presence, and thus the ability to view gestures as well 
as facial expressions for efficient people management.  

Fewer networking opportunities come with higher stress levels, decreased trust in current and new hires, 
and a lack of harmonious company culture. 

In a virtual world there are fewer opportunities to make personal connections and to network with co-
workers and managers, which are critical for fostering a sense of connectedness to work, building 
meaningful connections and nurturing career advancement. In response to having fewer networking 
opportunities talent becomes more motivated by salary than the meaning of their job, eroding a harmony 
of passion and ownership over one’s work that may have previously existed in organizations. The stakes 
and stress are high for talent management as they adapt to the changing needs of organizations and their 
employees in order to maintain morale. They will have to address the gaps of fewer networking 
opportunities alongside many competing pressures such as: 1) adapting quickly to society’s current 
needs that include increased tech usage like video conferencing and digital communication, 2) changing 
employee benefits to accommodate budget cuts, 3) hiring,  and  4) ramping up employee trainings to 
meet digital learning requirements and to assist personal coping. All of these must be conveyed through 
technologies with messages that show empathy and build trust among workers. Talent management is 
also left needing to prepare strategies for returning to the workplace which will include pandemic-specific 
accommodations such as sanitizers, contact tracing and temperature taking. On the other hand, hiring for 
new positions will be done without face-to-face interaction, which may lead employers to having less trust 
in newly hired employees.   
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Ad 4) Innovation in a virtual and remote office environment 
Companies will replace inside innovation with an outside-in approach in response to emerging consumer 
needs and trends outside the organization.  

Companies encounter innovation opportunities while facing instability and shifting consumer-driven 
preferences. E.g., Nokia was formerly a foresting company, then a rubber company, and lastly, consumer 
electronics; Kodak, known historically as an analogue photography company, is now attempting to 
innovate through a COVID-19 vaccine.  

Reliance on technology spurs innovation and collaboration. Information exchange increases as a greater 
number of users integrate and interact online. Companies will invest in innovation, and take higher risks 
driven by higher reward, resulting in new products, services, and partnerships. 

Services such as Azure, Amazon web services, and ICloud are in high demand. Microsoft Teams has 
grown from 44M to 75M users from April to May. Microsoft Teams and Zoom are working to integrate third 
party applications into their services, allowing content display in call. Target fully acquired Shipt.com, an 
emerging shipping/delivery company, at the start of COVID-19 to compete with home delivery 
organizations such as Walmart and Amazon. Certain industries i.e. shipping, food delivery, virtual 
platforms, virtual reality, etc. will also recruit talent and resources to deliver innovation in these areas. 

While individual innovation increases -- as a result of an informal remote setting, and a flattening of the 
hierarchical curve -- collaborative innovation decreases. Increased social isolation among employees, 
and a lack of face-to-face interaction creates an adverse impact on collaborative innovation. 

A flattening of the hierarchical curve, driven by a remote environment, creates open communication with a 
greater free-flow of innovative ideas. Focused use of scheduled meeting times forces employees to plan 
ahead and come prepared to share their innovation ideas more effectively and efficiently. While individual 
innovation rises, innovation from face-to-face collaboration decreases in a remote environment. Current 
conditions prevent most companies from having in-person meetings which allow for spontaneous 
interactions. Testing ideas online takes longer than in-person, inhibiting physical development of 
products.  

Ad 5) Continuous process improvements 
Continuous Process Improvement 

As businesses adapt to the intra and post-COVID landscape, one of the primary tasks for firms will be 
how to ensure continuous process improvement despite disruptions to the physical workspace, 
management hierarchies, and supply chains. In this section, we propose 5 predictions on how firms will 
be affected in regards to process improvement.  

Improved communication and flattened management hierarchies promote a follow-the-sun workflow. 
In a physical workplace, it is easier for local offices to stay focused on tasks in their region and lose sight 
of the bigger picture. As the pandemic continues to force companies and employees online, it also forces 
the workplace discussion online, improving communication within the team. Moreover, meeting interfaces 
such as Zoom, Microsoft Teams, and Google Meet provide fewer social cues like table positions that 
indicate who is in charge, therefore flattening the management hierarchy.  

These factors lead to improved communication within and between teams. Consequently, teams divide 
tasks more clearly, and regional offices observe increased collaboration across locations and timezones. 
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This network allows an extension of the follow-the-sun workflow into other areas as teams are able to 
pass projects off to the next region, leading to a consistent development process with fewer pauses and 
inefficiencies from doubling up on work. 

Pre-pandemic inequalities are magnified between digitally transformed firms and untransformed firms. 
Inefficiencies with in-person processes become more pronounced with difficulties of online organization. 
The prepared are able to thrive and adapt while the under-prepared are negatively impacted, 
exacerbating inequalities between firms with effective SOP’s and those without.  

Prepared firms may face some initial disorganization when revising standard processes and transitioning 
online, but will achieve efficiencies and improvements as time goes on. Under-prepared firms experience 
technical difficulties as they struggle to collaborate digitally and spend time playing catchup. Moreover, 
their problems will be amplified by workforce trimming to become more agile and will be forced to adjust 
further. 

