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post-COVID-19 
workplace

The COVID-19 era has 
brought astounding 
changes for 

organizations across the 
world and has challenged 
the way work has always 
been done. While we were 
debating the future of  work 
for the last couple of  years, 
the catastrophic COVID-19 
precipitated the conversation 
to shift to the newer ways 
of  working. What seemed 
previously implausible has 
been achieved in no time 
— making instantaneous 
decisions, collaborating 
seamlessly in new ways, 
running parts of  the 
organization with fewer 
people, working from home, 
and so on.

What all this boils down to 
is the rise of  a new workplace 

which is neither what it 
is today nor is it going to 
be typical of  what we had 
envisaged in the current past. 

However, the 
considerations for the “new 
normal” in the post-COVID-19 
era hinge on a set of  
parameters. Are we actually 
bracing up for a perennial 
change in terms of  how work 
gets done? Can the remote 
model of  work withstand 
the test of  time in the VUCA 
world? What does our hybrid 
workspace need to look like 
to support both individual 
and teamwork in the new 
environment? How do we 
learn, lead, and maintain 
our organizational culture in 
the new environment? The 
answers to these questions 
will vary by industry and 
business model. But one thing 
is certain. The pandemic 
crisis has attested that what 
once seemed like a distant 
possibility is now a viable 
fact.

So, how do we reinvent 
the future of  the workplace 
as we move past one of  the 
greatest humanitarian crises 
in history? While some steps 
being taken are given, others 
will depend on how long the 
crisis persists. All social 
distancing and face-covering 
protocols are expected to go 
on with, as will frequent hand 
hygiene. New engagement 
rules will likely be framed to 
administer how meetings are 
conducted, where, how often, 
and for what purposes.

There will be a 
fundamental change to the 
way we work and leaders 

must ensure their mindset 
is open to changes as 
situations demand. The 
global experiment on flexible 
working — which is more 
than just working from home, 
has more or less worked for 
many industries and this 
is a great opportunity for 
employers to embrace new 
elements of  “flexibility” 
that both meet the needs 
of  their business and their 
employees. If  they don’t, they 
run the risk of  not being 
able to attract and retain key 
talent.

Next generations of  
technologies and innovations 
around new use cases 
will play a critical role as 
we transition to the post-
pandemic world. Considering 
that the risk of  COVID-19 
may likely persist beyond 
2020, companies will divert 
resources to transform their 
companies and embrace 
a world that is more 
“high tech”. On one side, 
organizations may upgrade 
their infrastructure to meet 
the changing protocols of  
new work culture, on the 
other end, this is the proof  
case for certain companies 
to be tenacious with their 
digital efforts that are 
already paying dividends.  

This is a chance for leaders 
to fundamentally rethink 
what organizations should 
look like. There will be a 
heightened awareness in the 
need to invest in creating 
more agile organizations — 
from supply chain processes 
to management systems and 
workforce resilience.
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There will be implications 
of  how we learn and upskill 
our people. In fact, this is 
one area that can be digitized 
heavily and democratized 
making it accessible to 
everyone. Learning will be 
more personalized, just-in-
time, and ultimately replace 
much of  the structured 
planned interventions 
devised by L&D teams.  

HR professionals will 
need to realize that culture 
building and engagement in 
the new digital and remote 
working environments 
become important to a 
greater extent. The post-
COVID-19 era will be a 
testament to the new 
beginning; organizations that 
will survive the onslaught 
of  the pandemic will benefit 
from a revitalized and 
renewed HR. This is one of  
the most critical times for 
HR. The need to manage the 
anxiety, gear for operations 
as well as ensuring that 
organizations are able to 
remain agile for the new 
normal are going to be some 
of  the most critical problems 
for HR to solve

The Cover Story in this 
issue takes a look at the 
larger picture of  the new 
workplace including aspects 
such as tools to restart and 
set the new workplace in 
action, new challenges that 
organizations will face, 
the new normal of  remote 
work, and most importantly, 
revisiting the HR policies.

For the Big Interview in 
this issue, we have Betsy 
Sutter, Corporate Senior 

Vice President and Chief  
People Officer at VMware, 
who shares her views on 
how to navigate the COVID-
19 pandemic given the 
challenges it poses to the 
organizations globally and 
their workforce.

This issue features a 
special article on the third 
edition of  Alight’s State of  
HR Transformation Study 
2020 which explores the 
anchors of  adaptability 
in the HR function. From 
the importance of  the HR 
operating models to behaviors 
that the HR team needs to 
display, the report details key 
action steps to improve HR 
governance and effectiveness.

People Matters has 
launched People Matters EX 
Conference digitally on June 
19, 2020. The minimum fee 
to attend People Matters EX 
Virtual Conference is 1 USD. 
All delegate registration 
proceeds will be donated to 
UNICEF COVID-19 appeal. So, 
join us, enhance your EX and 
do your bit to contribute too! 

Like the May 2020 issue, 
June 2020 will also be 
complimentary for all our 
readers.

As always, we would be 
happy to hear your views, 
comments, and suggestions 
regarding our stories.

Happy Reading!
Esther Martinez Hernandez

Editor-in-Chief

I don’t like the 
window and 
the colour of 
the wall!

ZOOM! Nice...
but...

The days 
are blue not 
yellow.
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COVID-19 is also an 
opportunity to trans-
form the workforce
Beyond health, economy and the 
uprising of  a psychological crisis, 
in essence COVID-19 has accel-
erated the long-due workplace 
transformation. Entailing every 
aspect from tools, people expec-
tations, leadership expectations, 
organizational culture, workplace 
boundaries, and more, this trans-
formation is not just here to stay, 
but given the rising concerns 
around a psychological pandemic 
underway, this transformation 
is yet to grasp the multitude 
of  people related changes that 
organizations are yet to acknowl-
edge and implement. While the 
focus of  leaders has been brought 
to employee wellbeing and 
safety, it is far from understand-
ing the stark difference between 
employee engagement owing 
to COVID-19, and the surge in 
mental health-related concerns 
brought on by COVID-19. There 
is a need to widen the scope of  
employee safety and bring forth 
greater visibility towards the 
mental health aspect of  employee 
wellbeing before it’s too late.
- Anjali Batra

Letters of the month

may 2020 issue

Top HR leaders on  
COVID-19 crisis
With the global economy facing disruption like 
never before, it is reassuring to find HR leaders being 
uniform in their approach to the crisis - people-first. 
One of the leaders quoted Jame Allen, “Adversity 
does not build character, it reveals it.” Very relevant in 
the present scenario where we see a leader like Brian 
Chesky penning down every thought for the work-
force and willing to be vulnerable and authentic as 
he makes the difficult decision of letting go employ-
ees, and at the same time we also are made aware 
about the unsympathetic layoffs carried by compa-
nies like Uber and Bird. While every business will 
have its own timelines and individual fires to put out, 
the element of being humane is crucial here, given 
everyone’s livelihood is on the line. In order to keep 
the business going, Farid hit the nail on its head when 
he says, “Leaders need to reimagine the next normal 
by instilling change agility and embed resilience in 
the organization culture.” Agility and resilience are 
critical in the present day, but what cannot be over-
looked is being human.
- pREETIKA PAL

Solving the employee experi-
ence conundrum
An interesting point surrounding the readiness of 

HR teams has been brought out in the research. 53% organ-
izations admitting that their HR teams lack the requisite 
skills to get employee experience right is a startling number, 
given the gradual transformation of  HR as a function from 
HR to HX. Experience can no longer be a priority only when it 
comes to customers, and the current times make it imperative 
for organizations to accept that and prepare for that. A signifi-
cant number of  organizations are making use of  the time in 
hand to upskill their employees, in both technical skills as 
well as soft skills. The need for HR teams to be agile to drive 
employee experience efficiently is critical for business to be 
able to sustain themselves in the near future.
- SUNITA SHARMA
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David Green @david_green_uk
Respond quickly and keep adapting amid 
COVID-19 http://ow.ly/LK4c50zXmUX feat 
@AmyCEdmondson via @PeopleMatters2 
#Leadership #Culture #HR #Employee-
Experience

Uma Rao@umrao67
Replying to @PeopleMatters2 @Flipkart 
and 6 others Absolutely wonderful session 
and really enjoyed being with the copan-
elists. Thanks @PeopleMatters2

UN Women AsiaPacific @unwomenasia
“It’s not for women to create the work-life 
balance, it’s the system that needs to 
change so that we all, men and women, 
find that balance” - Mohammad Naciri 
Regional Director of UN Women for Asia 
and the Pacific. Read his interview with @
PeopleMatters2 bit.ly/3d0scgx

Birlasoft @birlasoft
Thank for featuring @dkpr in the #leader-
ship series special! #Leadtheway #leader-
shipmuscles #learningcurve. Appreciate 
the times invested by @drishtipant for this 
interview. #leader #leadershpduringcrisis 
#leaders

Oracle India @Oracle_India
Today’s global situation has led the 
existing generations to adapt to a new, 
yet identical lifestyle of remote work. It’s 
created a novel #GenR, @shakun_khanna 
discusses with @PeopleMatters2 about 
how HR must relook at their expectations 
in a new world.

Tata Communications @tata_comm
At an uncertain time like this, it is impor-
tant for leaders to communicate with 
empathy and knowledge. Read this @
PeopleMatters2 article where our CHRO, 
@aadeshgoyal, shares his thoughts about 
the impact of COVID-19 crisis.

{WRITE TO US NOW BY  
SCANNING THIS CODE}

follow

M > @PeopleMatters2

Create a digital open 
door
Takes me back to the time 
when adopting an open-door 
policy was the new trend. When 
workspace infrastructure was 
instruction enough to know 
what’s out of  bounds and what’s 
not. In that sense when we look 
at virtual tools, leaders are just a 
ping/ call away, unintentionally 
adapting to an open-door policy 
virtually. However, that does 
not convey the same message 
unless it is highlighted and 
communicated to employees. 
In such circumstances 
understanding the importance 
of  having a digital open door 
and letting your employees be 
aware of  it serves as a useful 
tool to bridge the distance and 
establish a stronger rapport with 
the workforce.
- aDVAITH OJAS

People Matters values your feedback. 
Write to us with your suggestions and 
ideas at editorial@peoplematters.in

Interact with People Matters

Keeping cost in 
check and employees 
on the payroll
For months now, the two terms 
synonymous with business 
priorities are business 
sustainability and employee 
safety. While the need for 
employee safety has enabled 
leaders to accept a remote 
working model, to the extent 
possible, business sustainability 
and consequential cost-
cutting have driven several 
organizations across the globe 
to resort to layoffs. At such 
a time, this piece comes as a 
much needed aid to identify 
alternatives to furlough and 
retrenchment.
- TANISH BAHADURJIT
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It’s time for govern-
ments and businesses 
to work together
Golden words said by Adrian. 
What is important right now 
is in fact action, and given the 
swelling unemployment claims 
that we do witness all across the 
globe, there is indeed a need to 
break the operating in isolation 
model for public and private 
sectors. Even though reactive 
instead of  proactive, the very 
fact that governments all over 
the world are stepping up and 
offering relief  packages to 
enable employers to stay afloat 
and be able to cover wages for 
employees at risk is crucial to 
keep the global economy from 
collapsing. We are seeing coun-
tries like the US, Germany, UK, 
Canada, India and Singapore, 
among others coming forward 
to safeguard the liveli-
hood of  their people.
- RISHI QADIM

Take a people-first 
approach to navigat-
ing this crisis: Citrix’s 
Global Chief People 
Officer
“Once an organization shifts 
its vision beyond the tradi-
tional physical workspace, with 
on-premises data centers and 
desks with desktops, to intel-
ligent digital workspaces that 
give people the freedom to work 
anywhere and the guidance 
and insight to do their very 
best work, those organizations 
open access to new talent pools 
and deliver the flexibility that 
incumbent employees crave. 
Thus, a single technology shift 
helps with both attrac-
tion and retention.”
- GYANESHWAR LAISHRAM
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Recruitment
COVID-19 will wipe out 
195 million jobs: ILO
The International Labour Or-
ganization has warned of  job 
losses in the hundreds of  mil-
lions as the Covid-19 pandemic 
stretches out over the coming 
months. The ILO said that 
6.7 percent of  working hours 
globally are likely to be lost in 
the second quarter of  2020 —
the equivalent of  195 million 
full-time jobs. The bulk of  the 

losses will be borne by the Asia 
Pacific region, which is esti-
mated to lose the equivalent of  
125 million full-time jobs.

Jobs
27 Mn youth in their 
20s lost their jobs: 
CMIE
Centre for Monitoring Indian 
Economy said 27 million youth 
in the age group of  20-30 years 
lost their jobs in April 2020 
following a nationwide lock-
down to prevent the spread of  
COVID-19.

According to the CMIE 
weekly report, the unemploy-
ment rate fell from 27.1%to 
24% for the week ended May 10 
while the labor participation 
rate rose from 36.2% to 37.6% 
as the government opens up 
industries in a staggered man-
ner. Employment rate also 
rose from 26.4%to 28.6%.

Talent Management
Uber fires 3,700 
employees over a 
zoom call
Ride-hailing app Uber has 
fired nearly 3,700 employees (14 
percent of  its workforce) via 
multiple Zoom calls and each 
call lasted less than three min-
utes, with a common message: 
"Today will be your last work-
ing day with Uber". Last week, 
Uber Technologies announced 
to lay off  some 3,700 full-time 
employees, in a move to reduce 
operating expenses in response 
to the economic challenges and 
uncertainty resulting from the 
COVID-19 pandemic and its im-
pact on the company's business.

Culture
Twitter employees 
can work from home 
‘forever’
Twitter was one of  the first 
companies to allow work from 
home model in the face of  COV-
ID-19, and now the company is 
all set to continue with working 
from home. The company’s Vice 
President of  People, Jennifer 
Christie said, “We were unique-
ly positioned to respond quickly 
and allow folks to work from 
home given our emphasis on 
decentralization and supporting 
a distributed workforce capable 
of  working from anywhere.” 

Over 27 million youngsters 
in their 20s lost their jobs in 
April. This has serious long-
term repercussions. It is dur-
ing this age that young India 
builds its career in the hope of  
a bright future. If  the career 
of  this cohort is disrupted or 
postponed by even a year it will 
have to compete with the new 
cohorts joining the labor force 
after them - arguably, for fewer 
jobs. Young India will not be 
able to build the savings it will 
require later in life.
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Funding
Hiring platform 
Workstream gets $10M 
funding
Workstream, a hiring platform 
and mobile app that stream-
lines the sourcing and onboard-
ing of  hourly workers, has an-
nounced the closing of  a $10M 
Series A funding round. The 
round was led by Keith Rabois 
of  Founders Fund, who will be 
joining Workstream's Board of  

Layoffs
ZTE India slashes its 
workforce by 30%
ZTE has laid off  almost 30 
percent of  its staff  to nearly 
600 amid mounting financial 
stress owing to declining India 
business as telecom operators 
have cut down on expenditure. 
ZTE is said to not have enough 
projects in India, although it 
has traditional customers in-
cluding Vodafone Idea, Bharti 
Airtel and BSNL which too are 
financially troubled. As these 
partners also look to cut expen-
ditures ZTE’s business takes 
further hit and forces them to 
cut some internal costs.

Hiring
Indian IT firms hired 
25% fewer employees 
in FY20
India’s top five IT services 
companies – Tata Consul-
tancy Services, Infosys, HCL 
Technologies, Wipro and Tech 
Mahindra -hired 25% fewer 
employees in the fiscal year 
2019-20. In all, the five software 
services providers added a net 
66,500 employees, as compared 
to net hiring of  87,060 people 
in the financial year 2018-19. 
Together, they employ nearly 
1.14 million people, a quarter 
of  India’s 4.3 million technol-
ogy workforce.

C-Suite
Google Cloud India 
appoints new VP, Engi-
neering
Google has roped in Anil 
Bhansali as the new Vice Presi-
dent of  Engineering for its 
Cloud division Google Cloud. 
Bhansali has joined Google 
Cloud after working with 
Microsoft for 28 years. He last 
served as the Corporate Vice 
President of  Azure cloud divi-
sion and site leader for R&D 
team in India. 

In this role, Bhansali will 
coordinate all software devel-
opment efforts for the search 
giant's cloud business in India.

Directors. Workstream is used 
by almost 5,000 hiring manag-
ers in the U.S. and helps hire 
front-line workers: caregivers, 

nurses, delivery drivers, take-
out restaurant staff, gas station 
attendants, etc. 

Adopting a unique funnel 
approach to optimize their effi-
ciency at each stage of  the hir-
ing process, Workstream ena-
bles hiring managers to reduce 
time to hire by an average of  
70%. The platform also helps 
employers cast a wider net by 
posting to multiple job sites 
with one swipe and leveraging 
AI to optimize job postings.
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newsmaker of the monthnewsmaker of the month

The global job crisis and its 
impact on mental health

The world is staring at 
the biggest job crisis 
since World War II. 81 

percent of  the global work-
force (3.3 billion) is affected 
by full or partial workplace 
closures – that’s four out of  
five people. 

The devastating impact of  
the pandemic is expected to 
wipe off  6.7 percent of  the 
working hours globally in 
the second half  of  2020 - an 
equivalent of  195 million full-
time workers. There are huge 
losses expected. The reduc-
tion of  jobs across regions, 
according to data released 
by the ILO stands at:  Asia 
Pacific - 125 million full-time 
workers, Europe – 12 million 
full-time workers, Arab 

States – five million full-time 
workers.

The sectors that are most 
at risk are hospitality, avia-
tion, manufacturing, and 
retail. “Workers and busi-
nesses are facing catastrophe, 
in both developed and devel-
oping economies… we have 
to move fast, decisively, and 
together. The right, urgent, 
measures could make the 
difference between survival 
and collapse,” said Guy Ryder, 
ILO’s Director-General.  

In India, the unemploy-
ment crisis climbed up to 6.1 
percent, a 45 year high even 
before the pandemic hit the 
country, now, an estimate 
by the Centre for Monitor-
ing the Indian Economy says 

that the unemployment rate 
in the country could be as 
high as 27.1 percent - that’s 122 
million Indians who lost their 
jobs in April alone. Among the 
ASEAN-6 economies, an esti-
mated 21 million workers face 
job loss due to the pandemic. 
Observers say that Indonesia 
and Thailand are likely to face 
a historically large downturn. 
So far, only Singapore and 
Malaysia offer direct relief  
for labor costs through wage 
subsidies.

Even as millions of  liveli-
hoods are at stake, there’s 
a growing recognition of  
another crisis brewing within 
– a mental health crisis. The 
United Nations has warned 
that the death, disease, isola-
tion, poverty and anxiety 
caused by the COVID 19 
pandemic are creating major 
mental health issues. Vulner-
able populations include chil-
dren, young people, healthcare 
workers caring for COVID-19 
patients.

In addition to the tough 
job of  remodeling business, 
companies and leaders need to 
reflect on adequate investment 
in providing psychological 
services to their employees. 
This includes tele-counseling 
options and working proac-
tively with people who have 
depression and anxiety. 
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Indian Oil appoints its next 
Chairman
Shrikant Madhav Vaidya has been 
appointed to drive India’s larg-

est state-run oil refiner and fuel 
retailer, Indian Oil. The Cabinet’s 

appointments panel cleared Vaidya, currently 
director (refineries) in the company, as the next 
chairman. He will succeed Sanjiv Singh, who 
demits office on June 30. A chemical engineer 
from the National Institute of  Technology, Rour-
kela, Vaidya has 33 years of  experience in refin-
ing and petrochemical operations.  

IReit Global names new CEO 
The French asset management 
and investment group IReit Global 
has appointed Louis d'Estienne 

d'Orves as its new Chief  Executive 
Officer. As Executive Director, Louis’ 

responsibilities include sourcing and executing 
deals across Europe in the office, retail, hotel, and 
residential sectors, securing external debt financ-
ing and capital raising for co-investment opportu-
nities and funds.

Joe Keen Poon joins Kaplan
A Singapore Public Service 
Commission Scholar, Joe Keen 
Poon has been named President 

for Singapore by Kaplan, a lead-
ing global provider of  training and 

education services. In this role, he is responsible 
for driving business growth and development for 
Kaplan in Singapore. He will oversee the strate-
gic direction and operations for the institution, 
spearhead programs to meet industry demand 
and strengthen partnerships. 

Anil Vinayak joins Fortis 
Healthcare as COO
Fortis Healthcare announced the 
appointment of  Anil Vinayak as 

its new Group Chief  Operating 
Officer. Vinayak will lead operations 

for Fortis at a group level. He will be based out 
of  the Corporate Office of  Fortis in Gurugram, 
Haryana. Vinayak is a seasoned professional with 
a career spanning 32 years and a successful lead-
ership record across financial services, consumer 
products and healthcare.  

