2020 Deloitte Global Human Capital Trends
The Social Enterprise at Work: Paradox as a Path Forward

Technology, Media & Telecommunications (TMT) Industry Breakout

This year, we focus on answering a paradoxical question:
Can organizations remain distinctly human in a technology-driven world?

HUMANS
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Belonging

Individuality

Security

Reinvention

Boldness

Uncertainty

TECHNOLOGY
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These attributes represent the DNA of the Social Enterprise at Work

Purpose

Potential

Perspective

An organization that doesn’t just
talk about purpose, but embeds
meaning into every aspect of work
every day

An organization that is designed
and organized to maximize what
humans are capable of thinking,
creating and doing in a world of
machines

An organization that encourages
and embraces a future orientation,
asking not just how to optimize for
today, but how to create value
tomorrow
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2020 Global Human Capital Trends
Purpose

Potential

Perspective

Belonging: From
comfort to connection
to contribution

Superteams: Putting
AI in the group

The compensation
conundrum:
Principles for a more
human approach

Designing work for
well-being: Living and
performing at your
best

Knowledge
management:
Creating context for a
connected world

Governing workforce
strategies: New
questions for better
results

The postgenerational
workforce: From
millennials to
perennials

Beyond reskilling:
Investing in resilience
for uncertain futures

Ethics and the future
of work: From “could
we” to “how should
we”

Final Chapter – A memo to HR: Expand focus and extend influence
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Technology, Media & Telecommunications
Report Demographics
This year’s global longitudinal Human Capital survey included 1,216 TMT respondents across 80 countries.
Sub-Regions
Western Europe

Regions

Central & Eastern Europe

EMEA

58%

Americas
APAC

21%

Latin & South America

17%

North America

31%

14%

Asia

11%

6%

Nordic Countries

6%

Oceania
Large
10,001+

10%

Africa
Middle East

Organization
Size

25%

Small
1 to 1,000

1%

IT

Individual
Contributor

C-Suite
17%

26%

53%

Of note, countries with the
highest number of
respondents include
Belgium, Brazil, Canada,
Costa Rica, Germany, Japan,
Ukraine, and the USA.

3%

Non-IT, Non-HR

22%
Medium
1,001 to 10,000

22%

Job
Function

HR

Vice President

57%

26%

16%

Organization
Level
Mid-level

17%

41%

Source: Unless otherwise indicated, all figures and data-based claims presented here are from Deloitte's 2020 Global Human Capital Trends Report, Deloitte Consulting LLP
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Technology, Media & Telecommunications
Importance/Readiness Gap
Importance

The 2020 Global HC TMT
Trends highlight 11 key
trends for the TMT industry.
Four key TMT industry
trends include:
1) Belonging in the
workplace
2) Reskilling
3) Knowledge management
4) Ethics and the Future of
Work
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Readiness

Gap

Fostering a sense of belonging in the workforce
Worker well-being and its importance to the business
Creating and preserving knowledge across evolving workforces

29

51%

81%

30

78%
76%

49%

Governing changing workforce strategies
Reskilling
The changing nature of compensation expectations and strategies
Ethics and the future of work

27

74%

29

44%

74%

30

44%

73%
72%
70%

45%

66%

37%
37%

33

45%

51%

Leading multi-generational workforces

Potential political impacts on managing talent across business and
national boundaries

81%

45%

The evolving role of HR

The redesign of jobs to integrate AI technology

52%

55%
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2020 Global Human Capital Trends
Key TMT Trends
Belonging: From comfort
to connection to
contribution

•

How impactful is
belonging on
organizational
success?

Knowledge management:
Creating context for a
connected world

•

How do leading TMT
companies
incorporate AI into
knowledge
management?

Beyond reskilling:
Investing in resilience for
uncertain futures

•

How are leading TMT
companies reskilling
their workforce to
source new skills?

Ethics and the future of
work: From “could we” to
“how should we”

•

How are TMT
companies addressing
ethical concerns?