Pressure from limited resources will force companies to adapt existing processes or risk collapse. 
The decline in sales revenue for many businesses as a result of the pandemic has led to financial 
pressures and resource cuts, encouraging firms to remove extraneous processes and streamline 
remaining ones to conserve resources. In times of crisis, firms can adapt, or die. COVID-19 may be the 
crisis of the century for companies, and those that can modernize may thrive in a new normal, while those 
that are unable to evolve will go under. 
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Appendix I: 
Student Backgrounds 
 

Alexandra Voukitchevitch 

My personal experiences that have contributed to my post-COVID predictions include being a mother of 
three toddlers, a full time graduate student at Columbia School of Social Work, and a partner to a recent 
kidney transplant recipient. In the midst of trying to juggle it all, I was completing my field placement 
remotely 21 hours a week at a nonprofit agency providing mental health services during the pandemic. 
My personal and work experiences certainly shaped my predictions and analysis of what I envisioned 
would be the challenges and the positives in a post-COVID working environment from different 
perspectives. Learning from and being challenged by our mentor and team’s interesting perspectives 
shed a new light for me on what is perhaps to come and the “new normal” from a technology 
management and business perspective.  

Benjamin Chen 

I am Xiaobin (Benjamin) Chen, an Economics and Psychology student at Columbia University. Since 
March of this year, I have been involved in a psychology study jointly developed by Tsinghua University 
and Columbia University, focusing on the impact of COVID-19 on public mental health. During the 2020 
summer, I worked remotely with multiple teams across different continents. Apart from this business 
research, I interned at a US-based Nasdaq-listed biopharma company on its corporate strategy & 
development projects (reported to CFO and VP Strategy). I also assisted a team at Bank al Etihad, one of 
the leading commercial banks in Jordan, in investigating and enhancing its customer experience system. 
Additionally, I volunteered at a senior center in New York City, communicating regularly with 10 assigned 
elderly clients to address their urgent demands and to socialize to reduce their mental stress. I have 
previous internship experience in investment banking, private equity. and consulting.  

Chaparrelle Mogavero-Cline 

As an advanced doctoral student with extensive multi-industry experience, having held Director roles for 
learning and development sectors of private corporations and public nonprofits, working as a 
psychotherapist in clinical settings and a researcher in the academic realm, I was immediately drawn to 
the current research project on the significant impact of COVID-19 on the digitalization of organizations 
and their employees. I have witnessed a variety of industries shift to being entirely virtual and observed 
changes to human behavior such as a sudden deep desire to confront discomfort and uncertainty and 
take risks like never before. This behavior change makes sense, as the literature suggests uncertainty is 
linked to curiosity, openness and a desire to learn. My predictions for the current research project pull 
from theories of human behavior and organizational leadership, as well as my personal experience 
working in people management roles, digitizing my psychotherapy practice, and learning about the 
multitude of human reactions and experiences to COVID-19 from my psychotherapy clients. The 
predictions clarify the dynamic transformations companies have and will encounter as a result of the 
various layers of the global coronavirus pandemic and how the work setting will likely never be the same. 

Peter Chen 

Peter Chen is a 2nd-year student in the Sciences Po Columbia Dual BA program. His studies in France 
and the US have given him a perspective of how COVID-19 has affected businesses in both countries. 
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His focus on Economics and Political Science has shaped his views on concepts such as how 
unemployment level affects employee effort and how public image and politics influence consumer 
demand. 

Victoria Lacasa 

In addition to the articles and papers that we read since the beginning of the year, my work on the 
internship was shaped by my previous personal and professional experiences, and those of my friends 
and family. Having grown up in Latin America, and with previous experience working in Ghana and the 
Philippines, I constantly thought about how the pandemic impacted differently in different parts of the 
world, and how the changes that I saw in the US would be different in other countries, particularly 
developing countries. It was also shaped by how I experienced the pandemic as a student and consumer 
living in New York: being online gave me the opportunity to work on three different projects during the 
summer, with teams based on three different continents - something that would not have been possible 
previously. Additionally, the pandemic forced many professionals to move their businesses online, forcing 
companies to rethink how they serve their customers, and making things such as yoga classes 
(https://nymag.com/strategist/article/best-online-yoga-classes.html) and styling sessions more accessible 
(https://mejuri.com/edit/celebrity-stylist-how-to-style-jewelry-trends). 
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Sources Used 
 

• Algan, Y., Archibong, B., Attwell, A., & Backus, P. (2020). Unit 9 The labour market: Wages, 
profits, and unemployment. The Economy. https://core-econ.org/the-economy/book/text/09.html.  

• Am, J. B., Furstenthal, L., Jorge, F., Roth, E., Am, J. B., & Furstenthal, L. (2020, June 26). 
Innovation in a crisis: Why it is more critical than ever. https://www.mckinsey.com/business-
functions/strategy-and-corporate-finance/our-insights/innovation-in-a-crisis-why-it-is-more-critical-
than-ever.  