Ex-CMO of Godrej Consumer 
Products joins Licious 
Licious, meat, meat-products & 
seafood brand, announced the 

addition of  Meghna Apparao as 
the Chief  Business Officer. In her 

new role at Licious, Meghna will be responsible 
for ushering in the next level of  growth for the 
company while further strengthening the brand’s 
image, experience, and promise.

Former Axis Bank CEO Shikha 
Sharma joins Google Pay as 
advisor 
Four years ago, former banker 
Shikha Sharma had termed the 

launch of  United Payment Interface 
(UPI) as a 'WhatsApp' moment for payments. Then 
after working in banking for many years, she left 
Axis Bank at the end of  2018. After leaving Axis 
Bank she has joined multiple companies, includ-
ing Tech Mahindra.
 

Ex Tata Capital CEO joins Stand-
ard Chartered India 
Standard Chartered Bank, India, 
has appointed Kusal Roy as its new 

Head of  Retail Banking effective 
05 May 2020. Kusal brings to the role 

a wide experience gained over his 25 years plus 
career in retail banking, the payments indus-
try, and NBFC sector. Prior to joining Standard 
Chartered, he was the Managing Director and 
Chief  Executive Officer at Tata Capital Financial 
Services Ltd. In his career, he has held various 
senior roles in ICICI Bank, Barclays Bank, and 
Citibank India.

Rajesh Padmanabhan quits 
Welspun Group
Rajesh Padmanabhan, Director, 
Group CHRO of  Welspun Group 
has stepped down after four years 

of  stint with the company.  The indus-
try veteran is taking the entrepreneurial route 
after working with Welspun for more than four 
years. Talking to People Matters he shared that it 
has been a fascinating 3 decades plus of  corporate 
experience in 6 different domains of  BFSI, Manu-
facturing, Hospitality, IT Services, Consulting and 
Conglomerate and in across 6 functions.



Bruce Maisel joins EBI Consulting
EBI Consulting, which deals in the 
area of  engineering has appointed 
Bruce Maisel to their executive lead-

ership team. Bruce Maisel is the new 
Chief  People Officer, and he will lead 

EBI’s Human Resources function and strategy. He 
will partner closely with the company’s leadership 
team to continue building a culture of  employee 
engagement.
 

EmployBridge ropes in new Chief 
People Officer 
Industrial staffing firm Employ-
Bridge has announced that Deborah 

Mcfarlane has joined the company's 
senior management team as Chief  

People Officer, leading the human resources organi-
zation and serving as steward of  EmployBridge's 
culture evolution as it advances its people-first 
strategy to the next level.

Quontic Bank appoints first 
Chief People Officer
As Chief  People Officer, Mike Lantz 
will foster a culture where people can 

grow and develop professionally and 
be part of  the team that sets the pace 

for innovation in banking. As the bank expands its 
digital footprint nationally, Quontic is committed to 
shaping its workplace to attract the best and bright-
est talent to join its high-performing team. Mike has 
also served as Vice President of  Training & Devel-
opment at the F.C. Tucker real estate company.

Genesys appoints new Chief 
People Officer
Genesys, which deal in cloud 
customer experience and contact 

center solutions, announced three 
strategic additions to its executive 

team, including Eva Majercsik as Chief  People 
Officer (CPO). To strengthen its Multicloud Solu-
tions business unit, the company also named John 
Hernandez as Senior Vice President and General 
Manager for Genesys Engage and Raj Patel as 
Senior Vice President of  cloud engineering and 
operations.
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RBS India appoints Maneesh 
Menda as the new Head HR
RBS India, the innovation 
and operations hub of  the 

Royal Bank of  Scotland (RBS), 
announced the elevation of  

Maneesh Menda as Head of  HR, RBS India. In 
this role, Maneesh will build the organization’s 
talent strategy and capabilities, supporting 
the Bank to achieve its goals. Maneesh, an HR 
veteran, and a Chartered Accountant, has over 
two decades of  rich experience where he has 
held several global and regional roles.  

Shelly Holt joins PayScale 
as the new Chief People 
Officer 
PayScale, which deals in 

on-demand cloud-based 
compensation software and data, 

announced Shelly Holt as the company’s new 
Chief  People Officer. In this position, Holt will 
oversee all of  PayScale’s human resources 
functions, including attracting new talent for 
key positions throughout the company and 
further developing existing talent as PayScale 
continues its rapid expansion. With more than 
25 years of  experience, Holt has held senior 
leadership roles and built high performing 
learning and development, talent acquisition 
and talent management teams across the globe.

Treehouse elevates Stefani 
Coverson as Chief Human 
Resources Officer
Treehouse has elevated Stefani 

Coverson as the Chief  Human 
Resources Officer. The nonprofit 

organization partners with youth who have 
experienced foster care so they have a child-
hood and a future. An accomplished human 
resources leader with more than 20 years 
of  experience, Coverson first joined Tree-
house earlier this year as Director of  Human 
Resources from Clark College where she served 
as Vice President of  Human Resources & 
Compliance.
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Some people worry that 
asking others for advice or 
input is a sign of weakness 

- I think the opposite - 
in my book it’s a sign of 
strength & competence

Rapid-Fire

1
One thing that makes you 

passionate about HR?
We get the opportunity every 

day to make an impact on 
the lives of others by creating 

a compelling employee 
experience for our people. How 

cool is that!

2
What was the turning 

point of your life as an HR 
professional?

Being promoted to the Head 
of HR at Coca Cola Amatil. 

An ex-manager of mine took 
a bet on me as a “Top Talent” 
performer and she promoted 
me to a role that I didn’t think 
I was ready for. Turns out I was 

ready, and I will be forever 
grateful for that opportunity.

3
One tech/innovation that 

will transform HR?
There will be many. One could 

be Robotic Process Automation

4
One perception you wish 
to change about the HR 

function?
I wish that people would see 

that we’re an experience-
driven function instead of 

process-driven.  

Helen Snowball
Head of Human Resources, Asia Pacific, JLL

By Neelanjana Mazumdar

Eleven Questions interview
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5
What's your learning 

mantra?
Be brave, take risks, nothing 

can substitute the “on-the-job 
experience”.

6
Next big HR deployment 
JLL is working around?

We have recently deployed 
Workday as our new HRIS 

globally.

7
3 key talent priorities for 

JLL, currently?
1. Future Fit - Building strong 
diverse succession pipelines 
2. Learning - Building future-

focused capabilities 
3. Well-Being – Wellbeing, 
mental health comes first  

8
Gig Workers or Permanent 

Employees?
Gig, it’s the future!

9
HR as a business partner or 

HR as a business driver?
Business Partner. I firmly 

believe the best decisions  
are those that are made  

in partnership vs one  
sole driver.

10
Best career advice you've 

ever got?
“If somebody offers you an 

amazing opportunity but you 
are not sure you can do it, say 
yes – then learn how to do it 

later!”

11
What's your favorite 
holiday destination?

New York City.
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The new hybrid workplace
Leaders would now have to focus on creating a safe working 
environment that gives people the confidence to return to work 
premises and to adjust to the new virtual/physical hybrid way 
of working, according to a study by Accenture
By Drishti Pant

T
here's no turning 
back from the new 
reality of  work. The 
crisis has put us 

all in a reset mode. Given 
the current situation with 
a vaccine for COVID-19 still 
a far-fetched dream, many 
organizations have decided 
to continue working from 
home for a percentage of  
their employees. The work-
place will now be a combina-
tion of  virtual and physical 
set up, with a portion of  the 
workforce working remotely 

while others are at office, 
in the field, warehouses 
or factories. This creates 
the need for organizations 
to accelerate their digital 
transformation journey and 
ensure a digitally connected 
workforce. 

Organizations have to be 
more digital, data-driven, 
have more variable cost 
structures, agile operations 
and automation, and have 
to invest to create stronger 
capabilities and also ensure 
privacy and security. 

The leaders 
should consider 
the steps they 
take to reopen as 
the first in a long 
journey of wider 
transformation

“Companies need to go 
beyond the transactional 
to truly understand their 
employees if  they want to 
create productive, inclu-
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sive and rewarding working 
environments for the long 
haul,” said experts from 
Accenture, in an email inter-
action with People Matters. 

They shared that leaders 
should consider the steps 
they take to reopen as the 
first in a long journey of  
wider transformation. A 
program of  active reinven-
tion that outmaneuvers 
uncertainty starts with five 
areas – putting people first, 
designing spaces that work, 
solving in phases, commit-
ting to an elastic cost struc-
ture and getting future-
ready.

Scaling up the core 
digital infrastructure
Despite all of  the conversa-
tions about the digital work-
space, it has been challeng-
ing for business, IT and 
HR leaders to plan for the 
changes required to make 
the digital workspace a real-
ity. But now it is no longer 
just an option but necessity 
with the risk of  novel coro-
navirus to have a more digi-
tal, contactless and remote 
workplace. And hence, many 
organizations have already 
started scaling up their 
current digital infrastruc-
tures and those who have 
not will have to catch up to 
ensure smooth transition. 

Sunil Peter, Associate 
Vice President – BCP and IT, 
Maveric Systems said, “Over 
the past 45 days, there have 
been significant investments 
in terms of  scaling up the 

core infrastructure (network 
and server capacity) with 
robust security controls. 
There are automated 
systems which are enabled to 
monitor – track – backup the 
server and network capac-
ity by over 25 percent at any 
given point of  time.”

The three focus areas for 
Maveric Systems have been 
strengthening the core, band-
width, and security. 

Similarly for Cisco, that 
was already familiar with 
the mode of  remote work-
ing digital-readiness was 
not an issue. But as the need 
to be more digital arises, 
it has also had to step-up 
its current infrastructure 
and focus more on security. 

Anupam Trehan, Direc-
tor, People and Communi-
ties, Cisco India and SAARC 
said, “Now, the preference 
for digital alternatives in the 
workplace is rising, but it 
takes time for new normals 
to take hold. Some aspects 
that would need to be consid-
ered to enable these new 
normals are security, scale, 
consistency, and the experi-
ences of  employees, teams 
and customers. It is about 
reimagining the way work 
can be done.”

Adopting the new digi-
tal tools 
Some companies already 
had the infrastructure and 
tools available at the start of  

Some aspects that would need 
to be considered to enable these 
new normals are security, scale, 
consistency, and the experiences of 
employees, teams and customers
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the crisis, but still COVID-
19 crisis triggered them to 
introduce new solutions 
or use the existing ones in 
more innovative ways. For 
other organizations that 
were not familiar with the 
culture of  remote work-
ing, introducing and adopt-
ing new tools for the new 
normal of  work was the only 
way forward. 

MSIG Singapore CEO 
Craig Ellis shared in an 
interview with People 
Matters, “Presently, we are 
evaluating long-term plans 
for remote working. We will 

Similarly, as AkzoNobel 
India gears to go back to 
work but in a mode of  new 
normal, it has focused on the 
hardware and the software 
for its people. Anushree 
Singh, Country HR Direc-
tor, India Sub-continent – 
AkzoNobel India shared, 
“Hardware refers to our 
preparedness on welcoming 
employees back to offices 
and related infrastructure 
and process changes, while 
software relates to the minds 
and hearts of  our employ-
ees.” From the perspective 

provide a seamless digital 
experience to our employ-
ees in availing services like 
online consultancy, lab tests, 
medicines and other medi-
cal services on a cashless 
basis.

They also launched AI 
chatbot to understand the 
sentiments and mood of  
the organization, which 
they will continue to use. 
Not only AkzoNobel India, 
many other companies 
across the globe have either 
introduced or are looking 
to utilize digital solutions 

Find the right 
‘glocal’ mix of 

leadership, 
delegating where 

appropriate but 
providing central 

guidance and 
coordination

of  accelerating digitization, 
AkzoNobel India has focused 
its attention on leveraging 
tools that existed and also 
innovating and introducing 
quick, simple and effective 
ones. For instance, the new 
medical OPD plan through 
an app was launched for 
employees in addition to 
the hospitalization insur-
ance benefit. Another user-
friendly app backed by an 
insurance program, will 

to capture employee senti-
ments to better manage 
their experience. 

According to Accenture’s 
5 priorities to help reopen 
and reinvent your business 
report, leaders would now 
have to focus on creating a 
safe working environment 
that gives people the confi-
dence to return to work 
premises and to adjust to the 
new virtual/physical hybrid 
way of  working.

also push forward what has 
stood up well during the 
crisis and capture worka-
rounds that can be absorbed 
into everyday work prac-
tices. Where a gap is deemed 
to be critical, it will be 
prioritized amongst other 
technology projects. We 
will have to keep our eyes 
on the future and explore 
more innovative solutions to 
keep our operations sustain-
able and flexible during the 
disruption.”
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Managing employee 
experience in the 
hybrid way
For leaders it has become 
essential to ensure that 
while they are all working 
in a different set up now, 
the workforce still feels 
connected and engaged 
with the organization 
and each other. Accen-
ture’s COVID-19 consumer 
research found that over 64 
percent of  the global work-
force is facing high anxi-
ety over their personal job 
security. Others are worried 
that traditional social inter-
action may no longer be 
possible. The workforce is 
slowly returning to work 
but they are not going back 
to normal, the way they 
work, the way the work-
place looks, the way they 
engage with customers, 
peers, and leaders every-
thing is changing. Hence, 
while leaders are focus-
ing on building a new safe 
workplace and scaling up 
their respective organiza-
tion’s digital infrastruc-
ture, they also have to keep 
their focus on managing 
employee experience. 

Accenture and most 
leaders we interviewed 
are encouraging to take 
a people-first approach, 
while preparing for the new 
virtual/physical hybrid 
workplace. 

Experts from Accenture 
suggest, “Proactively seek 
feedback from employees 
and give them a voice. Find 

the right ‘glocal’ mix of  lead-
ership, delegating where 
appropriate but providing 
central guidance and coor-
dination.” Further, offer 
life coaches, mental health 
support and wellbeing 
programs to help grieving 
employees or those manag-
ing stress, such as those 
caring for elderly patients 
and partners of  key work-
ers. It is time to revisit poli-
cies, focusing on the most 
vulnerable groups, such as 
temporary workers, people 
with disabilities, single 
parents or those who lack 
adequate health benefits.

Nick Lambert, Senior 
Vice President, Asia Pacific, 
Orange Business Services 
said, “There are three 

It is time to revisit policies, focusing 
on the most vulnerable groups, such 
as temporary workers, people with 
disabilities, single parents or those 
who lack adequate health benefits

broad areas that companies 
should consider immedi-
ately to support employees: 
Enable remote collabora-
tion solutions for remote/
home working and ensure 
secure connectivity; run 
virtual events; and dissemi-
nate critical information via 
omni-channel communica-
tion, including via chatbots 
to answer frequently asked 
questions.”

Businesses that can rein-
vent themselves—their 
processes, customer experi-
ences, employee and social 
contracts, and do so in ways 
that further their purpose—
will be better staged to tran-
sition to the virtual/physi-
cal hybrid workplace- the 
new normal of  work. 
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Silos isn't the enemy, it’s the isolation that breeds as an outcome of 
silos. It’s time to rethink employee experience and recognize where to 
dissolve the silos and encourage cross-functional conversations
By Bhavna Sarin

Rethinking Employee 
Experience: Breaking 
isolation, not silos

W
hen looking at 
an organiza-
tion’s overall 
components, 

be it people, infrastruc-
ture, expenses, or revenue 
pockets, it helps to break 
them down into individual 
segments based on their 
function and similari-
ties in characteristics, and 
then focus on them one 

segment at a time. This 
concept of  segmentation, in 
other words, silos, is often 
helpful to bring structure 
into the organization, but 
ends up creating an invis-
ible distance that is likely 
to keep the organization 
from reaching its poten-
tial, despite having the best 
in-house talent.

Structure is critical, and 

there are no two ways about 
that. With variations in the 
size of  business, geographi-
cal spread, and multiple 
functionalities, it is essen-
tial to have a mould to define 
each unit within the organi-
zation with an individual set 
of  expectations and goals. 
What gets missed out often 
is tying up these individ-
ual goals and standards of  
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There is nothing wrong with silos. 
The actual problem is isolation!

conduct to an overall unified 
organizational vision, which 
if  done would not only 
increase the chances of  prof-
itability and revenue, but 
also contribute to creating 
a unified employee experi-
ence, with clarity in expecta-
tions, a common big picture 
to work towards and indi-
vidual goals to help move 
forward towards the bigger 
picture.

Silos isn't the enemy 
though. The enemy is not 
knowing where to dissolve 
the silos and encourage 
cross-functional conversa-
tions and brainstorming 
sessions to come up with the 
best solutions. There is a 
famous saying that goes like 
this:

There is nothing wrong 
with silos. The actual prob-
lem is isolation!

The issue again isn’t silos, 
but the inability to recognize 
when to bring down those 
walls and allow free flowing 
two-way communication.

Why break isolation
Functional silos is a great 
idea to bring all the experts 
of  a field together, and clus-
ter their expertise to iden-
tify the most specialized 
solutions. However, that is 
likely to work for clients, 
not for your organization’s 
growth. Such silos is a deter-
rent to the long-term growth 
of  the organization, making 
individual departments feel 
they did all the work, with 
the marketing team not real-

izing the efforts put in by the 
product team, the product 
team being unable to appre-
ciate the challenges faced 
by sales, and the sales team 
being unable to foresee the 
potential requirements of  
the creative team to be able 
to deliver the ideas to the 
product team. What’s the 
result? Everyone working 
under pressure, disharmony 
and lack of  coordination 
among functions, not know-
ing where one can extend 
support to the other, and so 
on and so forth. 

Rich Horwath, Founder 
and CEO of  the Strategic 
Thinking Institute shared 
in a company blog a while 
ago about what he calls the 
StrategyPrint. In his words, 
“An effective tool I’ve devel-
oped to help leaders set and 
communicate their business 

direction is the Strategy-
Print. The StrategyPrint is 
a two-page blueprint for the 
business. Page one captures 
the key insights of  the busi-
ness in four areas: market, 
customers, competitors 
and company. Page two is 
the action plan, identifying 
goals, objectives, strategies, 
tactics and metrics. By using 
one common and concise 
planning instrument, lead-
ers are able to efficiently 
communicate their strate-
gies to others around the 
organization so that every-
one is on the proverbial 
“same page”.”

One often thinks of  stra-
tegic expertise and insights 
being available only to a 
few. Mostly it is presumed 
to be the exclusive domain 
of  leaders. However, if  
you create the possibil-
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According to 
a BSC survey, 
73% of compa-
nies that outper-
form their peers 
have a formal 
process in place 
to communicate 
strategy to others 
in the company, 
encouraging both 
communication 
and collaboration

ity of  employees coming 
forward to share their ideas 
and knowledge, you will 
be surprised to know the 
magnitude of  impact that 
can be created by combining 
the expertise of  leaders, and 
employees from across func-
tions.

According to a BSC survey, 
73 percent of  companies that 
outperform their peers have 
a formal process in place 
to communicate strategy 
to others in the company, 

•	 Inability to appreciate and 
leverage capabilities and 
strengths of  other func-
tional groups

•	 Being confined to the 
same group and skill set 
for brainstorming ideas

•	 Lesser innovation oppor-
tunities due to lack of  
cross-functional expertise

How to break isolation
Breaking silos, or rather 
the isolation that breeds as 
an outcome of  silos, isn’t a 

performing culture for the 
long run? This intent will 
drive the efforts that go 
behind breaking down silos, 
and thereby the next phase 
of  the organization’s jour-
ney.

Some measures you can 
take to break functional 
silos are:

• Overcoming hierarchi-
cal blocks: For any cultural 

encouraging both communi-
cation and collaboration.

Strike that balance 
between having specialized 
expertise and cross-func-
tional talent, to keep your 
organization on the path 
to achieving exponential 
success. Because, when you 
blind yourself  to functional 
silos, here is what happens:
•	 Threat to organizational 

cohesion
•	 Lack of  awareness about 

internal initiatives

one-day process and isn’t as 
simple as implementing a 
new policy. It is an organiza-
tional change that demands 
effective communication, 
among other things that 
will be discussed below. The 
intent is key here. Are you 
breaking silos for a one-
time project or initiative, or 
are you trying to encourage 
a more open conversation 
across functional depart-
ments, fostering a collabo-
rative, productive and high 

shift aimed at improving 
employee experience and 
changing the organizational 
culture, it is crucial for the 
workforce to experience the 
leadership modelling those 
behaviors. It isn’t just func-
tional silos but also a mental 
block of  hierarchical silos 
that requires greater atten-
tion. By increasing leader-
ship visibility and accessi-
bility to the larger workforce 
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it will help overcome the 
mental block of  restricting 
conversation within grades 
and departments. Regular 
interactions between lead-
ers, managers and employees 
will help accelerate moving 
past such mental blocks by 
establishing a direct line of  
communication.