While all of this year’s HC Trends are TMT-relevant, these four are among the highest importance rankings
and largest readiness gaps.
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COMFORT >>CONNECTION
>> CONTRIBUTION
A series of attributes are
contributing to workers feeling less
connected and more isolated in
regards to work. Long hours, remote
work, and increased use of
technology can all challenge a
worker’s sense of belonging to their
team and their organization.
Because of these challenges,
companies must foster comfort,
connection and contribution within
their workforce.
BY THE NUMBERS

81%

Belonging is the most
important human capital
issue, according to our TMT
survey respondents

16%

Yet only a small number of
respondents feel their
organization is very ready to
address belonging in the
workplace today

94%

And an overwhelming majority
believe belonging greatly
drives or supports
their organizations'
performance
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BELONGING

LEADING PRACTICE
Comfort, connection, and contribution are three mutually reinforcing attributes, which
help create a sense of belonging at work. Leading companies use these practices to
cultivate each attribute.
Comfort
• Help employees feel comfortable and treated fairly and respected by their colleagues
• Prioritize psychological safety so employees can feel confident in voicing differing
viewpoints
Connection:
• Create a culture where workers feel connected to the people they work with and the
teams they are a part of
• Incorporate ways of deepening the relationships among team members
Contribution:
• Develop a system that clearly makes a connection between the contributions
individuals make, and meaningful work
• Encourage workers to bring their strengths to achieve team and org-level goals
• Focus on contribution as a basis of belonging to remove pressure for workers to agree
on (for instance) their political views or conform to a single cultural template
Implementing these types of belonging strategies effectively will require the organization
to have a diversity lens to help make sure they are creating the opportunity for everyone
to contribute equitably

IN PRACTICE
Salesforce has created a platform for
change focused on a variety of
issues to connect their efforts with
the concerns of their stakeholders,
including employees 1
Vulcan cascades performance goals
down from organizational targets so
employees see how their
contributions connect to the
business imperative 2
Google uses team-level OKRs
(objectives and key results) to give
their employees transparency and
ownership of the bigger picture
results 3
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CREATING CONTEXT FOR A
CONNECTED WORLD
In the digital, hyperconnected era,
organizations are collecting and
generating a “tsunami of data,” but
many struggle with the basics of
deriving meaningful value from their
data to create knowledge. To be able
to capitalize on changes presented
by AI, new virtual ways of working,
and shifts in workforce composition,
organizations need to redefine how
they promote knowledge creation
and knowledge management to help
maximize human potential at work.
BY THE NUMBERS

55%

33%

Over half believe it is still
the simple documenting
and disseminating of
knowledge
Far fewer link knowledge
management with action
to drive value

increasing complexity of definition

The definition of knowledge management
is evolving in complexity, as evidenced by
our TMT survey respondents:

Less than half see
creating knowledge as a
key to develop new
products, services, or
48%
Copyrightsolutions
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KNOWLEDGE
MANAGEMENT

LEADING PRACTICE
Knowledge management is evolving far beyond an internal database that
workers occasionally visit to look for information.
What knowledge management should be:
• An organizational learning accelerator by automatically delivering the
expertise and insights that people need to be able to develop key skills and
capabilities
• A proactive push of the right information to the right person at the moment
they need it
Ways to help improve knowledge management:
• Redefine the value associated with sharing and creating knowledge so those
who own knowledge feel empowered to share
• Find ways to further integrate AI to more effectively organize, create,
understand, and deliver knowledge
• Create a connection between the physical systems and infrastructure that
support the technology, and the process, incentives, and culture that
encourage people to access, use, and share it

IN PRACTICE
AMD and technology partner
Penguin Computing Inc announced
that New York University (NYU),
Massachusetts Institute of
Technology (MIT) and Rice University
are the first universities named to
receive complete AMD-powered,
high-performance computing
systems from the AMD HPC Fund for
COVID-19 research. The recipient
universities are expected to utilize
the new compute capacity across a
range of pandemic-related
workloads including genomics,
vaccine development, transmission
science and modeling 4
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INVESTING IN RESILIENCE
FOR UNCERTAIN FUTURES
Organizations today face changing
business landscapes requiring
evolving capabilities and skills.
Navigating these changes with a
worker development approach that
considers the dynamic nature of
jobs and people’s potential to
reinvent themselves, is key to
enabling organizational resilience.
BY THE NUMBERS
of TMT respondents
believe the portion of
employees who will
need to change their
skills and
capabilities in the
next 3 years is…