• Barro, J. (July 29, 2020). Don’t Give Up on Offices Quite Yet, 
https://nymag.com/intelligencer/2020/07/dont-give-up-on-offices-quite-yet.html 

• Colvin, G. (June 25, 2020). 5 Coronavirus Business Opportunities: Cost-Cutting, M&A, Recruiting, 
and More, https://fortune.com/2020/06/25/coronavirus-business-opportunities-spending-mergers-
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• "Consumer behavior under the pandemic." Pakistan & Gulf Economist, vol. 39, no. 30-31, 26 July 
2020, p. NA. 

• Cutter,C.  (Aug. 7, 2020). Congrats on Your New CEO Job! Maybe One Day You’ll Get to Meet 
Your Employees, https://www.wsj.com/articles/congrats-on-your-new-ceo-job-maybe-one-day-
youll-get-to-meet-your-employees-11596792611 

• De Smet, A., Pacthod, D., Relyea, C., & Sternfels, B. (2020). Ready, set, go: Reinventing the 
organization for speed in the post-COVID-19 era. McKinsey & Company. Retrieved from 
https://www.mckinsey.com/business-functions/organization/our-insights/ready-set-go-reinventing-
the-organization-for-speed-in-the-post-covid-19-era# 

• The Economist, The Daily Chart (Aug 13, 2020). Why Cash Has Been Piling Up During the 
Pandemic, https://www.economist.com/graphic-detail/2020/08/13/why-cash-has-been-piling-up-
during-the-pandemic 

• Frankish, K. and edited by N. Warburton (Newsletter August 2020). Our Greatest Invention Was 
the Invention of Invention Itself, https://psyche.co/ideas/our-greatest-invention-was-the-invention-
of-invention-itself 

• Gaskell, A. (2020). The post-Covid world sees innovation spread its wings. Forbes. Retrieved 
from https://www.forbes.com/sites/adigaskell/2020/07/09/the-post-covid-world-sees-innovation-
spread-its-wings/#2146b95c7965 

• Hare, B. and Vanessa Woods (July 21, 2020). Humans Owe Our Evolutionary Success to 
Friendship, https://www.popsci.com/story/science/survival-of-the-friendliest/ 
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• JiJi, (June 22, 2020). 70% in Japan Want Telecommuting to Continue after Pandemic, 
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https://nymag.com/author/josh-barro/
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https://go.world50.com/l/159871/2020-06-26/dylllb
https://fortune.com/2020/06/25/coronavirus-business-opportunities-spending-mergers-acquisitions-research-development-recruiting/?gclblm
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https://go.world50.com/l/159871/2020-08-14/f8jcht
https://go.world50.com/l/159871/2020-08-14/f8jcht
https://www.wsj.com/articles/congrats-on-your-new-ceo-job-maybe-one-day-youll-get-to-meet-your-employees-11596792611
https://www.wsj.com/articles/congrats-on-your-new-ceo-job-maybe-one-day-youll-get-to-meet-your-employees-11596792611
https://www.mckinsey.com/business-functions/organization/our-insights/ready-set-go-reinventing-the-organization-for-speed-in-the-post-covid-19-era
https://www.mckinsey.com/business-functions/organization/our-insights/ready-set-go-reinventing-the-organization-for-speed-in-the-post-covid-19-era
https://go.world50.com/l/159871/2020-08-14/f8jcwr
https://go.world50.com/l/159871/2020-08-14/f8jcwr
https://www.economist.com/graphic-detail/2020/08/13/why-cash-has-been-piling-up-during-the-pandemic
https://www.economist.com/graphic-detail/2020/08/13/why-cash-has-been-piling-up-during-the-pandemic
https://go.world50.com/l/159871/2020-06-26/dylcrs
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https://psyche.co/ideas/our-greatest-invention-was-the-invention-of-invention-itself
https://psyche.co/ideas/our-greatest-invention-was-the-invention-of-invention-itself
https://www.forbes.com/sites/adigaskell/2020/07/09/the-post-covid-world-sees-innovation-spread-its-wings/#2146b95c7965
https://www.forbes.com/sites/adigaskell/2020/07/09/the-post-covid-world-sees-innovation-spread-its-wings/#2146b95c7965
https://go.world50.com/l/159871/2020-07-24/f4knj9
https://go.world50.com/l/159871/2020-07-24/f4knj9
https://www.popsci.com/story/science/survival-of-the-friendliest/
https://go.world50.com/l/159871/2020-07-24/f4kdj9
https://go.world50.com/l/159871/2020-06-26/dylbbs
https://www.japantimes.co.jp/news/2020/06/22/business/japan-telecommuting-continue#.XvD1KJNKjjA
https://www.japantimes.co.jp/news/2020/06/22/business/japan-telecommuting-continue#.XvD1KJNKjjA


 
11 

 

• Klein, B.  (April 28, 2020). https://www.scmworld.com/reinvent-business-processes-failed-covid-
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Appendix III 
The back-up contains the entire list of hypotheses which were defined and worked out throughout the period of the internship. 

