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Introduction

The COVID-19 outbreak is a tragedy affecting millions 
of people across the globe and sending shock 
shockwaves through the world economy.

This paper provides business leaders with an 
operational perspective on the evolving situation, 
and highlights expected implications for the future of 
our companies.

Markets are being impacted at an alarming rate, in 
different moments and with different reactions 
across all Countries. The first of many lessons we 
have learned is that both business and the operating 
model of many companies were, unfortunately, not 
prepared to face the unexpected disruption of 
COVID-19.

Deloitte Italy, adopted the smart working approach at 
an early stage of the COVID-19 emergency and 
obtained Italian perspectives from working with local 
teams and clients. Thanks to this experience, we have 
identified six relevant weak points across 
industries. The six weak points indicate that 
companies have been forced to rethink and 
restructure their operating models.

Based on these findings, we propose a four-pillar 
approach to ensure an effective continuation of 
business and operations: Workplace, Workforce, IT 
Systems, Processes. 

This approach has been already successfully 
implemented by Deloitte across various sectors, also 
prior to this crisis.
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Are companies ready to build on their 
experience to drive the restart?

Are you ready to start?

Dec. ‘19

Jan. ‘20

Feb. ‘20

Mar. ‘20

Apr. ‘20

In order to collect COVID-19 insights and access the implications on business, we observed the first countries 
affected by the emergency and the difficulties faced by local companies.

South Korea became the 
second most infected 
country after China by early 
March, but now is 
commended for its 
efforts to contain the 
outbreak.
In South Korea the
impact on companies 
was limited thanks to the 
Government’s adoption of 
mass testing, as well as a 
system for tracking positive 
cases (e.g. GPS -based app 
to enforce self-
quarantine)which enabled 
control of the 
outbreak, while avoiding 
lockdowns.

Italy could almost be ready 
to gradually lift the 
lockdown, even if 
companies are still 
dealing with the 
emergency. Most Italian 
companies did not consider 
smart working a priority 
over the last few years 
(Corriere della Sera 16/3/’20) 
demonstrating that they 
were unable to manage 
employees being physically 
unavailable. The next 
progressive restart needs 
specific preparation.

China South Korea Italy

Companies in China 
mostly suffered during the 
first months of 2020. As 
highlighted by a Deloitte 
survey on the epidemic 
impact, 47% of Chinese 
firms observed the 
inability to continue 
business and 66% the 
inability to serve clients. 
They are now returning 
to business while 
adopting precautionary 
measures to limit 
exposure to future waves 
of the virus outbreak. A 
gradual restart within 
Q2 2020 is assumed. 
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The first lesson learned: 
Smart working is the way forward

A change in mindset is the focus when rethinking 
how to work more efficiently.

“Ultrafast” Public network infrastructure 
can’t wait any longer
In Italy, ultrafast broadband reaches 24% of the 
population versus the EU average of 60% and 11 
million citizens are without broadband (Corriere
della Sera 16/03/20).

Ability to serve clients with 
nonconventional channels
Considering a crisis like COVID-19 will last for a 
relatively long period and have significant restrictions, 
all processes should be addressed. Some back-up 
solutions have highlighted operational 
shortcomings. New unconventional strategies are 
necessary. 

Short term solutions vs Long term 
approach
Social distancing is going to stay for much longer 
than a few weeks: it will be our new normal, in the 
same way 9/11 changed the way we travel. The path 
toward the new normality must be designed, 
planned, executed and monitored to guarantee full 
compliance of regulatory requirements and trust.

Experience with digital tools is a success 
factor
The lack of proficiency with digital tools and certain 
technical constraints are creating delays and high 
costs. In this context, companies should provide 
virtual systems and relevant training, thus 
enabling seamless collaboration and process 
continuity.

Deloitte Italy promptly switched to smart 
working before the national decree (on February 24th), 
ensuring the continuation of projects’ and limiting the 
impact on clients.

We analyzed the international context and the most 
affected projects in Deloitte Italy Business Operations 
(~10%), identifying six key lessons learned.

Apply smart working not only remote 
working
Working from home can be highly beneficial if 
companies embrace flexible remote working 
conditions, coupled with result-orientated smart 
working characteristics that demonstrates a growth 
in employees' productivity and satisfaction thanks to an 
effective work life balance.

People engagement is crucial
Working remotely makes it difficult for employees to 
feel involved and committed. Employees must be 
focused on daily objectives and not only on the amount 
of hours spent working. 