• Encourage open 
dialogue: Both an inferi-
ority complex and superi-
ority complex are enemies 
here. It is as important for 
an employee to speak up, as 
it is for a leader to listen. In 
this scenario, establishing 
an effective communication 
model where people who are 
believed to have all the neces-
sary insights seek sugges-
tions from others, encourag-
ing participation with the 
scope of  improving on the 
basis of  those suggestions, 
will go a long way in helping 
build such an organizational 
culture.

• Communicating and 
reinforcing a clear bigger 
picture: While every 
employee will have their 
individual career path to 
progression, it is important 
to have all such efforts and 
strategies contribute to the 
organization’s vision. Identi-
fying the organization’s and 
individual’s aspirations and 
aligning the two for a win-
win situation is critical to 
avoid building of  isolation. 
Have a unified goal in place 
to direct individual strate-
gies aimed at attaining a 
common goal. 

functional silos is the GE 
Work-Out strategy, imple-
mented by Jack Welch, 
Former Chairman and CEO 
of  GE. This strategy essen-
tially entails assigning 
cross-functional liaisons 
to enable communication 
and coordination between 
departments. Such commu-
nication helps build strong 
working relationships, 
which ultimately becomes 
the foundation for knowl-
edge-sharing. It also is a 
great tool to help individual 
teams become cognizant 
of  how their peers contrib-
ute to the overall success of  
the organization, as depart-
ments become privy to what 
role other departments play 
and are likely to reach out 
to each other in the future 
to seek expertise.

All in all, as highlighted 
earlier, silos isn't the 
enemy, it is the isolation 
that begins to create that 
divide between functions. 
Organizations need to work 
towards helping individual 
functions understand each 
other, equipping everyone 
with both knowledge and 
the right resources to go to. 
The purpose of  silos is to 
have structure in place, to 
be able to scale. By creat-
ing a clear roadmap with 
vision and values, encour-
aging transparent two-way 
communication, and build-
ing cross-functional teams 
with clear KRAs, you can 
leverage silos and dissolve 
isolation. 

By creating a clear 
roadmap with 
vision and values, 
encouraging 
transparent two-
way communica-
tion, and building 
cross-functional 
teams with clear 
KRAs, you can 
leverage silos and 
dissolve isolation

• Modelling knowledge 
sharing behavior: Collabo-
ration is core to building a 
culture of  knowledge shar-
ing. Management needs to 
emulate and foster a culture 
that encourages resource 
and information sharing vs 
resource hoarding. 

• Build cross-functional 
teams for special initia-
tives: The most relevant 
practice to break down 
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All CHROs are on the speed dial of their CEOs nowadays 
because managing people is not AI’s job
By Abid Hasan

COVID-19: What’s keeping 
HR heads awake at night? 

A
ll I need is a sound 
sleep and want 
to forget what is 
happening around 

me, but unfortunately there 
are things that are keeping 
me on my toes and awake 
at night”, replied one of  the 
HR professionals when I 
asked, what is keeping you 
awake in this crisis?''

Well, sentiments are 
similar with all the leading 
CHROs in the industry. Last 
year, articles were written 
about what’s the future of  
HR, surveys were conducted 
to find out if  AI will replace 

HR. But, people indicated  
that machines can’t repli-
cate the human touch. And, 
COVID-19 proved that right!

All CHROs are on the 
speed dial of  their CEOs 
nowadays because manag-
ing people is not an AI’s job 
or an easy job.   

The last few months have 
seen a whole raft of  prob-
lems that HR professionals 
are facing in terms of  keep-
ing everything on track. 
Before this pandemic, people 
leaders were worried about 
things such as production, 
attrition and upskilling. 

But, the circumstances have 
changed everything, now 
these leaders are stressed 
about things such as 
employee safety, health, etc. 

We spoke to some of  the 
leading CHROs across indus-
tries and asked them some 
of  their concerns and what 
keeps them awake in this 
crisis. There were multi-
ple reasons shared by them, 
read below to know some of  
their major concerns. 

Health risks
With more than 100 thou-
sand positive cases of  coro-
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navirus in India, organiza-
tions are scared about their 
employees because they 
are prone to risks. Compa-
nies are working from home 
but there are many sectors 
working from offices during 
the lockdown and providing 
facilities to the consumers, 
and organizations that come 
under the essential category 
are among them. All these 
employees are meeting new 
people everyday and they 
are prone to risks. 

Rahul Pinjarkar, the 
CHRO at Trent Hypermar-
ket, said, “I am having sleep-
less nights because I am 
in the business where my 
people are completely prone 
to risks. What will happen if  
anyone gets infected?”

He is taking all the neces-
sary steps to make sure 
that employees are safe 
at the stores, during their 
commute and boosting their 

confidence that the company 
is with them. CHRO of  Tata 
Power, Himal Tewari echoes 
the same thought on health 
risks. He said, “Yes, I have 
sleepless nights and for us 
the health of  our workforce 
comes first and it is crucial 
to deliver the care they 
require in the current situ-
ation. I am keeping a posi-
tive frame of  mind in order 
to motivate and support the 
team working at the plant.”

He is taking care of  the 
employees by good planning, 
monitoring & execution of  
all health & safety measures 
for the workforce.

Workers in the manufac-
turing plants, neighbour-
hood retail chains, people 
working in banks are out 
in the field with high risks. 
People leaders of  these 
sectors are always awake, 
trying to find an equilib-
rium between smooth func-

tioning and a risk free envi-
ronment. 

Job security & salaries 
Prime Minister Narendra 
Modi urged all public and 
private companies to ensure 
that they do not cut sala-
ries of  their staff  or resort 
to layoffs of  their employ-
ees. But, things didn’t turn 
out that way. It is hard to 
say how many jobs were lost 
and salaries of  how many 
people have been stopped 
due to this crisis. Compa-
nies across the sectors have 
fired people from all the 
possible roles and have also 
asked to take pay cuts or go 
on sabbatical.  People lead-
ers are finding it difficult to 
manage anxious employees, 
given job security and salary 
have an upper hand over 
anything else. 

Before this 
pandemic, people 
leaders were 
worried about 
things such as 
production, attri-
tion and upskill-
ing. But, things 
have changed 
and these leaders 
are now stressed 
about things such 
as employee 
safety and health
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Deepa Chadha, the CHRO 
of  Vistara feels that the 
organization's concern is 
to make sure that the liveli-
hoods of  all our employees 
aren’t affected. She added, 
“We are also 

concerned about preserv-
ing jobs because we want 
people to come out of  this 
challenge as winners and 
it shouldn’t dampen their 
spirit.”

In the current scenario, 
the bigger picture is to do 
everything that will keep 

the employees positive. 
Ajay Kumar, Country HR 
Head, Continental India is 
worried about preserving 
and protecting the employ-
ees and managing through 
the current uncertainty. “We 
have to understand that our 
entire life has changed and 
we have to do whatever we 
can, for example- counsel-
ling services, job security, 
salaries on time,” he added. 

Employers will be remem-
bered by the decision they 
take during this crisis, 
because even the smallest 
of  the things counts. Going 
forward the talent ecosys-
tem will pay a premium to 
organizations who demon-
strate resilience, authentic-
ity & transparency in their 
people decisions during 
times of  crisis. 

Amit Das, Director HR, 
BCCL shared, “As an HR 
leader, what keeps me awake 
is the effectiveness of  “how” 
part of  various business 
& people decisions that we 

make today, which will be 
the yardstick to measure 
the attractiveness of  our 
employer brand in future”.

Emotional and mental 
well-being
Employees are following a 
prolonged work-from-home 
operating model for the 
first time, which is caus-
ing behavioral and attitudi-
nal change. All the leading 
organizations are advising 
employees to adopt simple 
health measures during 
this prolonged shutdown to 
be physically and mentally 
upbeat. 

Aditya Kohli, the Chief  HR 
Officer, Clix Capital said, “I 
am worried about the mental 
stress and anxiety that 
surrounds my people. At the 
end of  the day, if  you don't 
know something then your 
anxiety level goes up. That’s 
what keeps me awake and I 
am finding opportunities to 
support them proactively.” 

Further, working under 
the challenging situation of  
a nationwide lockdown is 
quite stressful with a nega-
tive impact on employees 
and their family members 
emotional and mental well-
being. It is necessary for the 
companies to engage with 
them and keep them moti-
vated. Talent leaders are 
organizing virtual sessions 
with counsellors, yoga and 
meditation with techniques 
for dealing with anxiety and 
stress to help ensure that the 
workforce is safe, healthy, 

I am having 
sleepless nights 
because I am 
in the business 
where my people 
are completely 
prone to risks
- Rahul Pinjarkar, 
CHRO at Trent 	
Hypermarket
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and motivated at this diffi-
cult time. 

Post COVID culture
When the lockdown will be 
over, we will not be going 
back to the same offices that 
we have left. Not only infra-
structure wise but from 
the culture perspective too. 
Things will be different, staff  
will need to transform them-
selves digitally, be prepared 
for remote work and a dras-
tic change in the office 
culture. The new emerg-
ing world brings enormous 
opportunities as well as chal-
lenges. Raymond Ltd CHRO, 
K Narayan feels that the new 
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It may take some 
time but hope-
fully everything 
will come back 
on track, and HR 
heads get that 
sound sleep, 
until a new crisis 
comes knocking 
at the doors

consumerism and spending 
habits would have changed 
by the time the new normal 
emerges. He is worried 
about the new code of  lead-
ership and what is the new 
culture that will make 
companies succeed. 

Dinesh Ramamurthi, the 
Global CHRO of  OYO said 
that the safety and security 

remotely is still a task for 
the people managers. With 
the lockdown being followed 
everywhere, companies are 
finding it more difficult to 
engage with the employees. 
They are coming up with 
virtual coffee sessions, DJ 
sessions and Tambola but 
these are not enough to keep 
them engaged. 

The physical engagement 
has no replacement, virtual 
sessions are optional and 
it comes up with validity. 
CHROs are feeling the pres-
sure of  keeping the staff  
engaged. Renu Bohra, CHRO, 
DB Schenker mentioned that 
she is worried about health 
and safety but employee 
engagement during social 
distancing is a major 
concern. In a recent report, 
the World Health Organiza-
tion has said that corona-
virus may never go away. 
Getting sleepless nights is 
natural for people manag-
ers, but it is also important 

of  all colleagues is of  utmost 
importance to the firm and 
also his personal priority. 

The CHRO is focused 
on building capabilities 
that will help the company 
emerge stronger, leaner 
and more resilient from 
this crisis. This will put the 
organization in good shape 
to take on the opportunities 
that the post-COVID world 
will have to offer.

Remote employee 
engagement 
Working remotely puts a 
strain on an employee’s abil-
ity to build bonds. Creat-
ing employee engagement 

to re-configure the organi-
zation with new wiring. 
Changing mindsets are not 
easy but one has to bite the 
bullet at some point. 

It may take some time but 
hopefully everything will 
come back on track, and HR 
heads get that sound sleep, 
until a new crisis comes 
knocking at the doors. 
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When ‘business as usual’ 
is not an option, we need to 
focus on helping each other: 
VMware’s Betsy Sutter

B
etsy Sutter joined 
VMware in January 
2001, where she has 
shaped the culture 

and employee experience 
while leading all aspects of  
VMware’s people strategies 
and functions. In this role, 
she leads the hiring, devel-
opment and engagement of  
the best and brightest, as 
VMware has grown from 
100 employees to more than 
20,000 globally.

As the developer of  
an ever-evolving human 
resources organization, 
including innovative exper-
tise centers, service delivery 
channels and a modernized 
HR partnering organization, 
she has aligned the people 

strategies with the business 
goals. Sutter has also built 
(and re-built) a world-class 
staffing organization and 
has overseen the success-
ful acquisition of  more 
than 60 companies. In 2008, 
Sutter founded the VMware 
Foundation, redefining 
citizen philanthropy in the 
corporate world. She is also 
passionate about bringing 
inclusion and diversity away 
from the edge and into the 
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As we navigate the pandemic and this challenging 
time, there is a paradox at play. With roughly half the 
global population under some form of lockdown, 
we’re experiencing a deeper sense of unity and shared 
responsibly in our communities, says Betsy Sutter, 
Corporate Senior Vice President and Chief People 
Officer at VMware
By Mastufa Ahmed

I can’t stress enough how important 
it is that HR folks and other company 
leaders check in with their employees 
and make sure they’re getting the 
support they need

core of  VMware’s priorities 
and operating model.

Here are the excerpts of  
the interview.

 It's a changed world. Isn't 
it? Cost-cutting, retrench-
ments, job losses are now 
the reality facing businesses 
and employees across the 
world.

 The truth is that we are 
all living through a very 
stressful and traumatic time. 
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There’s a learning curve 
here, to be certain, and all 
we can really do is try our 
best to support our employ-
ees, customers and partners. 
At a time when “business 
as usual” is not an option, 
we need to focus on helping 
each other, supporting our 
employees, and assisting our 
customers as they respond 
and adapt.

 How can businesses 
adapt to this crisis which 
has impacted companies, 
economies and societies?

 I see a lot of  businesses 

doing right by their employ-
ees by offering pandemic 
leave, flexibility within 
schedules and workloads 
and offering the necessary 
resources to work remotely. 

Everything we do at 
VMware, from how we 
communicate to the support 
we provide, comes from 
an empathetic, individual-
centered perspective. Every 
meeting, phone call and 
discussion I have with my 
team starts with “how are 
you doing?” and “how can I 
support you?” From a more 
formal perspective, we also 

conduct regular pulses/
surveys with our teams to 
understand how they are 
doing and what they need to 
do their jobs. In some cases, 
ensuring that people have 
a proper home office envi-
ronment can really help 
improve their physical and 
mental wellness.

 How is the larger conver-
sation between CHROs and 
CEOs evolving? Given that 
there is this increasing real-
ization that people are the 
true assets of a company.

 This is a crucial time 
for CHROs and CEOs to 
communicate regularly and 
work in lockstep on how 
best to support employees. I 
feel very fortunate to work 
with our CEO Pat and the 
rest of  the leadership team 
at VMware because they 
recognize how important 
our people are and are will-
ing to do what’s necessary 
to support them. 

We will do our best to 
support our employees and 
their needs in the weeks 
and months ahead. While 
we are distributed, we 
are creating a number of  
resources to support our 
employees and keep them 
connected. A few exam-
ples include: Employees 
who take part in our insur-
ance plans have access 
to emotional support 
resources and personnel. 
We also have a pandemic 
leave policy, which provides 
time for caregivers to tend 
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We can control how we choose 
to help our people cope. Offering 
things like extended sick days, 
flexible work schedules and mental 
health resources can make a huge 
difference for employees’ mental and 
physical well-being
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to their children, parents or 
other family members. 

We’ve also instituted a 
number of  programs and 
touchpoints with our teams 
to ensure we’re provid-
ing people with mental and 
physical outlets. 

 Businesses across the 
world are struggling to 
make fast, hard decisions, 
often serving highly diverse 
customer bases. Do you 
think leadership diversity 
matters in handling crises 
like COVID-19?

 Leadership diversity 
always matters – especially 
during times of  crisis. 
VMware values and cele-
brates the power of  human 
difference, and D&I is 
woven into the fabric of  the 
company. 

This pandemic is affecting 
different groups of  people 

in very different ways. It’s 
important that leadership 
represents various groups 
to ensure everyone’s needs 
are accounted for and met, 
so that we are providing 
comprehensive support to 
employees that meets the 
needs of  a range of  people – 
from pandemic leave policy 
to give time for caregivers 
to tend to their children, 
parents or other family 
members, to flexible work 
arrangements for parents 
who are homeschooling 
their children. 

 We are victims of one of 
the most dreadful and far-
reaching disasters of our 
lifetimes. Amid this COVID-
19 crisis, what should be the 
priorities of HR and talent 
leaders?

 The focus should be on 
our people. Full stop. I can’t 

stress enough how impor-
tant it is that HR folks and 
other company leaders 
check in with their employ-
ees and make sure they’re 
getting the support they 
need. This is a trying time 
for everyone for various 
reasons, and while we can’t 
control the effects of  the 
virus, we can control how 
we choose to help our people 
cope. Offering things like 
extended sick days, flexible 
work schedules and mental 
health resources can make a 
huge difference for employ-
ees’ mental and physical 
wellbeing. 

 Times of crisis have 
historically also been 
opportunities for change. 
Are you optimistic that 
as we emerge from this, it 
could be a chance to create 
a better economy?
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Post-COVID-19, we 
will see employers 
express more 
compassion and 
provide more 
flexibility to 
employees. From 
a tech perspective, 
I also believe 
we’ll be more 
reliant on remote 
technologies than 
ever before
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 Absolutely. We are dedi-
cated to learning from this 
trying time, growing and 
coming out stronger in the 
end. It’s clear that the work-
place of  the future will be 
forever changed, and we are 
working tirelessly to ensure 
our company and employ-
ees can successfully adapt 
to whatever our new normal 
looks like. 

While we’ll likely be feel-
ing the effects of  COVID-19 
for a long while, I’m opti-
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and safety of  our employees, 
customers and partners. Our 
goal from the onset of  the 
pandemic has been protect-
ing our people through 
several actions and initia-
tives including:

With the continuing esca-
lation of  COVID-19 cases 
around the world and out of  
an abundance of  caution, 
most of  the global work-
force is working remotely 
and we are regularly assess-
ing the situation to adjust or 

and supply chains are being 
monitored regularly by the 
Global Crisis Management 
Team to determine our abil-
ity to adequately handle 
business functions and 
meet corporate, customer 
and stakeholder obliga-
tions. To protect the mental 
well-being of  our employ-
ees, VMware has also imple-
mented no-questions-asked 
pandemic leave and a new 
wellness program we’re 

I think potential 
employees’ 
priorities are really 
going to change 
coming out of this. 
Something that 
will be important 
for HR leaders to 
recognize is that 
people are going to 
be looking for jobs 
that offer a lot of 
flexibility, in case 
something like this 
happens againmistic this period will serve 

as a learning opportunity 
for businesses everywhere 
and hopefully better prepare 
us for any similar future 
events. 

 How is VMware respond-
ing to COVID-19? How are 
you coping?

 First and foremost, we are 
prioritizing the well-being 

extend, as necessary. In addi-
tion, proactive measures are 
established across VMware 
offices, such as providing 
hand sanitizer and other 
disinfectants in public areas, 
revising cleanup protocol 
and having masks on hand 
for individuals who are not 
feeling well or exhibiting 
symptoms of  an illness.

VMware’s service delivery 

encouraging employees to 
take advantage of. Beyond 
these safety measures, 
VMware has also success-
fully enabled more than 
30,000 people in our work-
force to work from home. We 
are also leveraging VMware 
technology to empower 
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employees, customers and 
partners to remain produc-
tive.

 As businesses and 
economies reopen post-
COVID-19, what should be 
the approach/priorities of 
business and HR leaders in 
terms of hiring and recruit-
ment?

 I think potential employ-
ees’ priorities are really 
going to change coming out 
of  this. Something that will 
be important for HR leaders 
to recognize is that people 
are going to be looking for 
jobs that offer a lot of  flex-
ibility, in case something 
like this happens again. 
People will be paying close 
attention to things like 
remote work policy, sick 
day/leave, hazard pay, etc., 
and as HR leaders, we need 
to factor this in carefully to 
our compensation packages 
moving forward. 

I also think it’ll cause 
recruiters to look at non-
local candidates who might 
not have been considered 
before this point. Now that 
we know so many of  us can 
successfully work remotely, 
the talent pool will open up 
and allow for more diversity 
within candidates.

 The coronavirus 
pandemic, as experts say, 
will change the way we 
work globally. How do you 
see the future of work, life 
post-COVID-19?

 It's really tough to say 
because the impact will be 

This is a defining moment that creates 
a once-in-a-generation opportunity 
to challenge old assumptions and 
drive structural changes that open the 
playing field in critical areas

so significant and unlike 
anything we’ve experienced 
before. My hope is that, 
post-COVID-19, we will see 
employers express more 
compassion and provide 
more flexibility. From a tech 
perspective, I also believe 
we’ll be more reliant on 
remote technologies than 
ever before. There will be 
a need and desire to make 
the remote work process as 
functional and simple as 
possible. 

As we navigate the 
pandemic and this challeng-
ing time, there is a paradox 
at play. With roughly half  

the global population under 
some form of  lockdown, 
we’re experiencing a deeper 
sense of  unity and shared 
responsibly in our commu-
nities.

At the same time, we 
cannot sugar-coat that the 
pandemic has exposed a 
fundamental lack of  access 
to healthcare, education, 
jobs and financial security. 
This is a defining moment 
that creates a once-in-a-
generation opportunity to 
challenge old assumptions 
and drive structural changes 
that open the playing field in 
critical areas. 
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Designing the post-
pandemic workplace 
Mass quarantines and complete lockdowns, 
the epidemic has re-ignited and amplified the 
debate over the future of work
By Anushree Sharma

Y
ou might remem-
ber The Jetsons, 
the Hanna-Barbera 
animated series, 

ran on Cartoon Network. 
What especially makes it 
memorable is its opening 
theme featuring the family 
flying in a spacecraft, jetti-
soning to their daily activi-
ties. When the main charac-
ter, George Jetson, arrives 
at his work, his spacecraft 
closes up into a briefcase, 

and then he takes a conveyer 
into his office, right to his 
desk. Throughout the show, 
several robots and smart 
appliances assist him, pour-
ing his coffee, taking his 
coat — he even does video 
conferencing with his boss. 