Ad 1) Changed expectations from employees 
 

Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

Neg People The informal 
network will 
collapse, the 
corporate ladder 
will be redefined 
and hierarchy will 
be flattened.  

The corporate ladder, informal network and 
sense of hierarchy are constantly reinforced 
by the social dynamics and physical 
positions in the in-person environment. For 
example, a seating position at a table can 
reflect and amplify the hierarchy of a 
corporation to a certain extent. A virtual 
workplace significantly disables this social 
function and reinforces the effect of the in-
person working environment. Content, 
expertise, and skills are succeeding. 
Communications and relationship-building 
skills in an informal environment will 
become less important for promotion. More 
focus will be shifted towards skillsets and 
managerial ability.   

Highly likely   

Neg People Lack of social 
interaction will 
negatively impact 
employees' 
health and could 
potentially lead to 
burnout.  

The in-person working environment can 
discipline employees and social interaction 
can boost their focus and energy. 
Employees will have to deal with 
distractions at home when working virtually. 
The distractions can lead to lower 
productivity and consume their mental 
energy. Furthermore, late hours and tech 
fatigue caused by blurred limits between life 
and work may further burden employees. 

Highly likely   

Pos People The immediate 
interaction 

The in-person environment creates the 
possibility for people to socialize with 

Highly likely   



 
15 

 

Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

between 
employees from 
different 
departments will 
decrease. 

colleagues from different departments. 
Coffee corners and random meetings used 
to be the social hubs that bring people 
together. A virtual working environment will 
make people focus more on their work and 
thus lead to dehumanizing of work and 
relationships. 

Pos People Women will take 
shorter 
pregnancy 
leaves. 

For parents with no access to childcare, 
they will possibly continue working after 
child is born; There is no need for them to 
leave the labor force. 

Not Likely   

Pos People lower cost of 
working means 
the average 
worker will have 
more 
discretionary 
income. 

Lower commuting costs, falling rent, and 
diminishing importance on geographic 
location result in lower costs to maintain a 
job, which allows employees to pocket the 
savings. Once salaries return to pre-
Covid19 levels, discretionary income will be 
higher. 

Likely   

Neg people  Hiring process 
will change. 

Due to the need for workforce that is able to 
work virtually, interview processes will 
change to inquire on family status (people 
with children might get discriminated 
against), ability to work from home 
(availability of space), and personality traits 
to be able to work in a virtual community 
efficiently. 

Highly likely discrimination based on 
pregnancy was banned 
with the 1978 Pregnancy 
Discrimination Act. 
Nevertheless, 
discrimination continued 
as employers won cases 
arguing pregnant women 
did not deserve special 
accommodations. 
Historically, the nature of 
productivity being 
"limited" due to family 
situation suggests hiring 
bias and other 
discrimination may occur 

Neg process/technology Hiring bias forms 
toward 

55% of procurement, 60% of Finance and 
GBS, 42% of HR leaders anticipate a 
decreased reliance on human labor. This 

Highly likely   
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

technologically 
adept employees. 

translates to increased reliance on tech and 
a hiring bias for workers with more 
technology skills. 

Neg People Working digitally 
degrades privacy. 

Colleagues will now be able to see each 
others' living enviornments. In the office 
environment, people are usually away from 
their family or housemates, but are 
constantly around them when working from 
home.  

Unlikely    

 

  



 
17 

 

Ad 2) Changed expectations from customers 
 

Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

Pos people Loss of personal 
bonding & 
feeling valued 
as a customer, 
and increased 
importance of 
brand image & 
trust. 

Lack of customer bonding/being entertained 
in person by companies as they were used 
to pre-COVID. Not feeling appreciated as a 
customer due to loss of human in-person 
interaction, which might lead to customers 
wanting to switch to another provider who 
simply offers lower cost. Consumers will 
also expect brands to communicate how 
they are operating during the crisis now and 
in the future & to shift their business 
priorities and resources to appropriately 
respond and adapt to current challenges. 
Companies are forced to change their 
messaging, since consumers care about 
this more, as the society becomes further 
polarized. Examples: Goya foods backlash, 
Microsoft & other companies not advertising 
with Facebook anymore.  

Likely (w/ 2 
highly likely). 

Although this is positive 
for consumers, it will be 
negative for 
companies, which will 
need to put more effort 
on marketing and 
messaging. 

Neg people Reinforcement 
of age & income 
inequalities 

Some types of inequality are made worse, 
e.g. age and income. The digital divide 
widens: when products & services become 
digital-only, groups with less access to 
technology get impacted negatively. 
Additionally, inequality widens due to the 
differences between people who can work 
remotely, and wage earners who can't.  

Highly likely In addition to 
differences in access to 
technology, some 
products become more 
expensive: for 
example, replacing a 
spinning class at the 
gym ($50/mo) by 
buying a peloton bike 
($2000), which is not 
accessible to many 
people. 
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

Pos people Consumers will 
lose the 
previous more 
indirect 
psychological 
benefits of in-
person shopping 
experience. To 
manage 
isolation, 
consumers are 
using digital to 
connect, learn 
and play—and 
they will 
continue to. 