BEYOND RESKILLING

LEADING PRACTICE
As we move from the age of production to imagination, consider these 5 shifts
as jobs become increasingly dynamic.
From

To

Building Skills

Cultivating capabilities first, skills
second

…between half…

Developing specific workforce skills to
meet short-term needs

Leveraging workers’ “passion of the
explorer” to engage them in solving
unseen and future problems

…and all of the workforce

Focusing on formal training and
traditional education methods

Supporting learning in the flow of
work

Rewarding based on work output

Rewarding based on capability
development

Preparing the workforce with an internal
focus

Preparing the workforce for what
benefits both the organization and
society

53%

Capabilities: Universally applicable and
timeless human attributes that are
demonstrated independent of context
Skills: Tactical knowledge or expertise needed
Copyright © 2020 Deloitte Development LLC. All rights reserved.
to achieve
work outcomes in a specific context;
usually change every 3 to 5 years

IN PRACTICE
IBM is using AI to find individuals
who are highly capable of adapting
and learning new skills to hire and
quickly reskill for new tech jobs 5
Amazon pledged to invest $700mil in
reskilling 100,000 of their workers by
2025 6
AT&T has invested over $1B to
reskill/upskill nearly half of their
workforce to both provide
opportunities for employee career
growth internally and to prepare
them for the needed jobs of the
future 7
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“COULD WE” >>
“HOW SHOULD WE”

ETHICS AND THE FUTURE
OF WORK

As organizations integrate people,
technology, alternative workforces,
and new ways of working, leaders
are wrestling with an increasing
range of ethical challenges.
These challenges are especially
pronounced at the intersection
between humans and technology,
where new questions have risen to
the top of the ethics agenda about
the impact of emerging technologies
on workers and society.

BY THE NUMBERS
A closer look at TMT respondents’ views on
organizational readiness reveals an
interesting insight:

83%

Believe the future of
work raises ethical
concerns…

…yet only 1 in 4 report
their companies have
clear policies and
leaders in place to
manage them
Copyright © 2020 Deloitte Development LLC. All rights reserved.

LEADING PRACTICE

IN PRACTICE

What to consider in your approach when asking “how should we”
• Explore the regulatory responsibilities of what the public sees as well as what
workers are exposed to in regards to social platforms

In 2019, Salesforce hired its first Chief
Ethical and Humane Use officer to
ensure that emerging technologies were
being implemented ethically in the
organization and society 8

• Develop a strategy for technology to be built and used ethically, both
internally and by customers
• Determine the impact your tech products have on other industry workforces
and how to play a role in reskilling displaced workers
• Seek to uncover potential ethical concerns proactively
• Manage your company’s use of algorithms in decision making to help
mitigate biases
In an age when more people trust their employers to do what is right than trust
governments, nongovernmental organizations, the media, or even business in
general citation, it is incumbent upon organizations to address challenging
ethical questions in all aspects of the future of work.

Technology company Drishti designs
tech that benefits manufacturing
employees by providing access to
robust training information to create
safer work habits, and provide feedback
and rewards for individual contributions
9

To help reskill displaced workers, Google
launched the Grasshopper App that
enables anyone with a phone or laptop
to learn basic coding for free 10
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The 2020 Global Human Capital Trends Are Live
Prologue: How did we get here?

Intro to the social enterprise at work: Paradox as a path forward

Special Report – Returning to work in the future of work:
Embracing purpose, potential, perspective, and possibility during COVID-19
Purpose

Potential

Perspective

Belonging: From
comfort to connection
to contribution

Superteams: Putting
AI in the group

The compensation
conundrum:
Principles for a more
human approach

Designing work for
well-being: Living and
performing at your
best

Knowledge
management:
Creating context for a
connected world

Governing workforce
strategies: New
questions for better
results

The postgenerational
workforce: From
millennials to
perennials

Beyond reskilling:
Investing in resilience
for uncertain futures

Ethics and the future
of work: From “could
we” to “how should
we”

Final Chapter – A memo to HR: Expand focus and extend influence
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TMT Industry
Examples
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2020 Global Human Capital Trends
TMT Examples* Table of Contents
Purpose