Fast forward to 2020; 
video conferencing is a new 
normal today. Remote work-
ing is critical, and collabo-
ration tools are a must have 
for a productive environ-

ment. Mass quarantines 
and complete lock-downs, 
the epidemic has re-ignited 
and amplified the debate 
over the future of  work. 
While corporate giants like 
Twitter, Facebook, Tata 
Consultancy Services have 
announced permanent 
work from home for their 
employees, does that mean 
the beginning of  the end of  
the traditional office typol-
ogy?
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The short answer – No!
The virus definitely won’t 
kill the concept of  working 
in standard office buildings. 
However, the new normal 
will have businesses coming 
back with an open mind 
of  alternative spaces for 
working designed with the 
purview of  a healthy envi-
ronment.

As companies plan how 
to bring their workforce 
together again in the office, 
numerous calculations are 
being made to provide an 
environment that will keep 
workers safe, healthy and 
productive. While some of  
that strategy involves test-
ing and monitoring employ-
ees to prevent the spread of  
the coronavirus, architects 
are thinking about the actual 
physical design of  offices.

Automation & voice 
technology
Technology has been the 
table stake to respond to 
the ongoing pandemic and 
uncertainty.  Redesigning the 
post COVID-19 workplaces 
would require companies 
to invest in a new suite of  
contactless technologies to 
reduce disease transmission.

Take some inspiration 
from Zaha Hadid Architects’ 
new headquarters for the 
Bee’ah waste management 
company in Sharjah, UAE. 
The company has come up 
with ‘contactless pathways’, 
whereby employees rarely 
need to touch the building 
with their hands. 

Office doors open automat-
ically using motion sensors 
and facial recognition, while 
lifts - and even a coffee - can 
be ordered from a smart-
phone. 

Simple technology like 
Amazon Alexa for Business, 
for example, could become 
a new interface and remove 
the need for physically push-
ing a button or touching a 
surface in an office.

Technology could also 
be used to remind employ-
ees of  social distancing. 
Cushman & Wakefield has 
installed beacons into its 
office to track employees’ 

movements via their mobile 
phones, potentially sending 
alerts when six-feet rules 
are breached. Similarly, 
video conferencing would 
not restrict to work from 
but also extends to offices 
to avoid large meetings in 
conference rooms.

Cubicles will be back 
Offices are looking at adding 
the clear barriers between 
desks, perhaps even in 
between sinks in corpo-
rate bathrooms as Toyota 
Mississippi did. Toyota has 
installed transparent barri-
ers (plexiglass) at the tables 

The virus won’t kill the concept of 
working in standard office buildings. 
However, the new normal will have 
businesses coming back with an 
open mind of alternative spaces for 
working designed with the purview 
of a healthy environment
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and desks and workstations. 
One Italian design firm reim-
agined airline seating with 
clear partitions between 
passengers. Nike office in 
Memphis, Tennessee, United 
States, among others have 
installed plexiglass as barri-
ers at the desks. 

Cubicles which appeared 
in US offices in the 1960s as a 
way to encourage personali-
zation, movement, and mean-
ingful interactions among 
office workers, will get back 
into trend for altogether a 
different reason- workplace 
health & safety.

According to the Cush-
man & Wakefield’s the 6 feet 
office concept consists of  six 
elements:
•	 6 Feet Quick Scan: A 

concise but thorough 
analysis of  the current 
working environment in 
the field of  virus safety 
and any other opportuni-
ties for improvement.

•	 6 Feet Rules: A set of  
simple and clear work-
able agreements and rules 
of  conduct that put the 
safety of  everyone first.

•	 Feet Routing: A visu-
ally displayed and unique 

and safe facility environ-
ment.

•	 6 Feet Certificate: A 
certificate stating that 
measures have been taken 
to implement a virus-safe 
working environment.

Co-working to increase?
Proponents of  co-working 
spaces have long argued that 
companies managing flex-
ible office space would be 
able to weather a recession. 
While a number of  clients 
at co-working spaces might 
choose to liquidate their 
space completely, co-working 
companies expect an influx 
of  new clients looking to 
downsize from traditional 
office space with long lease 
terms into so-called flexible 
or co-working space.

Before the COVID-19 crisis, 
many large companies were 
increasingly taking advan-
tage of  the flexible terms of  
co-working space rather than 
taking on long-term leases. 
That’s likely to continue, 
perhaps even more rapidly.

Reconfigure flex spaces
Workplace spaces like recep-
tion, conference rooms, etc. 
typically operate on a first 
come first served basis and 
offer fewer desks than people. 
The immediate concern 
with this type of  workplace 
is cleanliness and cross-
contamination from multiple 
people sharing desks. These 
spaces may need to be used 
differently until the COVID-
19 threat is over.

The six feet rule
Global real estate company 
Cushman & Wakefield has 
risen to the challenge with 
a new design. It's called the 
Six Feet Office. It's a way 
of  transforming existing 
offices into places where 
the six-feet distance rule - 
which governments may 
continue to mandate - can be 
observed.

routing for each office, 
making traffic flows 
completely safe.

•	 6 Feet Workstation: 
An adapted and fully 
equipped workplace at 
which the user can work 
safely.

•	 6 Feet Facility: A trained 
employee who advises on 
and operationally ensures 
an optimally functioning 
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To reduce the spread 
of  germs plans to phase 
employees back into these 
environments may involve 
dedicating seats to indi-
viduals for a set period of  
time. If  alternating the 
occupants assigned to each 
desk on different days or 
weeks, clearly communicat-
ing the plan with cleaning 
services will be paramount 
for instilling confidence in 
staff  that desks have been 
sanitized.

To have or not have 
isolation rooms
In the event an employee 
begins exhibiting symp-
toms — whether in build-
ing lobbies, common areas, 
or tenant spaces — organi-
zations will need the abil-
ity to isolate anyone who is 
or becomes symptomatic 
while at work. Designating 
and communicating spaces 
so that every manager and 
employee knows their loca-
tion and purpose is neces-
sary for ensuring workers’ 
well-being.

An isolation space can be 
any type of  enclosed room. 
Considerations should be 
taken for special cleaning 
protocols in these spaces, 
ideally with special ventila-
tion or negative air pressure 
to further reduce exposure 
to others in the area.

Physical distancing
An office in Amsterdam 
designed by Cushman & 
Wakefield, a property-

While corporate giants like Twitter, 
Facebook, Tata Consultancy Services 
have announced permanent work 
from home for their employees, 
innovative use of technology can help 
get us back to office which is safe

services group, has desks 
surrounded by a zone of  
color-coded carpet to let 
people know when they are 
getting too close. At the start 
of  the day workers pick up a 
paper deskpad on which to 
rest their laptop, and which 
is discarded when they 
leave. Arrows on the floor 
guide them to move around 
clockwise.

Offices can also use more 
cues and stickers like the 
ones used for road mark-
ings. From squash-court-
style lines in lobbies to 
standing spots in lifts, and 
form circles around desks to 

lanes in corridors, the floors 
and walls of  our offices are 
likely to be covered in visual 
instructions.

You can also encourage 
employees to walk clock-
wise, creating one-way flow 
to minimize transmission, 
as adopted by many hospi-
tals during the current 
outbreak.

As we proceed into the 
months ahead, and plans 
commence for the return 
to the office, we hope these 
considerations can support 
the balance of  business 
continuity and the safety of  
workers everywhere. 
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Skill development and new models of learning will be central to the 
recovery post-COVID-19, according to Minister for Skill Development 
and Entrepreneurship of India Mahendra Nath Pandey
By Abid Hasan

There will be significant 
focus on reskilling and 
upskilling: India Skill 
Development Minister

i
n

t
e

r
v

i
e

w

M
ahendra Nath 
Pandey is an 
Indian politi-
cian who is the 

current Minister for Skill 
Development and Entre-
preneurship of  India and 

Member of  Lok Sabha for 
Chandauli since 2014. He has 
also served as Union Minis-
ter of  State for Ministry of  
Human Resource Develop-
ment between 2016 and 2017. 

In an interaction with 

People Matters, the Minister 
shares his thoughts on the 
current economic scenario 
due to COVID-19. The econ-
omy has come to a stand-
still because of  this current 
pandemic, with millions 
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of  job losses and labourers 
returning to their homes 
are an alarming situation 
and what is the government 
doing to keep things under 
control. 

Read the edited excerpts 
here. 

 You have been the HRD 
Minister in the past and are 
now handling the Ministry 
for Skill Development and 
Entrepreneurship. How has 
the journey been so far? 
What were some of your 
significant challenges and 
achievements?

 While the Ministry of  
Human Resource Devel-
opment is focussed on the 
education of  India's citi-
zens, the Ministry of  Skill 
Development is focussed on 
empowering the youth with 
skill sets towards being gain-
fully employed and contrib-
uting to the economic 
growth of  the country. 

MSDE primarily drives 
the Skill India Mission that 
was launched by the Honor-
able Prime Minister, Shri 
Narendra Modi and was 
designed to help India’s 
youth achieve their full 
potential, hone their skills 
and help in the economic 
development of  the nation. 
The journey so far has been 
full of  different functions 
towards creating an employ-
able and stronger work-
force. We have revamped 
many initiatives from poli-
cies for skill development 
and entrepreneurship, to 

the Apprenticeship Act and 
the programs for skilling, 
upskilling and reskilling of  
the nation’s workforce.

The significant achieve-
ments include:
•	 Over 1 crore youth join 

the Skill India Mission 
annually

•	 Launch of  Pradhan 
Mantri Kaushal Vikas 
Yojana (PMKVY) to aid 
those who cannot pay for 
their skill training and 
find a means of  livelihood 
for them 

•	 Setting up of  Pradhan 
Mantri Kaushal Kendras 
(PMKKs) – close to 750 
state-of-the-art skilling 
centres for youth

•	 Introduction of  a wide 

range of  reforms to the 
Apprenticeship Act of  
1961, to make it signifi-
cantly easier for the 
industry to take on much-
needed apprentices, 
extended it to the service 
sector

•	 Reinvigorated the ITI 
ecosystem through 
modernization, enhanced 
pedagogy, revised curric-
ulum, better technology, 
quality training and an 
online examination and 
assessment system

•	 Introduction of  new-
age courses in 12 NSTIs. 
These include Internet of  
Things – Smart Health-
care; Internet of  Things – 
Smart Cities; 3D printing; 

We will have to uplift and enhance 
our manufacturing and industrial 
output to reduce external 
dependency while catering to 
international and domestic demand
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Drone pilots; Solar Tech-
nicians and Geo-Informat-
ics among many others.

 The country is going 
through an economic slow-
down. How are you plan-
ning to link skill develop-
ment with employment in 
the current crisis?

 Once the nationwide lock-
down ends and the COVID 
19 crisis is behind us, we 
expect the country will be at 
a distinct advantage when it 
comes to economic recovery.  
Needless to say, that on one 
hand while a few sectors will 

factors but also by the entre-
preneurial spirit that we 
have been inculcating in 
our students over the years, 
and the focus we have laid 
on new-age skills that will 
become increasingly impor-
tant in the post Coronavirus 
world. We expect these new-
age skills to become highly 
in demand. 

Also, through our e-skill-
ing initiatives, we have 
enabled possibilities for 
many to upgrade their exist-
ing skills. The lockdown has 
given many people time to 
catch up on their skilling 

sion about a change in the 
approach of creating more 
jobs and upskilling more 
people post this crisis?

 We have been working 
closely with the MHRD on 
ensuring integration of  
skills both at a school and 
college level so that we can 
engage with the youth at the 
right age and tap them at the 
right time.  

Of  late, India has been 
getting queries from the 
European Union and the 
US for textiles, homeware, 
ceramic tiles, engineering 
goods, furniture, among 
others as part of  one plus 
one strategy in relations to 
China. India’s electronics 
industry is heavily depend-
ent on China, importing 
about $20.6 billion worth 
of  electronic items in 2018-
19, which can be now made 
in India. We should explore 
this opportunity and should 
uplift and enhance our 
manufacturing and indus-
trial output to reduce exter-
nal dependency. 

Degree Apprenticeship 
is a new education route, 
recently introduced by 
the Government, bringing 
together the best of  higher 
and vocational training. This 
new option enables univer-
sity study and the invaluable 
on-the-job training typical 
of  an apprenticeship. While 
pursuing a degree course 
the candidate can undergo 
apprenticeship training as 
an integrated component of  
the curriculum. 

We have always focused on a job-ready 
workforce. Now that the opportunity 
will arise, we will be able to meet these 
requirements of the industry
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be impacted like travel and 
tourism, hospitality, automo-
biles, real estate and enter-
tainment; on the other hand, 
there will be a few which 
will likely see growth – like 
pharma, FMCG, Health, 
logistics and e-commerce. 

With a decreased depend-
ency on China, India will see 
several opportunities come 
its way. We will have to uplift 
and enhance our manufac-
turing and industrial output 
to reduce external depend-
ency while catering to 
international and domestic 
demand. 

This recovery will not 
only be driven by the above 

requirements and upskill 
wherever necessary. 

Under the leadership of  
our Prime Minister, we are 
working on an action plan to 
reskill unemployed migrant 
and informal sector work-
ers once the lockdown is 
lifted. These will not only 
help rehabilitate those who 
have lost their jobs because 
of  the coronavirus crisis but 
also make workforce read-
ily available once economic 
activity restarts. 

 How closely are you work-
ing with the HRD Ministry 
in the area of employment? 
Has there been any discus-
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 With COVID-19 impact-
ing all the major sectors and 
employment opportunities 
will be limited. How do you 
plan to deal with this? 

 With each challenge and 
adversity comes an opportu-
nity. While it is right to say 
that some sectors will take a 
hit, there will be a few which 
will see increasing demand. 
New job roles will be created 
to meet demand nation-
ally and internationally. As 
mentioned above sectors 
like Healthcare, Logistics, 
Emergency services, Green 
jobs, E-commerce, Home 
delivery services, IT/ITeS 
will see increasing demand 
for a skilled workforce. We 
have always focused on a 
job-ready workforce. Now 
that the opportunity will 
arise, we will be able to meet 
these requirements of  the 
industry. 

In a few segments, like 
in reskilling and upskill-
ing, continuous and quick 
assessment of  demand 
will be done by a special 
research team which will be 
formed soon. There will be 
a clear focus on employer-
led training for the focussed 
outcome and we will enable 
fast-tracking approval for 
additional course. We can 
expect large scale entrepre-
neurship led skilling espe-
cially supporting the micro-
entrepreneurs along with 
creation of  linkages to the 
credit network. The focus 
will be on blended model 
for learning with increased 

scalability and quick turna-
round time.

 How is the ministry 
navigating through the 
challenges brought on by 
COVID-19?

 Firstly, we are trying to 
ensure that we keep all our 
students, staff  and partners 
safe hence all centres were 
shut with immediate effect 
of  the nationwide lockdown 

MSDE has also notified 
all establishments to pay 
the full stipend to appren-
tices engaged with them. 
Currently, 24,884 establish-
ments are engaging 2.42 
lakh apprentices in both 
designated and optional 
trade. The Government will 
reimburse stipends to these 
establishments.

We have made extensive 
online resources available 
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that was announced by the 
Hon’ble Prime Minister 
in late March 2019. All our 
training centres, includ-
ing National Skill Train-
ing Institutes (NSTIs), ITIs 
and their hostels across the 
country have either been 
converted into quarantine/
isolation facilities or shel-
ters for the needy and have 
been extended to the Minis-
try of  Health and Family 
Welfare and to the respec-
tive State Governments. 40 
percent of  this capacity is 
already being utilized for the 
welfare of  the people. 

through the Directorate 
General of  Training for 
around 2 million students 
enrolled in industrial train-
ing institutes who are 
unable to attend classes. 
The complete curriculum 
is available through video 
lessons, question banks, 
mock tests and e-learning 
content through the Bharat 
Skills portal and mobile-
friendly application.

 What’s your take on the 
Indian job market at this 
point? Post COVID-19, how 
will the future look like?
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 The sections of  popula-
tion that are likely to be 
most impacted are – workers 
from impacted sectors, daily 
wage earners, migrant work-
ers and those working in the 
formal economy. There must 
be quick and continuous 
assessment of  demand and 
blended models for learning 
which are scalable and have 
quick turn-around time. 
There will be heavy focus 
on reskilling and upskill-
ing. This recovery will not 
only be driven by the above 
factors but also by the entre-
preneurial spirit that we 
have been inculcating in 
our students over the years 
and the focus we have laid 
on new-age skills that will 
become increasingly impor-

tant in the post Coronavirus 
world.

 
 What is the ministry 

doing to help people who 
have lost their job because 
of COVID-19?

 The nation is witnessing 
thousands of  migrant work-
ers, many of  whom have 
been rendered jobless by 
the nationwide lockdown 
imposed to curb the spread 
of  COVID-19, continue to 
return to their villages and 
home-towns. The govern-
ment is planning on using 
these workers for infra-
structure projects, a move 
that could help address two 
crucial problems – jobless-
ness and workforce short-
age. We are trying to find 

opportunities to link the 
semi-skilled and the skilled 
workers so that they can 
earn their livelihood and at 
the same time support the 
local economy. We are also 
looking at agriculture, agri-
processing and healthcare 
as immediate avenues to 
restart skilling with a focus 
on reverse migrants. 

 What are your plans for 
the Ministry for Skill Devel-
opment and Entrepreneur-
ship in the coming four 
years?

 We have received a signifi-
cant amount of  feedback and 
suggestions on what changes 
we can make to our vari-
ous initiatives to make them 
more efficient, with better 
outcomes. We are evaluat-
ing these and making some 
tweaks to the programs with 
a continued focus on appren-
ticeship, reskilling and 
upskilling as well as certifi-
cation and standardization 
of  existing skills. 

Beyond that, we are all 
working together to over-
come the challenges and 
continue our work in this 
environment where there is 
a new normal in place. 

The Ministry is currently 
in the midst of  planning 
the next phase of  the Prad-
han Mantri Kaushal Vikas 
Yojana, the umbrella scheme 
under the Prime Minister’s 
Skill India Mission along 
with other initiatives like 
IndiaSkills, Rozgar Melas, 
etc. 

In a few segments, like in reskilling 
and upskilling, continuous and quick 
assessment of demand will be done 
by a special research team which will 
be formed soon
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In a constantly changing 
world, let’s explore what’s 
key to surviving the 
disruption and making it to 
the future as an HR leader
By Bhavna Sarin

Survival 
skills for 
future HR 
leaders

“Education is our passport 
to the future, for tomorrow 
belongs to the people who 
prepare for it today.”
- Malcolm X

T
he debates and 
discussions 
surrounding man vs 
machine, humans vs 

robots, and human essence 
vs AI have been going on 
for quite some time now 
without a declared winner. 
What has come out from 
these discussions though is 
that technology is here to 
stay and humans are irre-

placeable. The question is 
no longer about who will 
conquer, but about a trade-
off, rather balance. How 
capable is one to strike that 
balance will determine their 
future, as well as the future 
of  the ones around them. 

These capabilities are not 
necessarily in-built, these 
are skills that given the 
intrinsic drive of  humans 
in the present time, they can 
be acquired and sharpened 
over a period of  time. As 
HR professionals and lead-
ers, these skills become even 
more critical to be able to 

navigate and lead the rest 
of  the organization through 
turbulent, uncertain and 
disruptive times. But what 
are these skills that will 
future-proof  you as an HR 
leader as you ponder over 
your next curve?

As an HR leader, before 
you plan for the future, you 
need to take a step back and 
look at the bigger picture. 
And helping you look at this 
bigger picture with the right 
lens, is none other than 
Michael Vance, who gives 
you 8 lenses to filter through 
the clutter and identify 
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pillars to strategize. These 8 
lenses or as he calls them, 8 
equities, are - physical, spir-
itual, psychological, intel-
lectual, emotional, finan-
cial, social and family. While 
these are broad equities to 
ponder upon, you do need 
to streamline your focus on 
internal skills to be ready 
for the future.

We bring to you five such 
survival skills that are criti-
cal to boost your ability to 
survive and capability to 
lead in a future that remains 
unknown. Let’s find out 
what these are below!