Consumers will no longer experience the 
mental health benefits of in-person 
shopping such as socializing & hanging out 
with friends - the social element can't be 
achieved on a digital platform and will be 
lost. At the same time, the ways in which 
people spend their leisure time are 
changing. Consumers are considering new 
forms of digital entertainment that they may 
not have previously, such as TikTok, Zoom, 
YouTube, Digital Therapy such as 
BetterHelp, Amazon Prime videos, Netflix, 
Disney+, etc. Companies are adapting to 
this new normal by providing new 
experiences that make use of technology 
and provide a more complete shopping 
experience to consumers. For example, the 
fashion company Frame hosted a live 
session with a stylist, where consumers 
could interact in real time as well as buy the 
company's products.  

Highly likely   

Pos people Consumers will 
be more 
attracted to 
consuming 
health-related 
products 

The pandemic makes consumers more 
sensitive about their physical and mental 
health 

Likely (w/ 1 
highly likely). 

  

Pos technology More equal 
customer 
experience 
across 
geographies 

Companies are forced to offer products & 
services online, making them accessible 
regardless of customers’ location 
 This benefits customers in more remote 
locations, who typically did not have the 
same access as consumers living in big 

Likely (w/ 2 
opinions that 
will be 
tailored 
towards 
geography). 
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

cities. (Other types of inequalities will be 
however negatively impacted, see cons 
below) 

Pos people Consumers are 
more mindful 
when buying 
products & 
services and will 
become more 
frugal 

Shrinking middle class due to a recession & 
wider income inequality will impact 
spending habits of consumers. Consumers 
are becoming more mindful of where money 
is spent, researching brand and product 
choices before buying online. In-store 
marketing is made to sell things customer 
might not need, this will not be available 
with online shopping. 

Unlikely (w/ 2 
likely). 

Additionally, lower 
income due to a 
recession will also add 
to a more mindful 
consumer. 

Pos process more flexible 
customer 
access to 
products & 
services 

Ability to receive products/services from the 
comfort of customers’ home or worldwide 
chosen location 
 Flexibility for customers to multitask at 
home, on vacation, or away from home 
while receiving those products/services 
 Reduced costs and time-saving benefits for 
customers who no longer have to travel to 
receive goods/services. (We decided to 
focus on B2C - these statements would not 
hold if we were considering B2B.) 

Highly likely   

Neg people Consumer 
behavior will be 
erratic and shift 
with the crisis of 
the 
time/messaging 

Constantly changing messages will lead to 
new consumer trends 

Likely   
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

from media, 
health officials, 
etc. 

Pos people Consumers will 
continue to 
consume online 
even after things 
reopen 

Consumers are adapting new digital habits 
and behaviors that will continue in the long 
term. 

Highly likely   

Pos people Consumers will 
be more open to 
trying new 
brands and 
retailers 

Brand loyalty will decrease as consumers 
have access to more brands and increased 
exposure to marketing by consuming 
digitally - this means more options for 
consumers 

3 unlikely, 3 
likely 

  

Pos people Consumers will 
invest more in 
indoor activities 

Quarantine will increase consumers’ 
spending on the products that enhance their 
life quality at home: PS2, indoor gym 
facilities, etc. 

3 unlikely, 3 
likely 
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Ad 3) Talent Management 
 

Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

Neg people/ 
process 

People 
experience new 
forms of 
prejudice/discri
mination, and 
older forms of 
discrimination 
such as gender, 
race and 
ethnicity 
become less 
relevant. 

The global pandemic will generate new 
forms of prejudice and discrimination such 
as favoring the technologically literate, 
employees who are healthier (lower COVID 
risk) and those without children. 
Additionally, there is potential that 
international hiring will discriminate against 
high risk countries and that discrimination 
against people with a medical history of 
COVID-19 may be inevitable. Meanwhile, it 
may become easier for some groups 
(gender, race and ethnicity) who are 
typically underrepresented in some fields to 
overcome biases and advance their careers 
in those fields, given that interactions are 
virtual, and those identities may be less 
present. Like the philharmonic orchestra 
who increased hiring of female musicians 
after a blind review of musical skill and 
talent, digitization of the workplace allows 
minorities to step into their role in the 
workplace, where talent and skill become 
the driving force and physical presence is in 
the background of this new version of the 
workplace. 

Highly likely Discrimination against 
people with medical 
history of COVID-19 
may be inevitable. 
Through the screen, 
job ability becomes 
more apparent than 
personal identity. Like 
the philharmonic 
orchestra, this allows 
minorities to step into 
their role in the 
workplace. This differs 
from the discrimination 
that parents and older 
generations may face 

Neg people/ 
process 

Decreased 
company loyalty 
makes 
employee 
management 
more difficult.  