Potential
Superteams: Putting AI in
the group

Belonging: From comfort to
connection to contribution
Zillow

Texas
Instruments

Swarm
Vision

Storytelling Amplifies
Diverse Voices at Zillow

Designing work for wellbeing: Living and
performing at your best
TI: Adapting to a digital
workplace: a problem
solving attitude
The postgenerational
workforce: From millennials
to perennials
Swarm Vision’s
Psychographic Profiler

Perspective

Hubspot

AMD

IBM

HubSpot: Humans And
Chatbots Qualify Leads
Together
Knowledge management:
Creating context for a
connected world
AMD: Supercomputing
Clusters to Researchers
Combatting COVID-19
Beyond reskilling: Investing
in resilience for uncertain
futures

The compensation
conundrum: Principles for a
more human approach

Glitch

Glitch Implements Pay
Transparency to Build Trust
Governing workforce
strategies: New questions
for better results

Cisco

Cisco’s “Talent Cloud”
Enables Individual-Tailored
Workforce Strategies
Ethics and the future of
work: From “could we” to
“how should we”

salesforce

IBM’s Curated Learning
Platform, “SkillsBuild”

Salesforce’s Chief Ethical
and Humane Use Officer

*Inclusion of these examples does not imply endorsement or preference of any third parties, tools, or services, nor does exclusion imply the opposite. This is not an exhaustive list.
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Belonging

TMT Example: Zillow
FROM COMFORT TO CONNECTION TO CONTRIBUTION
Storytelling Amplifies Diverse Voices at Zillow

11

At Zillow, a sense of belonging means that employees can “bring their full
selves to work, and not feel like they’re a different person there than at
home”. One technique that Zillow employs to support belonging is internal
storytelling, which is promoted through mediums such as coffee chats and
speakers programs that bring in external equity and belonging experts.
Employees are encouraged to share their experiences in these platforms
that amplify “everyone’s voices, clear barriers”, and provide appreciation for
employee’s unique backgrounds.
In addition, Zillow has eight company-sponsored, self-governing affinity
networks who further promote storytelling and belonging in company
Slack channels. The groups are self-governing and interact with each other,
as well as with allies at the company.

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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Designing Work for Well-Being
TMT Example: Texas Instruments

L I V I N G A N D P E R F O R M I N G AT Y O U R B E S T
Adapting to a digital workplace

12

The workforce at Texas Instruments - like their customers and many
others around the world – have embraced the new reality of a digital
workplace and have found a way to adapt and succeed in a world that’s
ever-changing.
“When life presents challenges like this, how we learn, evolve and get
better as individuals, as employees and as a business is important,” said
Whitney, who leads our company’s corporate communications team.
“We’re learning that people can be highly productive, resilient and
adaptive. As a working mother, I’m grateful to work for a company that
values my professional and personal roles.”

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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The Postgenerational Workforce
TMT Example: Swarm Vision

TA I L O R I N G TA L E N T S T R AT E G I E S T O I N D I V I D U A L S
Sw arm V ision’s Ps ychographic Profiler

13

In recognition of the fact that talent should be measured across a broad
spectrum of attributes, Swarm Vision, a Silicon Valley-based enterprise
software company, created a psychographic profiler that can measure
worker innovation talent based on eight skill clusters. These skill clusters
are correlated with real world business results.
Eight Innovation Skills1
DRIVE

DISRUPT

CREATE

CONNECT

CONTROL

THINK

DELIVER

GIVE

Outcomes
Swarm Vision’s extensive research into the correlation between innovation,
talent, and positive business results revealed an interesting finding—that
age is not a driving factor of innovation scores. In fact, its research revealed
very little (less than 5 percent) difference between age groups, proving that
this demographic lens is not an appropriate proxy for understanding
characteristics related to innovation.

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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Superteams: Putting AI in the group
TMT Example: Hubspot

PUTTING AI IN THE GROUP
H u b S p o t : H u m a n s A n d C h a t b o t s Q u a l i f y L e a d s To g e t h e r

14

HubSpot, an inbound marketing software company, was having trouble
keeping up with demand from high-intent prospects who were reaching
out to them via live chat. According to HubSpot, “At one point, over a third
of the people who chatted with [them] never heard anything back”.
To better meet customer demand for personalized live chat experiences,
HubSpot built a chatbot to scale their sales team’s productivity. The
chatbot qualifies leads before it connects potential customers with a
human salesperson.
Outcomes
• 75% more people engaged with the chatbot compared to live chat
• Humans and chatbots working together generated 182% more qualified
leads