Emotional Intelligence
The world of  work is already 
experiencing turbulence 
and going through a disrup-
tive phase, and no one yet 
knows where the path leads. 
However, what we do know 
is that this disruption brings 

with itself  opportunities 
and technology, and both 
in abundance. What lacks 
is clarity, and that missing 
piece triggers fear, anxiety, 
and stress among the work-
force. The rising job insecu-
rity among employees and 
the resulting fear of  finan-
cial instability is a trigger 
for an unhealthy and unpro-
ductive work environment. 
Leaders need to prioritize 
building their emotional 
intelligence to combat such 
man-made worries and not 
only redirect the energy of  
the workforce, but also iden-
tify and acknowledge their 
concerns and offer new-age 
solutions to their diverse set 
of  problems. Some basics 
to guide you in this skill 
include:
•	 effective listening
•	 making open communica-

tion a priority 
•	 valuing ideas and empow-

ering employees in their 
journey

 “75% of  careers are 
derailed for reasons related 
to emotional competencies, 
including inability to handle 
interpersonal problems; 
unsatisfactory team leader-
ship during times of  diffi-
culty or conflict; or inability 
to adapt to change or elicit 
trust,” according to The 
Center for Creative Leader-
ship. Need we say more?

Ambition
Ambition is no longer just 
a trait you are born with. 
You might have not always 
been an ambitious individ-
ual, you make do with what 
is served to you and have 
learned to be content. While 
that is an important human 
trait to survive, an impor-
tant trait for future lead-
ers to survive and thrive is 
being ambitious. HR lead-
ers of  tomorrow need to be 
hungry and driven to learn, 
driven to get better, driven 
to scale performance, driven 
to better performance of  
others, driven to create busi-
ness impact, and driven to 
explore untapped paths that 
lie outside of  their comfort 
zone and KRAs. The world 
of  work is changing, the 
role of  HR is evolving, and 
to be successful as a leader 
in such times, your ambi-
tion and craving for perfor-
mance, results and develop-
ment will determine your 
path as a leader.
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Risk-taker
The term VUCA has been in 
existence for quite some time 
now. While it was applicable 
in pockets and dependent on 
the nature of  an industry, 
organization and people, it 
now is more universal in the 
real sense of  the word. And 
to lead the workforce in such 
volatile, uncertain, complex 
and ambiguous times, HR 

thinking skills, take initiative 
and become a lifelong learner.

upskilling and cross-skilling 
across domains, and foster-
ing a cultural fabric that 
bolsters the impact of  team 
work over individual achieve-
ments, the future HR leader 
can reignite dormant poten-
tial of  the workforce.

To lead workforce in a VUCA world, 
HR leaders need to gear up and be 
willing to take calculated risks to sail 
through the disruption, by building 
an internal ability to take chances, 
be brave enough to voice contrary 
opinions, experiment, fail fast, learn, 
improvise and try again

needs to gear up and be will-
ing to take calculated risks to 
sail through the disruption, 
by building an internal abil-
ity to take chances, be brave 
enough to voice contrary 
opinions, experiment, fail 
fast, learn, improvise and try 
again. By embracing change, 
continuously learning and 
not being afraid to experi-
ment, HR leaders can elevate 
not just their role, but also 
their impact. They need to 
be willing to challenge the 
status quo, think beyond HR, 
build business expertise, 
develop critical/analytical 

performance management, 
talent acquisition, employee 
engagement and so on. Today 
HR is very much a criti-
cal component of  ensuring 
smooth day-to-day function-
ing of  the organization as 
well as being a strong deci-
sion-maker for people and 
organization related matters. 
A successful HR leader isn’t 
one with an expertise only 
on people and operations, 
but one with an expertise 
in utilization, cost control 
and profitability as well. 
By collaborating with lead-
ers and teams outside HR, 

3
4

5
Collaborator
The concept of  a leader 
being the head of  the team 
is long gone. An absolute 
non-negotiable to become 
a future-ready HR leader 
is to be a collaborator. HR 
as a function no longer 
works in isolation on just 

Delegate
As crucial as it is to collabo-
rate, it is equally crucial to 
delegate. As easy as it is to 
say, delegation is a skill that 
does not come easily to a lot 
of  leaders. While some lead-
ers have a need to control 
everything, some lack trust in 
their teams to be accountable, 
and some simply don’t see it 
as a possibility. Delegation 
in other words also means to 
empower. Leaders often have 
a lot on their plate and that 
is a never changing scenario 
unless they learn to prioritize, 
delegate and hone the skills 
of  their teams to take up 
portions of  that work and step 
up in their roles. Delegation 
is not only about the work in 
hand, but also about plant-
ing seeds of  leadership for the 
future. As said by actor John 
Cusack about Theo Epstein, a 
renowned American baseball 
executive - “His power lies 
in a paradox, in the knowl-
edge that the only way to keep 
power is to give it away.” 

To keep your power as a 
leader, you must learn to also 
give it away. Like they say, 
sprinkle the stardust. So, how 
future-ready are you? 
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The biggest 
result of 
COVID-19 is 
‘change’: 
Dr. Niranjan 
Hiranandani
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In an exclusive interaction 
with People Matters, ‘builder 
extraordinaire’ Dr. Niranjan 
Hiranandani – Founder & 
MD - Hiranandani Group 
and President – Assocham 
& NAREDCO shares his 
views on what is keeping 
him awake at night as a 
business leader, what the 
workplace would be like 
post COVID-19 and how 
leaders can manage business 
continuity and people 
strategy simultaneously in 
these tough times
By Yasmin Taj
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T
he COVID-19 
pandemic has 
completely trans-
formed organiza-

tions and the way they func-
tion. This is a time that we 
had never seen before. So, 
it was obvious that riding 
through this tough wave 
would not be easy. As the 
lockdown gets extended in 
many cities, organizations 
are trying to find answers 
to many questions relat-
ing to resuming work from 
offices. But one thing is for 
sure; the crisis has changed 
the very ecosystem of  the 
workplace and there will be 
a “new normal” that we all 
must learn to adapt to. Lead-
ers too will need to redefine 
their leadership style to be 
more effective in these test-
ing times. 

In an exclusive interaction 
with us, Dr Niranjan 
Hiranandani – Founder & 
MD- Hiranandani Group 
and President – Assocham & 
NAREDCO, shares what is 
keeping him awake at night 
as a business leader, what 
the workplace would be 
like post COVID-19 and how 
leaders can manage business 
continuity and people 
strategy simultaneously in 
these tough times. He also 
highlights how passion 
and persistence with 
integral commitment and 
unwavering efforts is the 
key to achieve success and 
scale great heights.

Dr. Hiranandani is 
known as a Co-Founder and 

MD, Hiranandani Group, 
who recently started a 
distinct Business Unit - 
Hiranandani Communities. 
Currently, he spearheads 
as the National President 
for National Real Estate 
Development Council 
(NAREDCO), which works 
under the aegis of  Ministry 
of  Housing & Urban Affairs, 
Government of  India and 
also appointed President 
of  one of  the oldest trade 
body of  India -ASSOCHAM 
(Associated Chambers of  
Commerce and Industry). 
He has also been conferred 

  In these unprece-
dented times, what is keep-
ing you awake at night? 
What is your biggest worry 
as a business leader?

 My people; and my fellow 
citizens. I look at thousands 
of  fellow Indians trudging 
along miles to reach their 
villages from the cities 
they were till recently gain-
fully employed, it breaks 
one’s heart. Why have we 
let things reach these levels 
of  human tragedy? Prof-
its and losses are a part of  
business; human suffer-
ing which could have been 

As a leader, you have to be the father 
figure – someone who can be relied on 
for support when times are tough as 
also one who plays the role of a strict 
taskmaster when necessary

with the degree of  Doctor of  
Philosophy in Management 
with thesis on real estate. 

He is known as ‘Builder 
Extraordinaire’ and as 
the visionary man behind 
redesigning the skyline 
of  Mumbai. With his 
profound knowledge, sharp 
business acumen and an 
ambitious attitude, he 
has been conferred with 
the leadership role across 
various prominent business 
organizations and apex 
chambers by Industry 
pundits.

Here are the excerpts from 
the interview. 

avoided – and wasn’t – hurts 
all the more. If  we can’t 
take care of  our fellow citi-
zens by providing them 
with transport back home, 
how does it matter whether 
we are a market leader or 
just another Fortune 500 
company. That thought 
keeps me awake at night. 
 

 How has the COVID-19 
outbreak impacted the real 
estate industry in particu-
lar?

 Work has ground to a halt; 
trained migrant labor has 
been lost to the pandemic 
fueled worries and the 
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world we lived in prior to 
COVID-19 is gone. So the 
biggest impact, as a result 
of  the COVID-19 outbreak, 
is change. Yes, there will 
be buyers for the homes we 
build, but the specifications 
that home buyers will want 
in the post-COVID world will 
change the paradigm of  real 
estate. Sales and market-
ing will complete the shift 
to digital; automation will 
increase and new technol-
ogy that reduces dependence 
on labor – including usage 

ness leader in challenging 
times. From the migrant 
labor on construction sites 
which we took care of, to 
ensuring alternative means 
of  productivity for white 
collar human resources, to 
ensuring that the planning, 
architecture and design 
team keep the changed para-
digm in mind while work-
ing on projects that will be 
future-ready – it is all about 
keeping the team gainfully 
occupied. The challenges 
will be met, once the team 

who plays the role of  a strict 
taskmaster when neces-
sary. It is a combination 
of  being soft and tough at 
different times, as required. 
The team has to be moti-
vated, given new challenges 
as also rewarded when they 
perform. One needs to keep 
in mind that the fear, uncer-
tainty and doubt that their 
employees are going through 
is at a much higher level, 
also being faced by business 
leaders. It is about keep-
ing calm while helping the 
team handle its worries and 
concerns. As the leader, the 
buck stops at your table, and 
dealing with issues like fear, 
uncertainty and doubt are 
all in a day’s work.

 
 In this time of crisis, what 

has worked for you and 
what hasn’t?

 As a corporate entity and 
as a group of  companies, 
we have faced many chal-
lenges over the years so, 
there’s a crisis management 
template in place. Positive 
thought and a constructive 
approach works in a crisis – 
as it does in normal times. 
Teamwork in the real sense, 
especially the willingness of  
the leader to listen to sugges-
tions from any member of  
the team regardless of  their 
designation, when they have 
something constructive 
to contribute works - even 
more so during a crisis.

What hasn’t worked is the 
expectation that policy deci-
sions would translate into 

Teamwork in the real sense, 
especially the willingness of the 
leader to listen to suggestions from 
any member of the team regardless 
of their designation, when they have 
something constructive to contribute 
works - even more so during a crisis

of  prefabricated structures 
- will get integrated into 
the work process. In other 
words, ‘driving the need to 
adapt to change’ is how the 
outbreak has impacted real 
estate.
 

 What is your immediate 
focus area? How are you 
managing business conti-
nuity and people strategy 
simultaneously?

 Taking care of  your 
people – the team that 
worked wonders in good 
times – this is the immedi-
ate focus area for any busi-

is provided with the right 
sort of  work profiles – and 
the platform to create it on. 
You ensure future success 
by keeping your team fit and 
fully functional while pass-
ing through any crisis or 
challenge.
 

 How can leaders deal 
with the fear, uncer-
tainty and doubt that 
their employees are going 
through?

 You have to be the father 
figure – someone who can be 
relied on for support when 
times are tough as also one 
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actual movement at ground 
level. So, when authorities 
announced positive moves, 
they have not all translated 
into actual moves at ground 
level.  

 
 If you had to take a tough 

decision, around people (for 
example, pay cuts, down-
sizing, cost -cutting meas-
ures, redundancy of certain 
roles), how would you do it? 
What should leaders focus 
on and what should be their 
approach when it comes to 
making these tough deci-
sions?

 It is the overall good 
that needs to be taken into 
account while taking any 
tough decision. If  you are 
ill and have to take an injec-
tion to recover, the pain of  
the syringe is something you 
have to deal with as part of  
the process of  healing from 
the illness. You can’t duck 
out of  taking the injection; 
similarly, pay cuts, down-
sizing, cost-cutting meas-
ures, redundancy of  certain 
roles – these have to be done 
when necessary. One has to 
bite the bullet, be transpar-
ent and open on why certain 
unpleasant decisions have to 
be taken. A leader has to be 
realistic, look at the bigger 
picture and figure out how 
best to deal with the chal-
lenges. Delaying the inevi-
table does not work; one’s 
approach has to be straight-
forward and direct while 
making these tough deci-
sions.

 Many organizations are 
seeing opportunities emerg-
ing in addition to challenges, 
whether it be in addressing 
new client needs or oppor-
tunities to improve your 
organization’s effectiveness. 
What opportunities are you 
seeing?

 Every challenge is an 
opportunity; at Hiranan-
dani Group of  Companies, 
we have seen this work in 
the past, across many chal-
lenges that have arisen. 

In future, it will be a world where 
virtual and digital will seamlessly 
combine with the human 
interface, leveraging automation 
and technology across new-age 
work platforms riding on artificial 
intelligence and machine learning, 
and bringing the future to us in the 
present day, today!

fast pace, ensuring that we 
are relevant to the world as it 
is present-day; as also ensur-
ing that our products and 
services are ‘future-ready’. 
Marketing and sales activi-
ties have adapted to the digi-
tal and online platforms, and 
we are relevant to new-age 
customers as also the existing 
customer/ investor base.
 

 How is the Hiranandani 
Group preparing for the new 
world of work post COVID-19?

COVID-19 brings in a para-
digm change in the way we 
do business and also address 
the needs of  our customers 
so that we give them a real 
estate product that is ‘future-
perfect’. The ‘new normal’ is 
still being defined, where we 
have made a virtue from the 
adversity of  being flexible 
enough to be able to adapt 
to the ‘new normal’, regard-
less of  whatever specifica-
tions it finally emerges with. 
We are integrating automa-
tion and technology at a very 

 We are already working as 
per the specifications, which 
we see defining the scenario 
expected in the new world of  
work post COVID-19. It is a 
world where virtual and digi-
tal will seamlessly combine 
with the human interface, 
leveraging automation and 
technology across new-age 
work platforms be they 3D 
or virtual reality riding on 
artificial intelligence and 
machine learning, and bring-
ing the future to us in the 
present day, today! 
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The companies of today must 
become the social enterprises of 

tomorrow, finds Deloitte’s Human 
Capital Trends Report 2020

By Mint Kang

Preparing your business 
for the future

O
rganizations are 
moving towards a more 
human approach that 
balances technology 

and people, profit and purpose, 
stakeholder and shareholder 
needs, according to the Deloitte’s 
tenth annual Deloitte Human 
Capital Trends Report released 
recently. The report examines 
the sustainability of  work as it is 
currently understood and how it 
can be enhanced by embedding 
critical values and attributes into 
the organization.  

Erica Volini, principal and 
global human capital leader, 
Deloitte Consulting LLP, said: 
"Organizations need to realize 
that reinventing work is about 
building a culture where humans 
can thrive by creating meaning in 
work, as well as developing a new 
level of  resilience and adaptability 
to handle disruptive events. 
This extraordinary time is when 
organizations should identify and 
invest in workers’ capabilities, 
develop new team structures, and 
evaluate how to best leverage the 
alternative workforce."

Here are some people-focused 
takeaways from the report.

Designing work to make 
people feel welcome
The report shows that belonging 
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and well-being are considered 
the most important human 
capital issues today, and based 
on statistics from previous 
years, more important than they 
have been in the last decade. To 
create that sense of  belonging, 
organizations need to make their 
people feel comfortable at work; 
connected to each other; and 
have a sense of  contribution to 
meaningful work outcomes. Well-
being, on the other hand, arises 
from work that is designed to 
reduce unnecessary stress upon 
the people doing it; whether 
by providing them with the 
autonomy to work in the ways 
most productive for them or by 
reducing dependency upon any 
one individual; or simply by 
providing the resources that are 
needed. In short, well-being for the 
employee body as a whole, rather 
than for disparate individuals.

Creating resilience for a 
time of growing uncertainty
Workers today need to change 
their skills and capabilities 
at an unprecedented rate: the 
report finds that in 53 percent 
of  organizations, half  to all 
of  the workforce will need to 
upskill within the next three 
years. Economies around the 
world are shifting towards 
an "age of  imagination", and 
success is becoming dependent 
on increasingly less quantifiable 
strengths. And the responsibility 
for equipping employees with 
these strengths is viewed as 
resting primarily with employers. 
But it is no longer enough to 
focus only on the strengths 
needed today. Instead, the report 

recommends that organizations 
need to skill their workforce 
to become more adaptable and 
agile, capable of  adjusting to the 
uncertainties of  the future.

Pursuing a human-centric 
compensation strategy
Compensation strategies remain 
a pain point all around, with the 
report finding that executives 
are dissatisfied with their 
organization's compensation 
design even as workers demand 
greater fairness and transparency. 
To align compensation with the 
world of  work, organizations 
today need to structure their 
compensation strategies around 
human-focused design principles. 
They need to find better ways of  
valuing contributions; they need 
to properly acknowledge and 
reward changing responsibilities, 
pay for the development of  the 
skills they need, and reward 
teams as well as individuals. 
Most importantly, they must go 
beyond organizational objectives 
and acknowledge and meet the 
priorities of  the workforce: ethics, 
fairness, and compensation that 
allows socially acceptable living 
standards. 



As leaders, we 
either Adapt or Die: 
Director, JSPL 
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O
dgers Berndtson 
recently conducted a 
study in association 
with Harvard Busi-

ness Review Analytic Services. 
The findings of  the report are 
based on data analyzed from the 
responses of  almost 2,000 senior 
executives, managers and board 
members across the world. Given 
the current times, the study high-
lights the importance of  strong 
leaders in times of  disruption, 
however, it notes that there is an 
evident ‘Crises of  Confidence’ 
in corporate leadership globally 
and clearly, Adapt or Die is the 
clear message across industries 
in these times. Also true leaders 
are naturally emerging who are 
collaborating with their teams to 
find genuine solutions.

According to the report, today’s 
Leaders must find a way to 

In an exclusive interaction with 
People Matters, Sudhanshu Saraf, 

Director, Jindal Steel & Power Limited 
shares his views on what is keeping 

him awake at night as a leader in 
these unprecedented times, how the 

role of leadership being redefined 
in the current situation, and certain 

traits that can make leaders more 
effective in these times

By Yasmin Taj
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constantly evolve their busi-
ness strategy, find the resil-
ience to drive it forward, 
while also being prepared to 
seize opportunities. With the 
pace of  change being a major 
source of  disruption in itself, 
the role of  Leadership is 
being re-defined.

 With regards to what 
it means to be a leader in 
times of  crisis, we spoke to 
Sudhanshu Saraf, Director, 
Jindal Steel & Power Limited 
in an exclusive interac-
tion, where he tells us about 
what is keeping him awake 
at night as a leader, certain 
traits that can make lead-
ers more effective in times 
of  crisis and also gives some 
advice for leaders and the 
workforce at large as they 
learn to adapt to the new 
normal.

Saraf  is best at trans-
forming businesses. He has 
the competence and deep 
understanding of  trans-
formational philosophies 
such as Lean, Six Sigma 
and Theory of  Constraints 
and uses them very well in 
tandem. He has the change 
management skills which 
he acquired in consulting 
and a razor sharp focus on 
cash and profit. Experience 
of  32 years across indus-
tries, geographies, functions 
and verticals, has made him 
industry-agnostic, a whole-
system thinker and a process 
expert. As a business leader, 
he has been transforming 
businesses through coordi-
nated use of  improvement 

philosophies and change 
management to solve busi-
ness problems and for creat-
ing 2X to 10X increase in the 
bottom line of  the enterprise.

He started working with 
Jindal Steel & Power Limited 
(JSPL) as a management 
consultant from Septem-
ber 2015. The breakthrough 
results and their significance 
in everything that he worked 
on, prompted the promoter to 
ask him to join the company 
as its CEO, which he did 
from January 2019. 

return of  truck drivers and 
labor (of  project sites) back 
to work. We actually have no 
issues with the availability 
and inward logistics of  the 
raw materials, so production 
is not an issue. And since 
the projects move in phases, 
progress within a phase 
(with consumption) gives 
rise to orders and so on and 
so forth. So for regaining the 
lost flow, both drivers and 
site labour are required.

My biggest worry at the 
national level is about food 

We all have seen the impact of 
one “missing” domino in the chain 
reaction, and in today’s scenario there 
are multiple missing dominos within 
the geographical distances between 
production and consumption sites

 As a leader in the unprec-
edented times that we are 
facing, what is your biggest 
worry?

 I am not sure if  I have a 
singular response to this 
gigantic question! There 
is so much uncertainty 
on all fronts and since it 
is “unprecedented”, any 
understanding of  cause-and-
effect does not exist. So my 
response is at three levels: I 
want to respond at an Indian 
Steel Industry level, India 
as a country level, and the 
global level.

From an Indian Steel 
Industry perspective, my 
biggest worry is about the 

security, a famine. Not 
impacted by drought or 
lack of  rains, but because 
of  broken supply chain 
and damage to crops, espe-
cially the perishable ones.

