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Lessons learnt from COVID
The COVID pandemic and the lockdowns 
that followed in many countries pitched 
most organisations into an unplanned, 
working from home pilot study for almost 

Since then Deloitte has been engaging with 
many leading corporates to help them think 
through what they have learnt from this 
experience and how they might want to 
adapt their workplace in the future.  

Three key themes are beginning to emerge 
from the surveys that we have seen.  

towards remote working, and maintained 
or increased productivity has held up 
consistently through the initial lockdown 
period and beyond.  Much of this positive 
sentiment is due to the elimination of 
commute times and less distractions in the 
working day.  Working remotely has also 

shown improved outcomes for employee 
mental health, physical health and work-
life balance, but not universally or over a 
prolonged period, and steps need to be 
taken to address those whose well-being 

The second key theme is a recognition 
that the response to lockdown was driven 
out of necessity, but it needs to be made 
more sustainable for the longer term.  The 
initial response focused on maintaining 
safety, business continuity, maintaining 

responding to immediate needs; however 
it is becoming clear that the arrangements 
put in place initially are not sustainable 
for the long term.  Key challenges that are 
emerging include impact on well-being and 
work-life balance, capacity and capabilities 

collaboration and meetings; lost social 
interactions and sense of community, as 

well as ensuring the learning happens 
especially for junior talent and those newer 
to the organisation.

The third theme is that a longer-term 
sustainable approach can bring a range of 
opportunities, but requires focus.  Strategic 
initiatives are required around rethinking 
digitising client interactions, technology 
upgrades and reimagining talent models.  
With forecast downturns in global 
economic conditions, getting the right 
prioritisation and focus of spend will be key.

In general, organisations are concluding 
that there is much to be learnt from the 
remote working experience and that many 
positives should be retained.  A fully remote 
model is unlikely to be the answer, but nor 
is returning to a pre-lockdown world.  What 
is emerging is a desire for a hybrid way of 
working which balances remote working 
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Shaping the New Normal

transformation goals and their implications for the organisation and its 
workforce, to enable robust decision making.  This is done by:  

The organisation needs to set out the 
scale of its ambition (is it looking to adopt 

this is expected to bring (such as increase 
in employee choice, operating model 

The ambition must be set and endorsed 
at the senior executive level within each 
organisation.

The strategic choices for achieving this 
ambition need to be clearly understood. 
They should cover the impact on customer 
and client experience, employees’ 

types should be segmented and assessed 
accordingly.

A detailed analysis of the strategic choices 

each choice outweighs the cost.  Once 

direction can be set that will inform the 
transformation of the organisation’s 
workforce, operating model and real estate 
footprint.

  

Most believe a fully remote 
model is not the answer, but nor 
is returning to a pre-lockdown 
world. What is emerging is a 
desire for a new, hybrid way of 
working which balances remote 
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Work, worker, workplace

ways of working and the impact this 
will have on the physical workplace.   
However, the workplace is just one aspect 
of the Future of Work that needs to be 
considered, alongside the work performed 
by the organisation and the workers 
needed to undertake the work.

Currently many organisations have simply 

the home of their employees; but to make 
a transformational change, organisations 
need to consider how, in the new normal, 
work will become more asynchronous; 
how they measure the value of work and 
productivity, and what technologies are 
required to support the new types of work 
task.

work necessary for the business to thrive in 
the future and align these work outcomes 
with their business strategy.  They need 
to assess whether future demand for 

needs to change, be redesigned or remain 
as is, and how the  supply of resources is 
matched to demand.  Finally, they need to 
consider what work will be augmented by 
technology, or completely replaced and 
‘phased out’.

As work practices change in the future, so 
will the workforce.  It will need to become 
more diverse in backgrounds, capabilities 
and working arrangements.  The trends we 
already observe will continue: workers will 
look to evolve new skills and capabilities 

and agile in how they work; and they will 
demand, and will expect work to align 
to their professional goals and personal 
preferences.  Leading and managing them 
will be more complex. 