Massive layoffs, disrupted leadership, 
budget cuts and exclusively using digital 
platforms for communication break the 
family culture of companies, leading to 
decreased loyalty. These issues detract 
from the company image and dilute the 

likely Being laid off without 
committing any 
misconduct will 
negatively influence 
employees' 
impression of their 
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

culture, as well as disillusion managers who 
must make tough calls. For example, 
AirBnb experienced feelings of betrayal 
when 25% of employees were laid off. As a 
result, supervising teams are unprepared to 
manage employees amidst this sense of 
decreased loyalty and without the physical 
presence, gestures and facial expressions 
to rely on for efficient people management.  

companies. This 
detracts from 
company 
image/culture, and 
disillusions managers 
who must make tough 
calls. In-person 
interaction is critical to 
efficient management. 

Neg people Fewer 
networking 
opportunities 
come with 
higher stress 
levels, 
decreased trust 
in current and 
new hires and a 
lack of 
harmonious 
company 
culture. 

In a virtual world there are fewer 
opportunities to make personal connections 
and network with co-workers and 
managers, which is critical for fostering a 
sense of connectedness to work, building 
meaningful connections and nurturing 
career advancement. In response to having 
fewer networking opportunities talent 
becomes more motivated by salary than the 
meaning of their job, eroding a harmony of 
passion and ownership over one’s work that 
may have previously existed in 
organizations. The stakes and stress are 
high for talent management as they adapt 
to the changing needs of organizations and 
their employees in order to maintain morale. 
They will need to address the gaps of fewer 
networking opportunities alongside many 
competing pressures like adapting quickly 
to current society needs including increased 
tech usage such as video conferencing and 
digital communication, changing employee 
benefits to accommodate budget cuts and 
ramp up trainings and employee learning to 
meet rapidly changing digital learning, 

5 likely, 1 
highly likely 

Quality of networking 
decreases, harder to 
follow-up with people 
and build meaningful 
connections. More 
access for rural, less 
for urban. Will need to 
learn to convey 
messages that show 
empathy, build trust 
and relate to workers 
through technologies. 
HR professionals will 
need to shift the focus 
from pay to benefits 
focusing on health and 
wellness benefits. 
Recruitment process 
may have stronger 
focus on skill sets than 
cultural fit. 
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

employee needs, hiring and personal 
coping situations. All of these must be 
conveyed through technologies with a 
message that shows empathy, builds trust, 
and relates to workers. Talent management 
is also left needing to prepare strategies for 
returning to the workplace which will include 
pandemic specific positions such as 
sanitizers, contact tracing and temperature 
taking. Yet, hiring for new positions will be 
done without face-to-face interaction, which 
may lead employers to having less trust in 
newly hired employees.   

Neg 
(employee) 

people/ 
technology 

Potential lower 
pay due to 
COVID remote 
advantages 
being factored in  

Employee salaries might decrease to adjust 
for lower commuting costs and greater 
array of role selection. Pay may also 
decrease to make up for flexibility of 
working from home while getting other 
things done, and/or saving on childcare.  

Likely  

pro people/ 
process/ 
technology 

Ramp up 
trainings and 
employee 
learning 

New opportunities and situations require 
new skill sets. Talent management 
responds accordingly to ensure the 
workforce is properly trained. 

Highly likely For example, 
Microsoft created a 
Guide to Working 
From Home During 
COVID-19 and 
Amazon, SAP, 
Walmart, AT&T, PwC 
and Guardian Life 
Insurance announced 
plans to re-skill 
segments of their 
workforce - aimed at 
creating an AI 
powered skills 
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

inventory, reskilling 
and exploring new 
private partnerships 
with traditional and 
non-traditional 
institutions of learning 
and ed-tech startups 

pro 
(company) 

people Competitive job 
market pressure 
--> stronger 
candidates 

Layoffs lead to fear of unemployment. As a 
result, workers with jobs work harder and 
sharpen skills to maintain their positions. 

Highly likely Selective pressure, 
with fewer jobs people 
must work harder to 
retain their jobs. Only 
those with the best 
skill 
sets retain jobs 

pro people/ 
process 

Pool of 
prospective 
candidates 
opens up 

Less relying on networking for finding new 
candidates may open up the pool of 
prospective candidates, giving hiring 
managers more options that may not have 
been considered before, and the 
opportunity to hire talent that may have 
been otherwise overlooked 

 Without informal 
networking leading to 
jobs, hiring managers 
must recruit more 
talent through 
conventional 
applications 

neg 
(company) 

people/ 
technology 

Smaller pool of 
talent that must 
also be 
proficient in tech 
skills 

Companies might be limited because now 
all talent must have tech skills irrespective 
of their job role and hierarchy. Companies 
might have to spend resources training 
hires in tech skills before they can become 
fully operational, functioning, and 
productive. 

highly likely Perhaps short term. 
also dependent on 
personal ability 

neg people Talent is more 
motivated by 

Recessions create cohorts of workers who 
prioritize income in their careers, while 

likely Maslow's hierarchy of 
needs, taking care of 
physiological needs 
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

salary than 
meaning of job 

economic booms produce cohorts who 
value job fulfillment. 

before self-
actualization 

pro 
(employee) 

process Greater access 
to job positions 
with no 
geographical 
barriers or need 
to relocate. 