And at the global level, 
the worries are on simi-
lar lines of  poor logisti-
cal connection between 
the supplier and the 
consumer. We all have seen 
the impact of  one “miss-
ing” domino in the chain 
reaction, and in today’s 
scenario there are multiple 
missing dominos within 
the geographical distances 
between production and 
consumption sites.
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 The Leadership Confi-
dence Index report by 
Odgers Berndtson in associ-
ation with Harvard Business 
Review Analytic Services 
states that ‘Only 15% of busi-
ness executives worldwide 
have confidence in their 
own company’s top leader-
ship to successfully manage 
disruption’. What are your 
views looking at the current 
scenario? Where do you 
think, the problem lies?

 I am not surprised by 
the survey data. I think the 
problem is with the board 
and their selection process 
for the top job. Still compa-

nies want to put an indus-
try veteran in the top slot 
and have not learnt from 
the experiments of  IBM 
kind, where they decided 
in favor of  Louis Gerstner. 
In my view, the ability to 
innovate or think out-of-the-
box would tremendously 
enhance if  the top man 
or a few people in the top 
team are from other indus-
tries. Every industry has 
their own challenges, own 
approaches to address those 
challenges and hence, own 
solutions as well. There is so 
much to learn and leverage 
with the inter-industry cross 
pollination. 

 The report states that the 
way forward is to either 
Adapt or Die. With the pace 
of change being a major 
source of disruption in itself, 
how is the role of leader-
ship being redefined in the 
current situation?

 I would say that the funda-
mentals of  business would 
never change. In my view, 
a person “A” (or a company 
“abc”) gives money to a 
person “B” (or a company 
“xyz”), when the person “B” 
satisfies a NEED of  person 
“A”; better the solution 
(satisfaction), more is the 
money; or higher the inten-
sity of  Need (pain/gain), 
more is the money! This is 
not changing, nor is going 
to change. What is chang-
ing are the needs and the 
pace of  change of  needs. So 
the role of  leadership needs 
to get aligned with these 
changes. And hence they 
need to spend more time 
and effort in understand-
ing the customer needs and 
keep doing this on a high 
frequency.

Biggest change would be 
required in the design of  
capital intensive projects 
which typically have long 
gestation and pay-back peri-
ods. The trade-off  would be 
between built-in flexibility 
in the design and the project 
costs.

 How can leaders navigate 
the cash flow constraint 
with limited or no reve-
nue streams, yet ensuring 

Every industry has their own 
challenges, own approaches to 
address those challenges and hence, 
own solutions as well. There is so 
much to learn and leverage with the 
inter-industry cross pollination
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adequate capital to fall back 
on to minimize the impact 
on salaries?

 In my view, the ultimate 
strength of  any organiza-
tion lies in its people. Laying 
off  people appears to be an 
immediate, quick and tempt-
ing solution. However, this 
can damage the organiza-
tion very badly. The damage 
would obviously happen 
on the image and culture 
of  the organization; but it 
also happens on the opera-
tional aspects when the 
fresh recruits take their 
own time and the remaining 
ones do not feel like giving 
their 100%. So, a better solu-
tion is to take a proportion-
ate cut across the levels and 
manage the situation as a 

team. This approach has 
a far better probability of  
survival with a good abil-
ity to bounce back quickly. 
Needless to say, it will also 
have a positive impact on 
the whole organization and 
even the business associates 
on either side of  the value 
chain.
 

 As per the report, ‘humil-
ity’ is a key trait required 
by leaders to succeed in 
today’s time. Considering 
the fact that most leaders 
do not know how the indus-
try growth scenario is going 
to play out, do you see a 
leadership style shift (from 
controlling to perhaps being 
humble)? Are there certain 
traits that can make lead-

ers more effective in times of 
crisis?

 “Respect” is my word or 
the “mantra” I like the most. 
And in my view, this is not 
going to change. As I said 
earlier, it is all about people. 
And when we talk about 
people, the biggest need 
does not lie in the once-a-
month pay cheque, or in the 
swanky office; people basi-
cally want to be respected. 
They want to be respected as 
human beings, respected for 
their intellect, respected for 
their skills and respected for 
being part of  your team. And 
it must come naturally and 
genuinely from the leader-
ship. I am okay with the lead-
ership’s need to feel impor-
tant, so long as they are 
also ready to acknowledge 
the importance of  each and 
every member of  the team.
 

 What are your top three 
priorities at the moment? 
What would your advice be 
for leaders and the work-
force at large as they learn to 
adapt to the new normal?

 Cash, safety of  our people 
and continuous feed of  
raw material to our blast 
furnaces and coke ovens, are 
currently the top three prior-
ities of  mine. In a manner, all 
the three are about safety … 
company, people and plant.

My advice to the people 
would be to give their high-
est priority to their mental, 
emotional and physical 
health in these unprece-
dented trying times. 

My advice to the people would be 
to give their highest priority to their 
mental, emotional and physical health 
in these unprecedented trying times
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Board meetings in the 
time of Corona

The COVID-19 pandemic attack has changed 
the world in ways none of the scenario - or 
risk heat-mapping corporations could have 
imagined even a quarter ago
By M. Muneer & Ralph Ward

I
t is that time of  the year 
now when quarterly – 
and for some annual – 
board meetings have to 

be held, especially when the 
Finance Ministry has clari-
fied that the financial year 
will not be changed despite 
the pandemic lockdown 
and social distancing. The 
COVID-19 pandemic attack 
has changed the world in 
ways none of  the scenario- 
or risk heat-mapping corpo-
rations could have imagined 
even a quarter ago. 

Perhaps it is best that 
tectonic or paradigm shifts 
occur suddenly – we have 
less time to worry over 
them, and instead, have 
to focus on simply living 
through the moment. The 
virus is also a great leveler 
since it does not discrimi-
nate between market leader, 
manipulator or laggard.

At a time of  global 
pandemic resulting in an 
economic turmoil both in 
developed and developing 
economies, and when 
we hear such words as 

“quarantine”, “depression”, 
“curfew”, and “lockdown” 
more often across the world, 
discussion on corporate 
governance may seem 
irrelevant and insignificant. 
But the fiduciary duties 
of  corporate boards – and 
their legal enforcement – 
carry on no matter how the 
world events shape up in the 
coming few months.

 Globally, plummeting 
stock markets, emergency 
government controls, crum-
bling supply chains and 

evaporating cash flows 
and reserves slap corpo-
rate boards in the face with 
urgency not seen in our 
lifetime. If  your board lets 
important filings, approv-
als or procedures get lost in 
the viral panic, legal liabili-
ties are certain to haunt the 
board members and even 
bite them, maybe even years 
down the road.

 As a board director, your 
inbox has no doubt been 
flooded with emails on all 



57june 2020 |

HR


 
S

t
r

a
t

e
g

y

the business, legal, and 
yes, life ramifications of  
the moment’s crisis. You 
will also have the mails 
from Ministry of  Corporate 
Affairs on the steps you need 
to take for the enterprise you 
are serving, not to mention 
random unsolicited advice 
on how some suppliers can 
help you work from home. 
But let’s focus on what we 
can do right now, and bring 
it into the boardroom.

We could probably write 
a whole book on the govern-
ance issues you’ll need to 
wrestle with in the days 
ahead, but first things first 
– how do you even conduct 
board meetings now when 
everyone is asked to aban-
don offices and work from 
home?

Worldwide, regulators are 
adopting some relief  provi-
sions for virtual business, 
dropping in-person require-
ments for annual general 
meetings and board meet-
ings. Just two weeks or so 
before, the US SEC lifted 
in-person voting and meet-
ing requirements under the 
1940 Investment Company 
Act, and India’s Ministry 
of  Corporate Affairs (MCA) 
has allowed virtual board 
sessions here. Expect more 
of  this in the weeks ahead, 
especially as companies 
scramble to conduct virtual 
annual meetings while keep-
ing things legal. 

Taking board business 
online has suddenly gone 
from being a smart idea 

to becoming an urgent 
necessity. Most boards 
we work with have some 
experience in this, making 
use of  board portal tech 
for information, and 
teleconferencing, often for 
their committees. But going 
completely virtual with 
video Directors’ meetings, 
is still a new thing for most 
boards, and we know many 
of  you are scrambling to 
make it work at the moment. 

Worse, even board direc-
tors that have some back-
ground in conducting their 
business online have likely 
done so with fairly worka-
day matters. Now, all boards 

are facing existential threats 
to their people, their opera-
tions, their cash flows, and 
the actual survival of  the 
enterprises they serve. 
Effectively taking your 
board operations online has 
jumped from baby steps to 
running for full marathon 
within a short period. 

The virtual board 
meetings could be in 
the form of  telephone 
conferencing, video 
conferencing or web-based 
conferencing.  Each has 
its own challenges and 
benefits. Board members 
not used to the technologies 
or etiquettes of  not-in-

Globally, plummeting stock markets, 
emergency government controls, 
crumbling supply chains and evapo-
rating cash flows and reserves slap 
corporate boards in the face with 
urgency not seen in our lifetime
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person meetings will have 
to be educated on the same 
quickly. The chair and the 
company secretary need to 
act quickly and decide on 
the conferencing and the 
rule setting for the same. 

For instance, the follow-
ing could be an overall 
guideline they may want to 
use to set for all board direc-
tors:
•	 Insist on a strict starting 

time suitable for all and 
take into consideration 
the different time zones 
the members might be in 

•	 Provide the relevant 
information to all prior 
to the meeting, includ-
ing the clear agenda. 
This could be on Intranet 
or on board portal with 
extra access restrictions 
if  needed. Exchange of  
documents, comments, 
and corrections will be 
easier in the new normal

•	 If  teleconference, ensure 
that everyone calls 

Worldwide, 
regulators are 

adopting some 
relief provi-

sions for virtual 
business, drop-
ping in-person 

requirements for 
annual general 

meetings and 
board meetings

from a quiet location 
and that they keep their 
microphone mute unless 
they are speaking

•	 Ensure that each speaker 
identifies self

•	 Designate someone to take 
notes and minutes of  the 
meeting

•	 Let older, tech-averse 
board members be famil-
iarized with e-mails based 
exchange of  information 
and editing of  shared files 
in a drop box

•	 Anticipate for hurdles 
such as poor bandwidth 
and network issues at 
some board member's end. 
Some board members may 
be awkward with the new 
zoom call tech. So plan for 
all that in advance. For 
instance, allow a start-
ing point and a deadline 
for communication, and 
perhaps, permit private 
schedules

•	 When everything is 
recorded or written, board 

members may not express 
themselves freely, fearing 
liability and so on

•	 Because of  the large bytes 
of  messages capturing 
the minutes of  the meet-
ing will be laborious and 
to identify the essence is 
a challenge for the chair

The board chair will have 
a challenging role in the 
time of  COVID-19, no doubt. 
Getting everyone involved 
in the discussion is critical 
to the board function. The 
chair will have to be very 
observant without line of  
sight at times. And indeed, 
he or she should welcome 
all to the new normal! 
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Muneer is co-founder and chief 
evangelist at the non-profit Medici 
Institute and Ralph is a global 
authority on boards; both drive 
alignment of board with strategy. Reach 
them at: muneer@mediciinstitute.org
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'Employee 
experience bolsters 
a company’s culture'
In an exclusive conversation with People 
Matters, Piyanuch Limapornvanitch, Chief 
People Officer, Pomelo Fashion talks about 
how employers can leverage AI and next-gen 
technologies to fuel differentiated employee 
experiences
By Mastufa Ahmed

P
iyanuch Limaporn-
vanitch is Chief  
People Officer 
at Pomelo Fash-

ion, one of  Asia's leading 
omnichannel fashion brand. 
She currently oversees 
Pomelo's global human 
resources efforts, including 
its HR operations, talent 
acquisition, and employee 
experience. Before joining 
Pomelo, Piyanuch led the 
HR division in Thailand at 
Accenture, spearheading 
learning initiatives across 
Southeast Asia.

Here are the excerpts of  
the interview.

 Why made EX become a 
priority for business leaders 
across the world?

 Employee experience 
bolsters a much stronger 
company culture, with each 
complementing the other. 
More and more organiza-
tions are recognizing people 

as their greatest assets, and 
additional investment is 
being placed in employee 
experience.

Business leaders are also 
realizing the benefits that a 
great employee experience 
can have on recruitment, 
employee engagement, and 
the company's bottom line.

 How do you take care of 
the 'employee experience' 
factor in your company? 

 While HR owns the 
employee experience, it is 
the responsibility of  every-
one in the organization 
to create great employee 
experiences. At Pomelo, we 
will be focusing on driv-
ing a culture of  creativity 
and innovation. As a young 
organization with people 
from diverse cultures and 
backgrounds, we will use 
this advantage to create a 
stronger culture and to drive 
performance. We will also 

be working on redefining our 
core values to help employ-
ees understand the Pomelo 
culture better.

 How do you measure the 
return on investment for 
your employee experience 
initiative? 

 Improving employee 
experience can require a 
substantial number of  hours, 
money, and effort. That is 

Employee experi-
ence will not just 
sit with HR. It will 
be a wider organ-
izational effort 
that will include 
C-suite members 
across different 
functions
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why most organizations need 
more practical justifications 
to invest in enhancing the 
employee experience.

One way to determine the 
return on investment for 
employee experience is to 
use metrics that are concrete 
and easily measurable. This 
includes employee reten-
tion rate, productivity level, 
customer satisfaction, and 
company's profitability.

However, it is important to 
focus on an employee-centric 
design rather than a process-
centric design. This would 
mean considering more 
qualitative metrics to deter-
mine the return on invest-
ment, such as the skills that 
employees are able to gain.

To create a robust career 
path, companies need to 
look at shaping tailored 
career journeys. This can 
be achieved by implement-
ing personalized learning 
and development, which 
corresponds to their job 
level, mentorship programs, 
and workshops. By help-
ing employees develop their 
skills, companies are able to 
boost their productivity as 
well.

 Are you leveraging 
technologies such as AI to 
enhance EX at your organi-
zation? 

 With AI and next-gen 
technologies, employers will 
be able to analyze and better 
understand their employees' 
needs for a fulfilling and 
engaging career experience.

Creating high functioning 
workforces begins with opti-
mizing engagement across 
the entire employee lifecy-
cle. Companies can lever-
age AI tech to individualize 
the employee lifecycle and 
apply sentiment analysis to 
understand employee work 
patterns better.
•	 It is essential to custom-

ize learning for better 
learner-experience and job 
performance that can be 
enabled by AI-based learn-
ing recommendations. 
AI tools will also suggest 
career paths and will help 
employees take career 
planning in their own 
hands. 

•	 Employers can look at 
leveraging tech to improve 
the design of  corporate 
office spaces and optimize 
space utilization to cater 
to diverse job functions.

•	 It is imperative to insti-
tutionalize technolo-
gies that align with the 

Future of  Work, enabling 
remote and full-time office 
employees to co-work and 
co-perform.
At Pomelo, we have built 

our own tools as well as 
in-house platforms to tailor 
to the company's needs, such 
as our supply chain plat-
form, Henry. As we begin to 
focus on HR and the needs of  
our employees, I expect that 
we'll develop similar tools 
in-house to address our HR 
needs as well.

 What are some of the 
biggest pitfalls you see 
organizations making when 
executing their employee 
experience strategy? 

 The underlying issue is 
that most companies do not 
create processes that are 
tailored to their employees. 
Some other common pitfalls 
include: 
•	 Soliciting employee feed-

back and not acting on it
•	 Analyzing results but not 
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communicating it to staff  
members

•	 Limiting employee 
involvement in the solu-
tion process

•	 Making big promises to 
address all engagement 
issues, but then under-
delivering

•	 Not measuring impacts 
and levels of  engagement 
to assess progress

 What's the future of 
employee experience? 
Where do you see the EX 
five years down the line?

 Companies will start 
placing as much emphasis 
on employee experience 
as customer experience. 
Employee experience will 
not just sit with HR. It will 
be a wider organizational 
effort that will include 
C-suite members across 
different functions, as well 
as workplace design teams, 
to look at employee experi-
ence more holistically.

Employee experience has 
to be more tailored as flex-
ible and remote working 
becomes mainstream. There 
will be a need to cater to new 
ways of  working. Values 
will also matter more than 
ever before. Organizations 
that make their values clear 
and uphold them boldly will 
have more chances of  retain-
ing key talent as employee 
experience and employee 
engagement will be intrinsi-
cally tied to how much they 
feel those values are under-
stood and represented.

Employees should also be 
involved in designing their 
own employee experience - 
an area to think about would 
be customizing their own 
benefits based on what they 
need. Employee experience 
is the next frontier in busi-
ness innovation, and compa-
nies that can create the best, 
most attractive workplace 
culture will garner the top 
talent and out-perform their 
competition.

engage employees by 
listening to them, monitor-
ing their sentiments, and 
providing feedback to the 
leadership.

At the same time, manag-
ers can also empower their 
employees to engage in 
regular dialogue and share 
their ideas. The rest of  the 
employees can do their part 
by sharing their ideas and 
making sure their voices are 
heard.

 How can companies win 
the war for talent by giving 
employees the workspaces 
they want, the tools they 
need, and a culture they can 
celebrate?

 The best talent today 
expect more than just great 
benefits and cool office 
perks. They prefer compa-
nies that embrace advanced 
technologies to make work 
simpler, faster, and better.

Companies that empower 
employees to chart a 
clear career progression 
path, supported by robust 
employee awards, benefits, 
and recognition systems, 
will also be seen as more 
attractive. When it comes to 
internal communications 
and performance reviews, 
companies can look at imple-
menting self-service portals, 
which will give employees 
access to the information 
they need and simplifying 
HR processes so that both 
managers and employees 
can make informed deci-
sions. 

Employee expe-
rience has to be 
more tailored 
as flexible and 
remote working 
becomes main-
stream

 Who are the major stake-
holders when it comes to 
ensuring employee experi-
ence in an organization? Is it 
the sole responsibility of HR 
to ensure EX?

 In order to create an inte-
grated and holistic experi-
ence for all employees, the 
onus for employee experi-
ence lies in the entire organ-
ization. HR should work 
closely together with senior 
leadership to build a culture 
that people will love, and 
the company's leadership 
should champion employee 
experience by embodying 
the company culture. The 
HR team can also actively 
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COVID-19 has changed the world including 
the very DNA of our workplace

By Mastufa Ahmed
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There is now heightened awareness in the 
need to invest in creating more agile organi-
zations - from supply chain processes to 
management systems and workforce resil-
ience; agility is a far better insurance against 
change than any other fixed strategy.

Eugene Chang, Associate Client Partner, 
Korn Ferry

Many parts of the organization could 
become redundant, and talent will then 
need to be re-oriented toward new areas. 
Over time, in some cases, substantial 
reskilling may be needed.
Faridun Dotiwala, Partner, McKinsey

As businesses move forward, there will 
be a fundamental change to the way we 
work and as leaders we must ensure our 
mindset is open to these changes as a 
result.
Genevieve Godwin, Chief People Officer, 
PropertyGuru Group

Each organization has 
unique considerations 
based on the nature of 
the workforce, availabil-
ity of alternatives, need 
for safety, demands for 
services, use of technol-
ogy, etc. In many cases, 
HR policies will need to 
be revisited and employ-
ment practices modified 
to meet the needs of the 
new reality.
Richard R. Smith, Ph.D. 
Professor, Singapore 
Management University

Standardization, uni-
formity, and regularity 
have characterized the 
design of workplaces 
for ages. There was no 
place for emotions at 
workplace. The new 
workplace designs have 
to be spaces that nur-
ture creativity, inspire 
and energize. They have 
to build space for emo-
tions.
Abhijit Bhaduri, Author, 
Columnist & Management 
Consultant

The COVID-19 
pandemic has 
changed the world 
and the way we work. 
As countries plan 
its gradual return to 
working, they need 
to ensure the health 
of their employees 
and the safety of the 
workplaces as top 
priorities.
Sarah Davies, VP, 
HR, Asia Pacific, Middle 
East & Africa at P&G

The world is looking very different amid 
the pandemic. As we move into the 
unchartered territories, we will certainly face 
different challenges especially by the HR 
professionals, and one of them is workforce 
re-entry in a different normal.
Tanya Heng, VP, Human Resources, Asia 
Pacific at IBM

The COVID-19 era has brought unprece-
dented changes for organizations and has 
challenged the way organizations have 
been thinking about the way to get work 
done.
Chaitali Mukherjee, Partner, 
Management Consulting Division, PwC India

It’s very important to both consider the 
current state of employee well-being 
and to manage what employers and 
employees can control. Stress and worry 
have risen to a record level.
Jim Harter, Ph.D., Chief Scientist, Workplace 
Management and Well-Being, Gallup
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The post-
pandemic 
workplace 
will be 
high-tech:
Korn Ferry’s 
Eugene Chang
COVID-19 has surprised 
the world for being an 
effective change agent for 
accelerating the digital 
agenda, says Eugene 
Chang, Associate Client 
Partner, Korn Ferry, in an 
interaction with People 
Matters
By Mastufa Ahmed

Eugene has more than 
20 years starting up, 
managing and advis-

ing businesses in the APAC 
region. He started his career 
with Hewlett Packard. Later, 
as co-founder and Execu-
tive Director he operated 
a network of  30 smoothie 
outlets franchised across 
4 cities for 7 years; he was 
recognized with the Spirit 
of  Enterprise Award 2003 
honoring local entrepre-
neurs.