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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Knowledge Management
TMT Example: AMD

C R E AT I N G C O N T E X T F O R A C O N N E C T E D W O R L D
D elivering Supercomputing Cl usters to Researchers
Combatting COVID-19 4
AMD and technology partner Penguin Computing Inc announced that New
York University (NYU), Massachusetts Institute of Technology (MIT) and Rice
University are the first universities named to receive complete AMDpowered, high-performance computing systems from the AMD HPC Fund
for COVID-19 research.
“High performance computing technology plays a critical role in modern
viral research, deepening our understanding of how specific viruses work
and ultimately accelerating the development of potential therapeutics and
vaccines,” said Lisa Su, president and CEO, AMD. “AMD and our technology
partners are proud to provide researchers around the world with these
new systems that will increase the computing capability available to fight
COVID-19 and support future medical research.”

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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Beyond Reskilling
TMT Example: IBM

I N V E S T I N G I N R E S I L I E N C E F O R U N C E R TA I N F U T U R E S
I B M’s C u rated L e arning Pl atform, “ Sk illsBuild”

15

IBM’s SkillsBuild platform provides adult learners access to a curated path
of job-focused learning. As of June 2020, it is implemented in 10 countries
and has active partnerships with 25 non-profit organizations to deliver inperson support and other resources specific to local needs.
According to IBM’s website, SkillsBuild helps learners to generate real
world relevant experience by offering access to “best in class content and
in-depth guidance”. In addition, learners are able to take self-assessments
to align their “skills and personalities” with “in-demand job roles”. The focus
on skills is meant to enable adult learners to steer lifelong career
trajectories.

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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The Compensation Conundrum
TMT Example: Glitch

PRINCIPLES FOR A MORE HUMAN APPROACH
G l i t c h I m p l em e n t s P a y Tra n s p a re n c y t o H e l p B u i l d Tr u s t

16

Glitch software describes itself as a “pioneering independent tech
company that has always put people first.” One way they work to achieve
this is throughout their commitment to fair pay practices, across races and
genders. The company decided to further help build trust in their
employee base and raise awareness of pay equity by implementing pay
transparency. In practice, this means both candidates and employees have
access to salary ranges by role.
Outcomes
• Including salary ranges as part of the job description increased job
application rates
• Boosting predictability of salary led to increased satisfaction with
employee performance reviews and raises

Copyright © 2020 Deloitte Development LLC. All rights reserved.
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Governing Workforce Strategies
TMT Example: Cisco

N EW Q U ESTIONS F O R BET TER R ESU LTS
Ci sco Us es a D ata D riven Approach to Strategic
W o r k f o r c e P l a n n i n g 17
Cisco has redesigned its strategic workforce planning approach to lead
with intelligence. Leveraging Natural Language Processing (NLP) and
predictive modeling, they looked at internal and external data on critical
and growth skills, talent movement, and role adjacencies to inform
investments in their talent.
“At Cisco we talk about our culture as being ‘one company, many careers,’”
says Yvonne French, Director of Cisco’s Talent & Workforce Planning. “We
want to create an environment where our people have visibility in to career
opportunities that align to their strengths and aspirations. Our strategic
workforce planning approach is very targeted within each business
function. We evaluate the specific roles and/or skills that are required to
drive that business strategy and leverage that data to identify and
recommend the most effective investment strategy for each business—
build, buy or borrow.”
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Ethics and the Future of Work
TMT Example: Salesforce

FROM “COULD WE” TO “HOW SHOULD WE”
Sa lesforce’s C h ief E th ical a n d H u mane U s e O f ficer

8

Salesforce is one of the most visible companies to hire an ethics chief.
Paula Goldman, who joined the company in January 2019 and carries the
title of chief ethical and humane use officer, has a broad mandate: “To
develop a strategic framework for the ethical and humane use of
technology.”
In addition, the Chief Ethical and Humane User Officer works
collaboratively to create a framework for helping to ensure the ethical use
of Salesforce products by its customers. To further provide external
perspective on its ethical framework, Salesforce has created an “ethical use
council,” comprised of “academics, ethicists, and key community
stakeholders”.
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