No limitations on job selection due to 
location. Greater flexibility to change roles 
without having to relocate. Easier to switch 
roles according to skill set rather than 
geography. 

HIghly likely Remote work has 
increased. With roles 
no longer requiring in-
person attendance, 
hires may apply for 
jobs in any geographic 
location as long as 
they have wifi 
connection 

pro 
(company) 

people Greater 
worldwide 
access to talent 
and lower 
salaries without 
need for 
relocation 
services. 

Companies will no longer be restricted by 
geography when looking for highly skilled 
employees. Companies will no longer have 
to offer relocation services. Companies can 
adjust salaries according to the 
corresponding cost of living. 

4 unlikely, 2 
likely 

Access to a larger 
labor force means 
companies can afford 
to recruit the best 
talent. Job competition 
and dampened 
economic 
circumstances mean 
employers can offer 
lower salaries to retain 
employees. I disagree 
on companies 
adjusting salary based 
on location/cost of 
living, this seems like 
a form of 
discrimination 

pro people Refocus on 
employee health 

Talent management aims to maintain 
employee physical and mental health. New 
situation leads to persistence of idea of 
virtual wellbeing. 

Likely Starbucks 
https://stories.starbuck
s.com/press/2020/star
bucks-transforms-
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Pos/ Neg People /Process/ 
Technology 

Statement Explanation Likelihood Reasoning 

mental-health-benefit-
for-us-employees/ 
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Ad 4) Innovation 
 

Pos/ 
Neg 

People 
/Process/ 
Technology 

Statement Explanation Likelihood 

pos process Companies will replace inside 
innovation with an outside-in 
approach in response to 
emerging consumer needs 
and trends outside the 
organization.  

Companies encounter innovation opportunities while facing 
instability and shifting consumer-driven preferences. E.g., 
Nokia was formerly a foresting company, then a rubber 
company, and lastly, consumer electronics; Kodak, known 
historically as an analogue photography company, is now 
attempting to innovate through a COVID-19 vaccine.  

highly likely 

pos tech Reliance on technology spurs 
innovation and collaboration. 
Information exchange 
increases as a greater number 
of users integrate and interact 
online. Companies will invest 
in innovation, and take higher 
risks driven by higher reward, 
resulting in new products, 
services, and partnerships. 

Services such as Azure, Amazon web services, and ICloud 
are in high demand. Microsoft Teams has grown from 44M 
to 75M users from April to May. Microsoft Teams and 
Zoom are working to integrate third party applications into 
their services, allowing content display in call. Target fully 
acquired Shipt.com an emerging shipping/delivery 
company at the start of COVID-19 to compete with home 
delivery organizations such as Walmart and Amazon. 
Certain industries i.e. shipping, food delivery, virtual 
platforms, virtual reality, etc. will also recruit talent and 
resources to deliver innovation in these areas.  

likely 

pos/neg people While individual innovation 
increases -- as a result of an 
informal remote setting, and a 
flattening of the hierarchical 
curve -- collaborative 
innovation decreases. 
Increased social isolation 
among employees, and a lack 
of face-to-face interaction 
creates an adverse impact on 
collaborative innovation. 

A flattening of the hierarchical curve, driven by a remote 
environment, creates open communication with a greater 
free-flow of innovative ideas. Focused use of scheduled 
meeting times forces employees to plan ahead and come 
prepared to share their innovation ideas more effectively 
and efficiently. While individual innovation rises, innovation 
from face to face collaboration decreases in a remote 
environment. Current conditions prevent most companies 
from having in-person meetings which allow for 
spontaneous interactions. Testing ideas online takes longer 
than in-person, inhibiting physical development of products.  

likely 

http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
http://shipt.com/
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Pos/ 
Neg 

People 
/Process/ 
Technology 

Statement Explanation Likelihood 

Additional     
 

  

Neg process Innovation via start-up 
acquisition decreases with the 
post COVID recession. 

Difficult business conditions leave less funds for 
acquisitions from the company side. A decrease in start-
ups leads to fewer acquisition options. 

5 unlikely, 1 likely 

neg process Certain companies and 
markets will be completely 
closed to innovation, and will 
not be willing or able to adapt 
or innovate ("innovate or die"). 

For example, certain companies will continue to prefer or 
require physical interactions, 

likely 

neg process Remote innovation leads to a 
potential greater risk of NDA 
(non-disclosure agreements) 
breaches. 

There is a potential increased risk of innovation 
confidentiality being breached, and intellectual property 
patents being infringed upon, as it is harder to manage 
employees and their online activity, as well as establish 
company loyalty. However, NDAs are already in place in 
most employment agreements to mitigate these types of 
risks, though they are not 100% risk-free. 