 Eugene works with senior 
leaders to design and imple-
ment integrated human 
capital solutions from busi-
ness strategy and organi-
zation design to culture 
transformation and change 
management.  He is the 
founding architect behind 
Singapore’s national human 
capital organizational diag-

nostics tool, a multi-agency 
initiative under program 
stewardship of  the Institute 
of  HR Professionals (IHRP).

 Here are the excerpts of  
the interview.

 Do you see the rise of a 
new workplace in the post-
pandemic world?

 The outcomes from 
the global WFH experi-
ment will provide varying 
lessons for different types 
of  businesses. There will 
be evidence that technol-
ogy can liberate work from 
a fixed location and that 
meaningful relations can 
still be maintained without 
physical proximity, promis-
ing to alter both commuting 
to work and business travel 
decisions forever. 

The new paradigm for 
managers will now be how 
they can add the benefits 
and improve on the output 
of  remote working to their 
existing model of  work.

COVID-19 has surprised 
the world for being an effec-
tive change agent for accel-
erating the digital agenda. 
The question is whether 
these conditions will persist 
long enough for new habits 
and systems to take root. 
There are two possible 
scenarios which will deter-
mine the shape of  the new 
workplace.  

Scenario 1: If  the threat 
of  COVID-19 is eliminated 
by the end of  the year. Many 
companies will return to 
the old normal and cease to 

If the threat of 
COVID-19 persists 
beyond 2020 
(second, third, and 
subsequent waves 
anticipated), all 
companies will 
be forced to divert 
resources to trans-
form their compa-
nies to embrace a 
world that is more 
“high tech, low 
touch”
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make the necessary invest-
ments in converting the 
opportunities revealed by 
our global WFH experience. 
Old habits will prevail and 
only the most progressive 
of  companies will continue 
to liberate their employees 
from their desks, thereby 
widening the competitive 
advantages their organiza-
tions have over the rest of  
the field in terms of  costs, 
productivity and access to 
talent.

Scenario 2: If  the threat 
of  COVID-19 persists beyond 
2020 (second, third, and 
subsequent waves antici-
pated), all companies will 
be forced to divert resources 
to transform their compa-
nies to embrace a world 
that is more “high tech, low 
touch” (i.e. contactless). On 
one end of  the scale, compa-
nies may just upgrade their 
infrastructure and choose 
to operate as close as possi-
ble to the current norm with 

some additional protocols. 
On the other end, this is 
the “proof  case” for certain 
companies to “double down” 
on their digital efforts that 
is already paying dividends. 
Each will pursue their own 
strategies at varying pace, 
but the digital agenda will 
gain greater urgency as 
businesses anticipate when 
the next crisis will hit and 
race to be ready for it.

So, what will the new 
workplace look like in 
Scenario 2? It will evolve to a 
rotating workplace of  choice 
model, particularly for 
knowledge/digital economy 
workers. 

First, where we work will 
change. A useful concept 
to describe this is the soci-
ology-inspired term the 
“Third Place” which refers 
to another place outside 
the home (“first place”) and 
work (“second place”) that 
people gather. Contrast-
ing the current models of  

“hub-and-spoke” or “core-
and-flex”, where the office 
remains at the centre and 
workers gravitate towards it 
to spend considerable time 
getting work done there, this 
new workplace will evolve 
to become a model that sees 
the rotation of  these three 
spaces, elevated to “equal 
standing”. As managers 
realize most staff  can be 
trusted to do good work out 
of  the office, the choice of  
appropriate space to work 
will lie with the employee. 

In this future, the power 
of  choice (where previ-
ously there was none) is 
key. Which space employ-
ees choose depends on how 
well each delivers the “expe-
rience” required to fulfill 
what we need to get done. 
For example, if  you need a 
quiet space to do focused or 
thinking work, home could 
be a great place to work. If  
you need an informal but 
comfortable setting to meet 
a client or build relation-
ships, a local café (third 
place) could fulfill this func-
tion. And if  you need to 
team more effectively or use 
specialized equipment, the 
traditional office is the right 
choice of  workspace. 

This new found choice of  
working environments to 
help improve both quality 
of  work and life for employ-
ees rests on the organization 
and its leaders’ ability to 
set up strong remote team-
ing cultures powered by the 
right infrastructure to make 
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work truly seamless and 
boundaryless. 

Companies like Google, 
Facebook and Twitter that 
are looking at permanent 
WFH for certain employees 
could open up a new and 
rich talent source such as 
return-to-work mothers or 
persons with disabilities 
who would benefit greatly 
from this form of  remote 
work arrangement. 

Second, work will look 
different when we do come 
together. All social distanc-
ing and face covering proto-
cols are expected to continue 
as will frequent hand sani-
tizing. Engagement rules 
will likely be laid down to 
govern how meetings are 
conducted, how often, where 
and for what purposes. 

Until the virus is eradi-
cated, I anticipate meet-
ings will be done in smaller 
sizes, for shorter duration 
and in more open spaces. 
People will be allowed to 
opt to attend remotely, so 
a more “remote inclusive” 
culture must persist to 
embrace colleagues working 
from home or a third place. 
Hopefully, greater mindful-
ness over the use of  physi-
cal meetings should prevail, 
eliminating those purely 
update in nature that can be 
caught up in an email. 

These will extend to exter-
nal – client and supplier – 
meetings as well, reducing 
travel budgets significantly 
and putting a premium on 
face to face meets.

Socializing at work will 
also change. Sharing food 
and using common uten-
sils will be an adjustment 
for Asian cultures. Mini-
mum standing distances and 
the “contract free” greet-
ings will be unnatural for 
many. Friendly encounters 
at pantries will be brief  as 
people are encouraged to 
retreat to their desks with 
their refreshments. 

Third, there will be impli-
cations of  how we consume 
learning and upskill our 

 If  we believe and accept 
the world has fundamentally 
changed, then we will need 
to find new ways of  operat-
ing to find success by defin-
ing what this environment 
looks like. However, having a 
clear vision of  a future-state 
is nearly impossible given 
the sustained volatility and 
ambiguity of  world events. 
We cannot revert to old tools 
such as scenario planning 
which will lead to an infinite 
number of  possibilities to 
anticipate. 

people. This is one area that 
can be digitized heavily. 
Learning will be “democ-
ratized” and accessible to 
everyone. Technology will 
make learning more person-
alized, just-in-time, and 
interest-directed replac-
ing much of  the structured 
planned interventions by 
L&D teams. 

 How can companies 
prepare their workforce 
to adapt to the new world 
of work? What will the 
‘New Normal’ in the Post-
COVID-19 era demand?

The new choice of working environments 
to help improve both quality of work and 
life for employees rests on the organiza-
tion and its leaders’ ability to set up strong 
remote teaming cultures powered by the 
right infrastructure to make work truly 
seamless and boundaryless

We must instead rebuild 
our systems incorporating 
the key design principle of  
robustness over our prior 
obsession with efficiency 
(which is vulnerable to 
single points of  failure).

There is now heightened 
awareness in the need to 
invest in creating more 
agile organizations - from 
supply chain processes to 
management systems and 
workforce resilience; agil-
ity is a far better insurance 
against change than any 
other fixed strategy. Organi-
zations struggle every day to 
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balance the short-term drive 
to Perform and the longer-
term need to Transform. 
Transformation is vital 
to ensuring future perfor-
mance. Transformation 
also takes away energy and 
resources from today’s abil-
ity to perform. 

In the context of  busi-
nesses that will return to 
running at maximum speed 
in the need to regain lost 
business, people will be 
pushed harder to do more, 
the perennial “change the 
airplane engine while in 
flight” analogy. Organiza-
tions risk losing people who 
don’t have the capacity to 
change or fall victims to 
burnout.

People, not technology, 
are at the core of  driving 
successful transformation 
and this means an inordinate 
amount of  time and resource 
should be dedicated to retool-
ing them to redesign work 
and learn how to learn. 

 What are the top pain 
points that HR people 
are likely to face as they 
gear up to reboot employ-
ees' coming back post-
COVID-19?

 Employees coming back 
Post-COVID-19 will need 
first, to feel safe teaming 
or meeting clients in close 
physical proximity. 

They will also be coming 
back to a world where their 
job processes and skills 
might be left wanting. 

They will need to be 
supported through this rein-
tegration back to work. 

In the short term, three 
key areas can help ensure 
physical and psychological 
safety, and business continu-
ity at the office.
•	 First, infrastructure 

adjustments, layout 
changes, and maintenance 
routines. What do we need 
to put in place at the office 
for our workforce to do 
their job safely and more 

importantly to do it well
•	 Second, HR Policies and 

benefits updates. Refine 
policies around sick leave, 
childcare and flexible 
hours. Special insurance 
coverage and WFH allow-
ances for the new work 
model.

•	 Finally, management 
system updates. Defini-
tion of  goals and perfor-
mance metrics to be more 
objective driven across the 
board and even more so 
as roles are redesigned or 
new ones created. Manag-
ers will also need retrain-
ing on how to implement 
these effectively.

HR will need to realize 
that culture building and 
engagement in digital/
remote working environ-
ments become increasingly 
important. The further 
apart we become physically, 
the more we need to find 
ways to bind us together 
emotionally.

By far one of  the most 
important roles for HR is to 
figure out innovative ways 
to build a sense of  belong-
ing, deepen alignment to 
the organization’s mission, 
raise engagement and infor-
mation transparency in 
a geographically distrib-
uted work model. This will 
become more challenging 
with a workforce composi-
tion that will increasingly be 
made up of  non-permanent 
staff  like contract and part-
time talent. 
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 Many corporate CEOs are 
facing the toughest leader-
ship challenge of their life-
times. What are the top lead-
ership traits that businesses 
will require to adapt to the 
post COVID world?

 Our research found that 
great leaders possessed 
qualities that converged into 
three traits.

Preparedness for the 
unexpected: Many of  these 
leaders were investing ahead 
in their workforce and organ-
izational capabilities long 
before the crisis struck. They 
didn't predict it, but they 
were prepared having built 
in "shock absorbers" into 
their systems, culture and 
people rather than optimiz-
ing for efficiency and maxi-
mum profit.

The ability to act deci-
sively in ambiguity with 
empathy: to accept the situ-
ation for what it is, and to 
adjust in real-time by listen-
ing to customers and employ-
ees and responding with 
speed and empathy.

Balance long and short-
term thinking even 
through a crisis: These lead-
ers empower their teams to 
take care of  the operational 
zigging and zagging while 
they seized the initiative to 
look ahead for what could 
come next. They invest in 
key initiatives to help them 
"accelerate out of  the turn" 
stronger. Performing and 
Transforming at the same 
time even when “Perform” 
becomes “Survive”.

 What might the end of 
furlough look like – and how 
should HR prepare?

 One of  the biggest issues 
is reintegrating furloughed 
employees back into their 
teams from a psychological 
perspective. 

A deep sense of  mistrust 
with management could 
exist if  the furlough was 
not executed with empa-
thy and objectivity. This 
means a lack of  motivation 
and commitment for those 
returning to a workplace 
that had gone on without 
them for months. 

Some furloughed employ-
ees may feel a sense of  
bitterness and could harbor 
residual fear… thoughts 
like “I’m here now when 

the company needs me but 
where was the company 
when I needed it most?” or 
“will they furlough me again 
at the first sign of  trouble”. 
It is important to make them 
feel psychologically safe 
again. 

An important role for HR 
is therefore to make sure the 
employee’s re-entry experi-
ence is positive and work to 
go “above and beyond” in 
courting the employee and 
rebuilding trust. 

Leadership should be 
advised to be more sensi-
tive and deliberate in their 
engagements with this 
group of  employees and 
thank them genuinely for 
their personal sacrifices. 
They are the “invisible 
heroes” who helped save 
the company as well and be 
recognized for it. 

There should be an expec-
tation that a fair number 
may be looking out for 
employment opportuni-
ties elsewhere when the 
economic situation turns 
more positive and contin-
gencies should be made. 
Frequent engagement 
surveys and focus groups 
to get a pulse of  how 
furloughed employees are 
integrating and if  they are 
receiving the right support 
will be important for assist-
ing line managers to miti-
gate the situation in their 
teams.

 How should employ-
ers change the way they 

There is now 
heightened aware-
ness in the need 
to invest in creat-
ing more agile 
organizations 
- from supply 
chain processes 
to management 
systems and work-
force resilience; 
agility is a far 
better insurance 
against change 
than any other 
fixed strategy
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hire and reskill? How does 
this intersect with the war 
for talent to open up new 
perspectives on employee 
engagement and talent 
retention?

 First, the shift will be 
from acquiring to accessing 
talent. 

The organization has 
to be open to all types of  
employment arrangements 
in order to access the high-
est quality talent it can and 
move away from “owning” 
the talent. 

The employee value prop-
osition, a big part of  which 
is its culture, will be neces-
sary to attract and emotion-
ally bind these talents to the 
firm or to keep them coming 
back for a great experience. 

Selecting talent will start 
with looking for people who 
have the ability to keep 
learning new skills and 
possess the mental resil-
ience and emotional matu-
rity to handle change and 
ambiguity well. 

They have to be team-
oriented in addition to 
being achievement-oriented. 
The use of  skills-based and 
scenario-based testing will 
help remove hiring biases in 
the selection process. There 
should be more use of  peer 
hiring panels as fit will be 
deemed a critical criterion 
in ensuring a new addition 
to a high performing team 
doesn’t negatively affect 
team dynamics. 

Learning will eventu-
ally be “democratized” 

with technology providing 
scale and personalization 
of  the learning journey; all 
employees will have their 
own access to resources 
(such as pre-recorded train-
ing videos or “live” experts) 
to help him/her skill up just 
enough to get a job done in a 
short period of  time. Learn-
ing will be largely unstruc-
tured and interest/need 
driven.

There will be more 
cross-training to create 
redundancy for split team 

zation’s investment in such 
programs

 How do you see the 
impact of the COVID-19 
pandemic on the world of 
work five years down the 
line?

 Five years isn’t a very 
long time for drastic 
changes to occur at the 
systemic level. 

A post-COVID-19 world 
subjected to some soul 
searching will eventually 
find more responsible busi-
ness owners and directors 
actively reviewing the focus 
of  managers to balance 
their profit motives with 
a sustainability and risk 
management agenda. 

As with times before, 
businesses will be grappling 
with increased costs. 
This time putting in place 
resilient supply chains, 
retooling their workforce, 
and maintaining lower 
density offices (saddled 
with additional cleaning 
and sanitizing costs and the 
like) will force businesses 
to look beyond reviewing 
their cost structures and 
fundamentally change 
their operating models to 
survive.

Businesses will look 
different “under the hood”. 
This newfound resiliency 
will come in the form differ-
ent systems but more impor-
tantly the types of  lead-
ers and diversity of  talent 
innovating literally from 
anywhere they choose. 

arrangements and a height-
ened awareness of  the 
importance of  succession 
planning for mission criti-
cal (not just senior) roles

L&D professionals may 
spend more time curating 
learning experiences and 
running special programs 
for selected talent pools to 
provide enhanced learning 
experiences through cross-
functional projects, job 
rotations and other applied 
learning opportunities to 
accelerate growth, using 
data to support the organi-
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Tanya Heng is Vice 
President Human 
Resources for Asia 

Pacific at IBM where she 
is focused on strengthen-
ing and accelerating strate-
gies for leadership develop-
ment, talent management, 
and employee engagement. 
Tanya has close to 20 years 
of  Human Resources expe-
rience from a variety of  
senior and international 
leadership positions at 
IBM. She has a successful 
track record of  developing 
and implementing human 
resources strategies aligned 
to business priorities.  

Here are the excerpts of  
the interview.

 
 What are you most 

concerned about as an HR 
leader as you plan to bring 
employees back to the 
office?

 The world is looking 
very different amid the 
pandemic. As we moved into 
unchartered territories, 
there are certainly differ-
ent challenges faced by HR 
professionals, and one of  
them is workforce re-entry 
in a different normal. 

At this moment, there are 
a lot of  things which are 
on top of  employees’ mind/ 
their top concerns (based 
on IBM survey as well as 
research done by top HR 
executives):
•	 69% employees say that 

this is the most stressful 
time of  their career

•	 38% say that their 
employer has helped them 
learn the skills they need 
to work in this new way of  
working

•	 Over 50% said they want 
a clear crisis communica-
tion protocol in place

•	 About 40% said they want 
their employers to provide 
employee opt-in remote 
work options when every-
thing returns to normal

We feel that there are 4 HR 
re-entry imperatives that 
employers and HR profes-
sionals need to focus on:

Workforce well-being: The 
health, safety, and well-being 
of  employees should be the 
top priority of  every employ-
ers and HR professionals. 
We have to admit that this 
crisis is personal and expe-

It’s time to
reimagine
how and
where
works get
done:
IBM’s Tanya
Heng
We have to admit that 
this crisis is personal 
and experiential, thus 
HR professionals need 
to remind business 
leaders that our people 
are dealing with intense 
personal, family, health, 
and mental well-being 
issues, says Tanya Heng, 
Vice President, HR, IBM 
Asia Pacific
By Mastufa Ahmed

Rather than applying a set of defined 
standard mandates into our workforce 
who have shifted working from home, 
it is critical for us to empower our 
employees, giving them the space and 
freedom to adapt and to learn what is 
the best working style for them
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riential, thus HR profession-
als need to remind busi-
ness leaders that our people 
are dealing with intense 
personal, family, health and 
mental well-being issues. 
And given the flexibility, 
trust and the right amount 
of  support, employees will 
be resilient and will be 
able to adapt. HR profes-
sionals need to introduce 
empathy and understand-
ing during this challeng-
ing period. Employees will 
remember how you treat 
them during a stressful time 
and how you show under-
standing and concerns. All 
in all, Covid-19 is a criti-
cal moment when your 
company culture is revealed. 
As an example, leaders in 
IBM have introduced IBM 
Work from Home Pledge - a 
way to build trust, flexibility 
and resilience into our work-
force. Rather than applying 
a set of  defined standard 
mandates into our workforce 

who have shifted working 
from home, it is critical for 
us to empower our employ-
ees, giving them the space 
and freedom to adapt and to 
learn what is the best work-
ing style for them. 

Working practices: HR 
professionals need to help 
organizations to reimagine 
how and where work get 
done with a key focus on 
redesigning and resourced 
differently in this new 
distributed or remote work-
ing model. HR leaders need 
to ensure managers know 
how to manage their team 
remotely, their teams can 
still remain productive, able 
to make fast decision, able 
to use the tools productively 
and able to mentor and 
coach teams – helping organ-
ization reimagining how 
works and done and how to 
do things differently

Work policies: HR profes-
sionals need to rely on 
data to reconfigure the HR 

and Return to Work poli-
cies. Eventually, everyone 
will go back to work, but 
some employees may not 
want to. Policies on flexi 
working arrangement or 
remote working, taking into 
account employees mental 
health and family obliga-
tions needs to be in place. 
We might need to relook at 
our health and safety poli-
cies at work including social 
distancing practice, work 
scheduling/ rotation for 
employees. HR professionals 
might need to rework on the 
policies that cover all these. 
We need to adapt to a new 
style of  communication, one 
that can address the known, 
as well as the unknown. Be 
honest about uncertainty 
and ambiguity will help 
instill calm among employ-
ees and keep them produc-
tive. To do this effectively, we 
need to rely on data to guide 
us, not only rely on Govern-
ment updates on movement 
and travel, but importantly 
data about how our employ-
ees feel and how they want 
to see the future of  work. 

Workforce planning: 
HR professionals need to 
help organizations reassess 
which critical part that HR 
needs to play in recovery. 
This is the next set of  chal-
lenges by HR in helping 
organizations on the path 
towards recovery. We need 
to be realistic that some part 
of  our business might not 
be able to return to normal. 
HR skills will be critical 
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particularly in the area of  
workforce planning. Helping 
the business assess as what 
type of  volume and scale, 
and roles that the company 
is going to need going 
forward. HR needs to help 
with resource allocation, 
and sure staff  take respon-
sibilities on their learning 
and upskilling to help better 
prepare them in the operat-
ing in the new environment. 
Using the current data, it is 

in the field indicates that 
they expect to have two-and-
a-half  times more remote 
workers two years from 
now than they had prior to 
COVID-19. Thus, the vital 
longer-term focus for CHROs 
and the C-suite is build-
ing an organization that 
moves the workforce past 
crisis-neutral status toward 
becoming globally resilient 
and more able to predict 
crises in the future. Talent 
leaders and CHROs should 
be developing a long-term 
plan spanning re-entry and 
remote work while we move 
toward a different normal.