To transform their workforce, organisations 
will need to think through their plans 

They will need to identify what re-skilling is 
needed to pivot towards the new types of 
work, and where there are opportunities 
to re-deploy the workforce and consider 
work-sharing options.
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Workplace 2.0
A consistent message we hear 
from organisations is that there is 
an enduring need for the physical 
workplace.  People want a hybrid 
model, with a choice to work remotely 

preferences and the tasks they have 
to do.  

The feedback from employees is they 
value the social interaction that the 
physical workplace gives them, the 
opportunities to collaborate, and the 
serendipitous meetings that occur.  
The physical workplace also has an 
important role to play in reinforcing 
brand, culture and relationship 
building.

The future workplace will need 
to support collaboration and 
social interactions.  The employee 
experience, customer and client 
experience must be at the heart of 
its design.  However, it also needs to 

workspaces to enable employees 
who do not have adequate facilities at 

their well-being.

Increasingly smart
Smart buildings, that utilise IOT 
sensors and other emerging workplace 
technologies, will be essential in managing 
the allocation of space (and its recharge), 
as this will become ever more complex as 

to be essential in delivering the experience 
that employees will demand. 

We see this operating across three  
distinct layers:

Delivering this will need every-closer 
working across the Workplace, Technology 
and HR teams to ensure a seamless 
experience for users.

a “ ” layer that 
includes location-based 

occupancy analytics, interactive 
walls, digital assistant and 
telepresence.

a “ ” layer which 
supports building operations, 
security and access. 

a “ ” layer helps 
employees personalise 
their space, collaborate and 
communicate.

We believe that the old real estate mantra 
of ’location, location, location’ will be 

when it comes assessing the attraction of 
a building.  We believe there will be a shift 
from space allocated to functions to far 
more unallocated space that allow cross-
functional teams to form quickly and work 
together and to promote opportunities for 
people to meet and connect by chance.  

We expect a shift away from traditional 
desks towards far more touch down space, 
team tables, informal meeting space, 
phone booths and quiet areas where 
people can focus on ’thinking’ tasks.  There 
should also be a substantial reduction in 
the demand for physical storage space, as 
employees will need to store documents 
digitally (rather than in hard copy) so 
that they can access them wherever they 
choose to work.

partitioning and work settings. 

people plan and design space. Traditionally 
organisations have taken a long time to 
design their workplaces and then set 
these designs in stone.  We believe that 
workplace planning has a lot to learn from 
product design thinking: it needs to put 
users at the centre of the design process, 
and develop ideas and roll out prototypes 
for testing.  Once proven these can then be 
implemented, but with an understanding 
that the development and design of the 

will continue to evolve through a cycle of 
ideas, prototypes and implementation, 
as the needs of the users at its centre 
continually evolve.  We also expect greater 

leased or owned core space, which will 
allow organisations to scale its footprint 
up or down quickly, depending on the 
demand.
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Challenges ahead 
We see three issues in implementing this 
new hybrid workplace.

productivity when teams are split between 

from experience that employees can work 

as shown by lockdown, when they are all 

true in a hybrid model?  

The choice is between investing in 
technology and workplace solutions that 
enable seamless working and interaction 

members, or continuing to use the 

participating in calls and meetings as if they 
were working remotely. 

The second issue is: Who comes into 

choice or will access be managed?  
Allowing employees to choose where 
they work will maximise the employee 
value proposition, but reduce the scope 
for real estate savings.  The alternative 
is to limit and manage access through 

choice, but maximises the opportunity for 
real estate savings. The right option for an 
organisation will depend on its culture and 

The third issue is the speed at which the 
footprint can be re-sized.  One option is 
to do this in line with lease expiries, but 
this risks a drift back to the pre-COVID 
model. The alternative is to reduce space 
quickly but this may trigger potentially large 
restructuring costs.  Again, the right option 

delivered and the demand from workers to 
move to this new model.

Conclusion
The COVID-related lockdown dispelled 
a lot of myths and proved that remote 
working on a large scale could be both 
productive and popular.  Organisations 

be incorporated into a hybrid model that 

Implementing this hybrid model is not 
without challenges, but organisations 

in moving towards a new normal. 
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