Figure 1: Deloitte Italy Business Operations projects almost 
entirely managed in smart working

Source: Deloitte BO projects on Feb Mtd

Clients involved 
+200

Deloitte Resources 
involved 

+800

60%
13%
12%

4%
4%

Total BO Project: ~ 600

7%
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Government &Public

Life science/Health Care

Consumer
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Four Pillar approach to action 
the new norm

Why do we need a comprehensive view?

In order to address the key issues, it is necessary to 
involve departments from different areas across 
the organization from IT to Organization and from 
HR to Legal. There must be a focus on business, in 
order to better manage customer needs and 
communication. To respond to the challenges ahead, 
players should consider the four major operational 
pillars: Workplace, Workforce, IT systems and 
Processes.

When will we go back to normal?

The return to the new norm will not be sudden. Over the 
next 18 months, at least until an effective cure is found, 
we can expect to see other partial or total lockdowns. 
China has already planned one in October with the return 
of the cold weather. This slow and gradual process 
allows organizations to build on this experience by 
reviewing their business and operating models to fit the 
extraordinary dynamics of the post-crisis environment, 
being able to serve clients both on site and remotely.

WORKPLACE WORKFORCE IT SYSTEMS PROCESSES

Moving from remote 
working to smart 

working in a context of 
enterprise 

dematerialization

Ensuring people 
engagement, 

health, well-being,
and productivity 

while enhancing 
corporate identity

Shifting to Virtual 
Desktop Interfaces to 

ensure on-demand 
access to core 

systems in a secure 
way

Preserving the 
business continuity 

by also moving forward 
to the 360° process 

digitalization

Le
ss

on
 le

ar
ne

d

Network 
infrastructure 

Network 
infrastructure 

Experience on collaboration tools

Long term 
approach

People engagement

Smart working instead of remote working

Ability to serve clients 

Figure 2: Where to play | Four Pillar Approach, built on the first lessons learned
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WORKPLACE
Moving from remote working to smart working

Tips for an effective workplace
The COVID-19 pandemic has urged organizations to 
consider alternatives to face-to-face meetings, 
events and service delivery models.

Thanks to the innovation of virtual collaboration 
tools and solutions, already utilized by many 
industries such as professional services and 
education, the switch to new business models utilizing 
virtual presence has become not only a low-
investment solution, but in many cases it has proven 
to ensure the same levels of productivity as face-to-
face meetings.

This also has some potential benefits; for example, 
many people who in the past were excluded from 
events (for reasons including disabilities, social 
anxiety,  the inability to be away from family members, 
etc…) will be able to participate online. The current 
crisis is also an opportunity to establish an option for 
virtual participation as the new norm, rather 
than the exception, going forward.

In order to optimize the productivity of virtual 
meetings, it is paramount to customize the mix of 
tools and solutions based on the specific needs of 
each organization/team and, most importantly, upon 
the features and objectives of the meeting (e.g. 
restricted meeting to review a document rather than 
a training session directed at a larger group of 
recipients). For PAs it also means the use of dedicated 
platforms for public services to citizens and online 
tools for carrying out internal administrative activities.

Virtual is here to stay 
meaning, it will be 
necessary to review 
internal policies on 
secure workspaces and 
individual responsibilities 
related to data sharing 
taking into consideration 
confidentiality.

Not everyone has access 
to an ultrafast  
connection or has a 
dedicated work room: 
that’s why it’s important 
to demonstrate
flexibility in case of 
technical problems, 
interruptions or
noises during a call.

Select the right mix of 
tools for your 
company’s purpose and 
provide virtual tools for 
employees to access 
based on their tasks. 
There is no “one size 
fits all” solution.

As the workspace shifts 
from fixed to flexible, 
impacting on the priority 
of our home benefits 
(eg. Internet connections, 
designated workspace, 
personal PC, …), this new 
way of working should be 
reflected in company 
logistic strategies.

2 Adopting a 
Flexible 
Approach 1Safety Policy 

Must Change 

4 Customize 
the mix of 
tools3 Logistic 

Becomes 
Strategic
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Tips for an effective workplace
Working remotely, whether from home or another 
location, can be an effective alternative to office-based 
work if all parties are aligned on expectations and the 
“rules of the game”. 

If technological devices and solutions represent a 
critical enabler for remote working, in order to 
succeed, practitioners must empower their 
employees to work differently. 

With the physical proximity of office space decreasing, 
companies are becoming far more merit-based and 
employees are evaluated on their results rather 
than on the amount of hours spent in the office. 
These dynamics have a crucial effect on how tasks 
must be assigned, and performances monitored in a 
remote working model.