5 unlikely, 1 likely 
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Ad 5) Continuous process improvement 
 

Pos/ Neg People /Process/ Technology Statement Explanation Likelihood Reasoning 

pos People, process Online 
consolidation of 
tasks, flattening of 
managerial 
hierarchy, and 
differing time 
zones allow 
process 
improvement to 
happen 
continuously 

In a physical 
workplace, it is easier 
for local offices to stay 
focused on tasks in 
their region and lose 
sight of the bigger 
picture. As the 
pandemic continues to 
force companies and 
employees online, it 
also forces the 
workplace discussion 
online, improving 
communication within 
the team. Moreover, 
meeting interfaces 
such as Zoom, 
Microsoft Teams, and 
Google Meet provide 
fewer social cues such 
as table position that 
indicate who is in 
charge, flattening the 
management 
hierarchy.  
 
These factors lead to 
improved 
communication within 
and between teams. 
Consequently, teams 
divide tasks more 
clearly, and regional 

highly likely Follow-the-sun 
principle but 
expanded to all 
matters of process 
improvement 
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Pos/ Neg People /Process/ Technology Statement Explanation Likelihood Reasoning 

offices observe 
increased 
collaboration across 
locations and time 
zones. This network 
allows an extension of 
the follow-the-sun 
workflow into other 
areas as teams are 
able to pass projects 
off to the next region, 
leading to a consistent 
development process 
with fewer pauses and 
inefficiencies from 
doubling up on work. 

neg Process Companies’ 
processes might 
feel truncated with 
more reliance on 
technology across 
different countries 
and time-zones 

companies will be 
more prone to gaps 
and loopholes in their 
processes with 
regards to geographic 
location, technological 
glitches, stocking, 
shipping, and other 
essential providers’ 
potential inability to 
meet deadlines in 
post-COVID times. 

highly likely   

neg Process, tech Inequalities 
between firms 
before the 
pandemic are 
magnified. 
Prepared firms 

Inefficiencies with in-
person processes 
become more 
pronounced with 
difficulties of online 
organization. The 

highly likely   
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Pos/ Neg People /Process/ Technology Statement Explanation Likelihood Reasoning 

experienced 
increased 
standardization of 
SOP's; unprepared 
firms suffer from 
workforce cuts and 
process 
breakdown 

prepared are able to 
thrive and adapt while 
the under-prepared 
are negatively 
impacted, 
exacerbating 
inequalities between 
firms with effective 
SOP’s and those 
without.  
 
Prepared firms may 
face some initial 
disorganization when 
revising standard 
processes and 
transitioning online, 
but will achieve 
efficiencies and 
improvements as time 
goes on. Under-
prepared firms 
experience technical 
difficulties as they 
struggle to collaborate 
digitally and spend 
time playing catchup. 
Moreover, their 
problems will be 
amplified by workforce 
trimming to become 
more agile and thus 
will be forced to adjust 
further. 
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Pos/ Neg People /Process/ Technology Statement Explanation Likelihood Reasoning 

pos Process Pressure from 
limited resources 
will force 
companies and 
employees to 
invent or adapt 
existing processes.  

The decline in sales 
revenue for many 
businesses as a result 
of the pandemic has 
led to financial 
pressures and 
resource cuts, 
encouraging firms to 
remove extraneous 
processes and 
streamline remaining 
ones to conserve 
resources. In times of 
crisis, firms can adapt, 
or die. COVID-19 may 
be the crisis of the 
century for 
companies, and those 
that can modernize 
may thrive in a new 
normal, while those 
that are unable to 
evolve will go under. 

likely   

neg Process Leadership will 
encounter 
increased 
pressures to 
streamline 
processes and 
adapt to protect 
their companies, 
leading to more 
conservative 
leadership 

Mounting financial 
pressures lead 
business leaders to 
make difficult 
decisions to 
streamline operating 
processes. Among 
many items in budget 
cuts, letting 
employees go will 
have a significant 
emotional impact on 

likely makes 
management more 
aware of who they 
are hiring, a desire 
to return the regular 
workers to 
normalcy...while HR 
focuses on the laid 
off employees 
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Pos/ Neg People /Process/ Technology Statement Explanation Likelihood Reasoning 

leadership at all levels 
who need to have 
difficult conversations. 
In the long run, this 
leads to more 
conservative hiring 
practices and 
leadership styles as 
managers seek to 
avoid repeating painful 
experiences. 

pos People Fear of 
unemployment 
encourages 
employees to work 
more efficiently 
and try to improve 
internal processes. 

In difficult job markets 
such as today, 
conventional 
economics suggests 
that employees who 
retain their jobs work 
harder due to fear of 
losing their jobs. Part 
of this added intensity 
will translate into 
revising existing work 
processes in search of 
inefficiencies. As a 
result, employees will 
become more 
productive via 
improving pre-existing 
processes and from 
working harder. 

likely competing pressure 
to preserve 
job...risk reward for 
innovating. While 
some employees 
may be less 
incentivized due to 
pay cuts, most are 
more concerned 
about keeping their 
jobs 
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