Most importantly, companies must develop new 
ways of keeping the commitment and 
motivation of their people high, creating a strong 
sense of belonging and corporate identity even when 
face-to-face relationships are not viable. 

The new way of working implies a contract’s review 
not only for the inclusion of smart working by default, 
but also to redesign compensation models, including 
new benefits (e.g. Home benefits instead of ticket 
restaurant, …).

In the long term, this new way of working may present 
the opportunity to rethink how to create a more 
resilient workforce and focus more on health and 
well-being.

Performance monitoring 
should be aligned 
with objective-based 
models with effective 
planning
prioritizing both word 
and agenda (e.g. 
Schedule meetings with 
limited duration and 
clear objectives, dedicate 
time for informal social 
interactions, …) in order 
to successfully balance 
business and personal 
family needs.

Ensure virtual teams are 
informed and 
committed by adopting 
an inclusive approach 
(e.g. Weekly quiz, daily 
coffees, web happy hour) 
and setting up new 
communications 
channels for continual 
and periodic news.

Update 
employee contracts to 
allow smart working 
conditions, as an 
everyday way of 
working or, at least, on 
an event basis.

Use methods and tools 
more effectively to 
ensure that your virtual 
teams are informed and 
committed (Teams, 
Skype, Yammer).

21Objective-
based models 
and planning 

4 Employees
Contracts 
Management3 Technology 

Support

WORKFORCE
Helping teams embrace the new way of working

Commitment 
and 
Communica-
tion
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Tips for an effective workplace
A critical component of business continuity plans is to 
ensure users remain productive while 
maintaining the necessary level of security and 
control over user access to corporate resources.

One potential method of avoiding some of these 
security issues and limiting the risk, is to adopt a zero 
trust security model, where access to business 
applications, including legacy, is done through a 
secure web-based gateway following least-privilege 
principles with support for multi-factor authentication 
(MFA) and device security checks. Companies should 
invest in making their employees' home networks 
more secure as these are often not protected and 
therefore easily exposed to the risk of hacking.

An example is VDI solutions that provide secure 
remote access from any cloud —public, on-
premises or hybrid— within a modern digital 
workspace while cutting IT costs: users, in fact, can 
now access the corporate IT infrastructure with their 
personal devices. A win-win solution for organizations 
willing to extend remote working capacity without 
incurring significant costs to provide all employees 
with devices.

When looking at emerging trends in the 
marketplace, cloud platform integration is paving 
the way for a new wave of workplace technology and 
proving to be the solution that scales the most.

Technology can keep 
employees productive 
and connected. Ensure 
technologies can scale 
and perform in order to 
support remote work, 
including collaboration 
tools, network 
connectivity, VPN access 
and video conferencing.

More remote work could 
mean more exposure 
to cyber threats (e.g. 
Unsecured home 
network). Don’t lose sight 
of cyber risks: strengthen 
cybersecurity capabilities 
and ensure that access 
policies and controls are 
continually updated and 
monitored also
leveraging AI methods.

Cloud-based systems 
seem to be the most 
seamless way to 
keep teams 
productive rapidly. 
The adoption of more 
than one cloud 
provider ensures more 
cost control and 
business continuity.

Support changing 
operational needs, 
fortify core systems 
and infrastructure to 
handle more digital 
engagement (websites, 
mobile apps).

21Keep Workers 
Virtually 
Connected 

4 Cloud -
Based 
Systems 3 Support 

Operations

Keep Your 
Guard Up

IT SYSTEMS
Ensuring access to core systems in a secure way
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Tips for an effective workplace
Enhancing the digitalization and the virtualization of 
processes is no longer only a matter of efficiency and 
cost reduction, it is the only solution to ensure 
continual operations both during and after a crisis. 
Companies should invest in AI services such as NLP 
which allows applications to "read" technical 
documentation and interpret it, increasing the human 
capacity to process lengthy documents better and 
quicker

It’s time to seize the opportunity and repair 
broken processes.

For example, adjusting performance indicators to 
adapt to these changes based on the way services are 
delivered (e.g. Virtual channels vs physical channels).

With many companies closing offices and moving to 
remote situations (in the interim), providers will need 
to redesign how they deliver basic services by 
enhancing their omnichannel experience.

All products and services provided by branches 
should be manageable through digital channels. 
Indeed, considering the lockdown of physical 
branches, customers who are not willing to use 
online channels need alternative solutions to 
access banking services (e.g. trading activity under 
market crisis) or public services.

In order to keep 
operations going it is 
necessary to digitalize 
all company processes 
(e.g. with AI services such 
as Natural Language 
Processing) making them 
remotely accessible and 
enhancing or 
extending all 
dashboards to manage 
business, operations, 
financial data, people 
performance, etc.

Unable to leave home, 
people are turning to 
online services. In this 
context, it is important to 
guarantee the same 
products and services 
for all channels (e.g. In 
a traditional Bank, 
opening an account is not 
always possible online) 
and to assess the 
opportunity to deliver 
services solely through 
digital channels.

Virtual processes 
should be included in 
the standard enterprise 
processes to ensure a 
common 
understanding and 
shared knowledge 
without affecting 
process efficiencies and 
compliance.

Working remotely also 
requires adjusting perf
ormance & risk 
indicators in order to 
avoid misleading 
information about 
company and customer 
behavior.

21Digitalize 
Processes

4 Include 
Virtual 
Processes 3 Adjust 

Performance 
Indicators

Re-design 
Customer 
Experience

PROCESSES
Enhancing company processes through digitalization
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Deloitte Italy Success Stories

Multi-country and multi-year agile project, 
managed with a smart working approach 
leveraging Deloitte's solid experience and 
competence on different tools enabling a virtual 
collaboration between stakeholders around the 
world. 

The smart working approach also gives us the 
possibility to satisfy client needs in terms of cost 
efficiency (project expenses).

Main streams where Deloitte teams applied the 
smart working methodology:

• Data Sourcing stream, involving 32 European, 
American and APAC BUs to collect local Claims-
Policies-Contracts data, to feed the central 
Actuarial DWH.

• E2E central Actuarial DWH enhancement, 
focused on design/build/test/governance 
necessary to adapt the central Actuarial DWH 
within the Client’s IFRS17 architecture.

Just 5 months away from the go-live of one of the 
Bank’s most important strategic initiatives, 
involving the integration of one of its legal 
entities, the Group had to radically change the 
project execution: activities that, until today, had 
been carried out entirely on site, now have to 
be managed remotely. Deloitte immediately 
supported the project leadership, identifying 
specific action steps to minimize risks:

• Testing activities guidelines: stricter 
monitoring metrics and guidelines have been 
defined, improving the coordination of activities 
and managing the distance with customers while 
working remotely.

• Technological support and virtual 
collaboration enforcement: infrastructure and 
new virtual collaboration tools such as MS Teams 
and Zoom have been reinforced, allowing people 
to talk more frequently, be connected and share 
information faster.

32

41

2

L.E. ON-BOARDED

GROUP COMPANIES INVOLVED

BUs INVOLVED

Italian leading Bank
“Integration of a Legal 
Entity”

Insurance Company
“IFRS17 implementation”

SYSTEMS SUBJECT TO 
MIGRATION 

PROJECT LASTING

PEOPLE INVOLVED
+350

184

2years



12

Keep the transformation alive | Business Operations perspective

Deloitte Italy Success Stories

The project team, composed of 130 employees 
across 3 continents, switched from mostly on-site 
work to fully remote work in a week thanks to the 
fully IT infrastructure transition in cloud. All 
workstations utilize:

• Document management via cloud solution (MS 
Teams).

• Video conference and chat systems (Zoom or 
Teams).

• Paperless and streamline processes.

However, this model does recognize technological 
limitations. In response to these 
limitations, Deloitte developed a contingency 
plan: we established different project routines 
increasing team member contact (e.g. periodic 
meetings to update people) and a virtual room to 
help people who have practical problems due to 
working from home (e.g. slower connections).

This project introduced smart working into (for) 
PAs through a multi-level governance which has been 
promoted by the Presidency of the Council of 
Ministers. This governance function coordinates and 
promotes best practices and organizational models 
between Pas.

The objective of this project is to implement smart 
working projects for 60 PAs to:

• Maximize the efficiency of the workplace (to 
maximize the efficiency of scale at the workplace) 
by utilizing a functional, flexible and responsive 
model;

• Providing comprehensive training, 
information/training materials for both 
management and employees, together with 
webinars and worktables.

3

130

4

EMPLOYEES INVOLVED

MAIN VIRTUAL TOOLS

CONTINENTS

Italian Public 
Administration
“Smart working for the 
future of PAs”

Italian Service 
Company
“IT cloud transformation“

PEOPLE INVOLVED

RESOURCES TRAINED 

NATIONAL AND LOCAL
PAs SUPPORTED

60

3300

4700
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“The world has changed many times and 
is changing again. So DON'T WAIT for 
the next crisis TO CHANGE your way of 
living, working and creating relationships”
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