 How can we refine our 
assessment of employees’ 
work and the rewards they 
receive, such that it is a fair 
and equitable reflection of 
their contribution to the 
organization?

 IBM is a high-perfor-
mance company. We always 
have been and will always 
be. Our clients rely on 
our excellence. We must 
continue to embody innova-
tion, speed, accountability 
and expertise to deliver top-
notch results at all times.

 Managers in IBM are 
empowered and account-
able to measure and commu-
nicate the value of  each 
team member's contribu-
tion continuously. Reward-
ing and investing in our 
strong contributors and 
acknowledging and encour-
aging them on an ongoing 
basis is key. Managers are 

essential to do forecasting 
and remodeling.

 Will the CHRO rise to the 
same level of prominence 
that the CFO did after the 
global financial crisis?

 CHROs always have the 
same level of  prominence 
with any executives even 
before the crisis has started. 

But we see that among 
the many economic costs 
that COVID-19 has exacted, 
the workplace impacts have 

been among the most signifi-
cant. The already-consider-
able challenges of  human 
capital management in a 
typical work setting—leader-
ship, workforce engagement, 
productivity, skills—have 
been moved into uncharted 
territory. 

According to IBM Insti-
tute of  Business Value 
report, the work of  the 
CHRO has never been more 
important— or more diffi-

cult during this period. 
Sustaining communica-
tion, collaboration, capabili-
ties and culture in a virtual 
operating model is now the 
work of  HR leaders around 
the globe. 

When companies are 
ready to move from crisis 
mode to a different normal, 
the return to the work-
place is an inevitable hurdle 
to address on the way by 
CHRO. An IBV survey of  
global executives currently 
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encouraged to be transpar-
ent and focused on how they 
will review and measure 
achievement against these 
shorter-term goals. Having 
regular check-ins and tailor-
ing recognition to acknowl-
edge employee contributions 
under these unprecedented 
times. We use compensation 
and recognition programs 
to differentiate employees 
ensuring employees with the 
skills needed for the future 
and who contribute the most 
are duly rewarded. Reward 
and recognition can be in 
a number of  forms. From 
appreciation notes, points 
for the purchase of  goods, 
cash awards and may be 
segmented by the job roles 
in the company.

 How can organizations 
scale the productivity that 
can come with new ways of 
working specifically new 
combinations of virtual and 
onsite work?

 It is imperative for compa-
nies to activate their employ-
ees to effectively work and 
collaborate, and to scale the 
productivity despite work-
ing remotely and onsite, or 
a combination of  both, to 
ensure business continuity.

These changing times 
also call for a strong HR 
partner. Across the globe 
including in this region, 
IBM is helping organiza-
tions lead in their efforts to 
empower their workforce in 
this time of  massive change. 
IBM has a proven set of  

methods, tools and solu-
tions to co-create a smarter 
workforce plan, increasing 
many organizations’ agil-
ity to serve customers and 
optimize their workforce—
resulting in a new workforce 
model, a digital HR function, 
and greater cost efficien-
cies, under the new ways of  
working.

According to IBM Insti-
tute of  Business Value 
research, the near-term 
measures that talent lead-
ers and CHROs should have 
in place now to help their 
remote teams be productive 
and engaged.

ness priorities. Companies 
should give thought to a new 
digital HR function – one 
open to embracing the influ-
ence of  automation and new 
ways of  working.

Though we are not 100% 
certain on the exact future 
model, several things are 
certain:
•	 Our workforce model 

needs to allow for remote 
working

•	 Role location, whether 
in-office or out-of-office or 
even in-country or out-of-
country, will be reinvented

•	 Processes will be auto-
mated while offices/plants 

According to IBM Institute of Business 
Value research, the near-term measures 
that talent leaders and CHROs should 
have in place now is to help their remote 
teams be productive and engaged

 What will the long-term 
impacts of our new normal 
be on the world of work?

 The ways we work will 
change for the long-term, 
providing a range of  new 
business and employee 
opportunities. To success-
fully operate in the new 
normal, it is critical for 
companies to focus on accel-
erating a smarter workforce 
strategy to help achieve cost 
reduction objectives and to 
enable adapting workforce 
planning to the ever-shifting 
balance of  talent demand 
and supply against busi-

will be redesigned
•	 The workforce model 

needs to be flexible 
enough to change through 
time

•	 The importance of  
employee experience 
and transparency will be 
accelerated

•	 There will be a focus on 
cost-reduction, which 
means automation and 
outsourcing

•	 New leadership behaviors 
and traits will be valued

•	 We have to focus on team-
ing and in establishing 
relationships remotely 
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Genevieve has nearly 
two decades of  inter-
national experience 

in human resources across 
a diverse set of  industries 
including technology, adver-
tising and communications. 
At PropertyGuru, Genevieve 
leads the human resource 
function for over 1200 
employees across Singapore, 
Malaysia, Thailand, Indone-
sia and Vietnam.

She provides HR leader-
ship to the group with a 
focus on building strong 
employer branding includ-
ing talent strategy as well 
as organisational capabili-
ties for continued business 
growth. Leading the HR 
team across the region, she 
collaborates with business 
leaders to further develop 
and implement strategies 
that inspire employees 
toward pursing their goals.

Prior to PropertyGuru, 
Genevieve was the Head 
of  Human Resources for 
Telenor’s Digital Businesses 
across Asia Pacific, Europe, 
and the U.S.  

Here are the excerpts of  
the interview.

 What are you most 
concerned about as a leader 
as you plan to bring employ-
ees back to the office?

 The health and well-being 
of  our Gurus has been our 
greatest concern through-
out the COVID-19 pandemic. 
This continues to be our 
biggest priority in our 
return to work strategy. 
  

 How do you see the new 
workplace post-pandemic? 
How is this going to be 
different and how are we 
going to adapt to it?

 We have definitely seen 
a shift in the perception of  
work and remote working 
as it stands today. There has 
been a clear move away from 
traditional thinking where 
employees must be in the 
office between certain times, 
towards one which is ready 
to embrace flexible working.  

As businesses move 
forward, there will be a 
fundamental change to the 
way we work and as leaders 
we must ensure our mindset 
is open to these changes as 
a result. Flexible working is 
more than just working from 
home and this is a great 
opportunity for employers 
to embrace the elements of  

As businesses move 
forward, there will be a 
fundamental change to 
the way we work and as 
leaders we must ensure 
our mindset is open 
to these changes as a 
result, says Genevieve 
Godwin, Chief People 
Officer, PropertyGuru 
Group, in an interaction 
with People Matters
By Mastufa Ahmed

COVID-19 is
changing 
the way we 
work:
PropertyGuru 
Group’s CPO

HR will need 
to ensure they 
manage the desire 
to get back to the 
workplace with 
the employees’ 
health and well-
being, as well as 
the implementa-
tion of safe work-
place measures as 
per government 
guidelines
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flexible working that both 
meet the needs of  their busi-
ness and their employees. If  
they don’t, they run the risk 
of  not being able to attract 
and retain key talent. 

 HR seems at the fore-
front of many challenges 
as organizations plan to 
reopen. What are the top 
pain points that HR is likely 
to face as they gear up to 
reboot their plans post 
COVID-19? 

 COVID-19 is an excep-
tional event and one where 
HR professionals have had to 
move quickly to ensure the 

safety of  their teams. As we 
return to a new normal, HR 
will face challenges through 
the next three phases:

a. Continuation of  
Restrictions:
Ensuring your organization 
has clear regular engage-
ment communications and 
programs, as well as moving 
face to face interactions 
online and the technology to 
support.

b. Post Lockdown Easing 
of  Restrictions:
These challenges can change 
by the day, however, HR will 

need to ensure they manage 
the desire to get back to the 
workplace with the employ-
ees’ health and well-being, 
as well as the implemen-
tation of  safe workplace 
measures as per govern-
ment guidelines. In markets 
where the guidelines are 
unclear, HR needs to advise 
their organization on best 
practices which is consist-
ent for all employees. Lastly, 
clear communications and 
policies underpin these chal-
lenges.

c. The New Normal
HR will be challenged with 
defining the new normal and 
aligning the business needs 
and structure with employee 
needs and flexible working. 
Businesses need to under-
stand and define specifically 
what needs to change in 
this period, educate employ-
ees and managers and have 
clear policies in place to 
support. 

 
 How can organizations 

scale the productivity that 
can come with new ways 
of working specifically the 
new combination of virtual 
and onsite work?

 Flexible working is not a 
new philosophy and it has 
been successful in many 
companies and countries. 
For SEA we have seen 
through COVID-19 that 
employers can success-
fully have employees work-
ing remotely and still have 
strong productivity. 

COVID-19 has given organizations the 
opportunity to create programs and 
policies to ensure their way of working 
is renewed and defined. Companies 
should ensure they have clear policies 
in place to implement flexible working
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However, businesses also 
have to choose the right 
type of  flexible working that 
aligns the requirements of  
both business and people. To 
do this, businesses should 
cover the following four 
pillars.
a.	 People – Understanding 

the needs of  your employ-
ees and their roles

b.	 Perception – How is Flex-
ible working perceived 
across your business and 
what gaps are there in its 
successful implementa-
tion

c.	 Policy – What are the 
guidelines we need to have 
in place for a success-
ful implementation and 
longevity in the program

d.	Process – How will we 
implement and what 
support and education 
do we need to give to our 
employees and leaders

Through this approach, 
businesses will have the 

right information to ensure 
their business is not 
disrupted and the continu-
ation of  strong produc-
tion and retention of  their 
employees.

 Now that the nine-to-five 
is no more suited to the 
demands of a modern work-
force, how should organiza-
tions change their policies 
and procedures to reflect 
these shifts and make 
work-life blend part of the 
company culture?

 Unfortunately, this is not 
a new challenge. In the past 
10 to 20 years with the devel-
opment of  better technol-
ogy to keep employees even 
more connected to work, the 
usual 9-5 has disappeared 
and employees have been 
working longer hours than 
previous generations. 

COVID-19 has given organ-
izations the opportunity to 
create programs and policies 

to ensure their way of  work-
ing is renewed and defined. 
Companies should ensure 
they have clear policies in 
place to implement flex-
ible working. This should 
include guidelines for both 
employee and manager to be 
able to have open communi-
cation channels on the new 
ways of  working. 

 How should employers 
change the way they hire 
and reskill post the COVID-
19?

 Overall companies should 
review their current organ-
izational structure and 
ensure their programs meet 
the needs of  the business 
and the workforce. This may 
mean that a portion of  the 
workforce is remote work-
ing either part or full time. 
Once a company under-

At PropertyGuru 
our approach 
was tied to our 
philosophy that 
the health and 
well-being of our 
Gurus is the prior-
ity. This philoso-
phy underpinned 
the communica-
tions, the policies, 
and the processes 
we implemented 
during the crisis
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stands how their roles will 
be structure going forward, 
then they can ensure they 
have the right skills in 
the business and hire the 
right talent to meet those 
demands. 

 Can you throw some 
light on how can organiza-
tions continue to operate 
effectively if employees 
have to work remotely for a 
prolonged period of time?

 To continue to operate 
effectively whilst having 
your team working remotely, 

Organizations must ensure the social 
interactions at work are not lost 
between employees. The relationships 
that you make at work are key to busi-
ness success and we need to ensure 
these skills are still a priority, even in a 
virtual world

organizations need to ensure 
their employees continue to 
stay engaged with the busi-
ness. Engagement in this 
period will be the biggest 
impact on productivity and 
strong engagement during 
this time will also ensure 
the health and well-being of  
employees. 

At PropertyGuru our 
approach was tied to our 
philosophy that the health 
and well-being of  our 
Gurus is the priority. This 
philosophy underpinned 
the communications, the 

policies, and the processes 
we implemented during 
the crisis. Once we had 
moved all our employees 
to full time remote work-
ing our team implemented 
key engagement programs, 
learning paths and commu-
nications to connect with 
our employees. 

Secondly, our HR team 
ensured that we took (previ-
ously face-to-face) interac-
tions virtual, including our 
onboarding program and 
learning and development 
programs.  

 How do you see the 
impact of the COVID-19 
pandemic on the world of 
work five years down the 
line?

 The future of  work is 
now open for change due 
to COVID-19 and compa-
nies should be prepared 
for this. Flexible work-
ing will become an expec-
tation, not just a nice to 
have, from employees. More 
roles will be able to be done 
from remote locations and 
employers may find there 
are less needs for a physi-
cal office and make do with 
smaller spaces or co-work-
ing spaces instead. 

However, organizations 
must ensure the social inter-
actions at work are not lost 
between employees. The 
relationships that you make 
at work are key to busi-
ness success and we need to 
ensure these skills are still 
a priority, even in a virtual 
world. 
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Jim Harter, Ph.D., is 
Chief  Scientist of  Work-
place Management and 

Well-Being at Gallup. He is 
co-author of  the No. 1 Wall 
Street Journal and Washing-
ton Post bestseller, It's the 
Manager, based on Gallup’s 
largest global study on the 
future of  work. Jim's work 
has appeared in the Harvard 
Business Review, The New 
York Times, The Wall Street 
Journal, Fast Company and 
TIME magazine. Gallup has 
offices in India, Singapore, 
and Thailand.

Here are the excerpts of  
the interview.

 Business leaders around 
the globe are dealing with 
the unprecedented chal-
lenges that the COVID-19 
outbreak has brought to 
companies, economies, and 
societies. What qualities 
do business leaders need 
to address in this situation 
going forward?

 Gallup meta-analytics 
have found four universal 
needs followers have of  lead-
ers:

Trust—be predictable in 
an unpredictable time. It is 
hard to trust an erratic or 
visibly anxious leader.

Compassion—say out loud 
that you care, and back it up 
with policy and what you 
expect of  your managers. 
How you treat people now 
will be remembered after the 
pandemic is over.

Stability—clearly define 
and communicate your 

process for making deci-
sions. Get people what they 
need to do their work in a 
changed work situation.

Hope—Hopeful workers 
are more resilient, innova-
tive and agile—and better 
able to plan ahead and navi-
gate obstacles. Tell people 
what you want to achieve 
this week, this month, this 
quarter, and how these goals 
can be reached.

These four needs are espe-
cially acute during crises. 
When leaders address and 
meet them, people get the 
signal that their life will 
be ok and that they can be 
engaged in the future—and 
be a part of  the solution.

 From a business perspec-
tive, we have seen an 
increasing number of job 
losses across the globe. 
How will this play out once 
the crisis comes to an end?

 Prior to the COVID-19 
crisis, organizations were 
increasingly focused on 
improving their employ-
ment brand through the 
experience they design 

Even as the COVID-19 
pandemic continues 
to present challenges 
to business around the 
world, we need to prepare 
for the new normal 
that will follow. Gallup 
scientist Jim Harter 
shares some insights into 
where to begin
By Mastufa Ahmed

'In prepara- 
tion for the 
new normal, 
let's re-eva-
luate how 
we do work'

Who, when and 
how should 
organizations 
bring some 
people back to 
the physical work 
environment, and 
in what order?
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for employees throughout 
their lifecycle in the organi-
zation—with the goal of  
attracting star employees 
who were more difficult 
than ever to find. Even 
though the massive and 
rapid increase in unem-
ployment from the crisis 
has temporarily flipped 
that script, how organiza-
tions treat employees today 
will have a big effect on 
whether employees want 
to join them in the future—
when attracting stars is 
again more difficult and 
the job market becomes 
more competitive again, 
especially with the return 
of  furloughed and laid-off  
workers.

 One of the top chal-
lenges that business lead-
ers face would be getting 
their people to follow them 
through the crisis and out 
of it. What can leaders do to 
maintain the confidence of 
their people?

 Leaders need actions 
that meet the four needs of  
followers—trust, compas-
sion, stability and hope—
referenced above. Gallup 
research has identified 
some very practical and 
actionable organizational 
practices to do this. Employ-
ees need to strongly agree 
that the following practices 
are happening:
1.	 My organization has a 

clear plan of  action in 
response to the coronavi-
rus

2.	 I feel well-prepared to do 
my work

3.	 My immediate supervisor 
keeps me informed about 
what is going on in the 
organization

4.	 My organization cares 
about my overall well-
being 

In addition, employers 
play a major role in setting 
the expected social distanc-
ing norms, either explicitly 
in terms of  how work gets 
done, or reinforcing what 
has proven to work in flat-
tening the curve so that 

everyone can get back to 
“normal” life or a “new 
normal.”

 Employee health and 
safety must continue to be 
the foremost consideration 
of any business even when 
the coronavirus pandemic 
begins to subside. How can 
leaders ensure well-being 
going forward?

 It’s very important to both 
consider the current state 
of  employee well-being and 
to manage what employers 
and employees can control. 
Stress and worry have 

It’s very important to both consider 
the current state of employee well-
being and to manage what employers 
and employees can control. Stress and 
worry have risen higher in a shorter 
time period than Gallup has recorded in 
its history of tracking well-being
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risen higher in a shorter 
time period than Gallup 
has recorded in its history 
of  tracking well-being. 
Compared to 2019, reports of  
daily worry have increased 
from 37 percent to 60 percent 
of  the full-time working 
population. Daily stress has 
increased from 48 percent to 
65 percent.

care about what Gallup 
has discovered are the five 
elements of  well-being: 
career, social, financial, 
physical, and community 
well-being . Employers can 
influence these elements 
through multiple channels—
policies, physical space, 
incentives, recognition, 
virtual events, and develop-

tices—what is necessary 
and what isn’t. For example, 
many organizations have 
assumed that having most 
people in the office is the 
only way to get work done—
and to avoid an “out of  sight, 
out of  mind” employee 
mentality toward work. 

I think assumptions about 
remote work will undergo 
a drastic re-evaluation. 
Organizations will discover 
that some people can get 
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How should organ-
izations go about 
preparing for and 
prioritizing the 
transition to a new 
normal?

There is almost certainly 
a compounding effect of  
multiple negatives at once 
that is causing these spikes 
in stress and worry. So, 
the question is: How can 
employers best reduce the 
stress and worry? Employ-
ers can have a direct influ-
ence on the practices listed 
above—a clear plan for deal-
ing with the crisis, prepara-
tion to do work, supervisors 
who keep people informed. 
In fact, doing these things 
well can improve employee 
well-being.

Employers also show they 

ment. The key conduit to 
communicating and indi-
vidualizing these to each 
person’s situation is the 
manager.

 Many organizations 
are seeing opportunities 
emerging in addition to 
challenges, whether it be 
in addressing new client 
needs or opportunities to 
improve your organization’s 
effectiveness. What oppor-
tunities are you seeing?

 Organizations are learn-
ing to re-examine methods 
of  doing work and prac-

more done in a work-from-
home environment—or that 
the difference in quality or 
productivity is minimal. 
Many organizations may 
notice star performers they 
hadn’t seen before. I’ve heard 
people say that video meet-
ings bring a certain democ-
ratization to the workplace. 
People meet coworkers and 
their families in different 
ways too. Crises can intro-
duce newfound budgetary 
discipline, too, whether it 
involves reconsideration of  
travel expenditures or other 
past default spending.

I also think organiza-
tions are seeing, in a differ-
ent light, the value of  
great managers—the role 
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of  managing was already 
complex, but in a remote 
setting it becomes even 
more so. Employees may 
need many more intentional 
quick connects, check-ins, 
and developmental conver-
sations with their managers. 
Also, managers need to help 
each person to blend their 
work and personal life into a 
formula that gets work done 
while not deteriorating from 
thriving well-being.

 What are your thoughts 
on how the world will be 
different after COVID-19, 
and how are you moving to 
address that new world?

 One of  the most often 
asked questions of  our team 
is “how should organiza-
tions go about preparing for 
and prioritizing the tran-
sition to a new normal?” 
Organizations are already 
considering who and how 
they bring some people back 
to the physical work envi-
ronment and in what order. 
This requires considering 
many factors simultane-
ously:

1. Which job responsibili-
ties align best with remote 
vs non-remote work? We 
have been forced to learn 
how to work in new ways. 
In some cases, remote work 
was easier than imagined, 
in other cases very difficult. 
There has been a learning 
curve for many organiza-
tions. Re-examining jobs 
according to the actual value 
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of  in-person collaboration 
and the measurability of  
work outcomes will be key.

2. What’s the state of  the 
pandemic during transi-
tion stages? Assuming a 
vaccine isn’t widely available 
for a year or two but social 
distancing is eased and parts 
of  the economy open back 
up, there will likely be a need 
to maintain some distanc-
ing. This will require differ-
ent considerations of  office 
space and different types of  
physical interactions among 
workers. Protocols like keep-
ing six feet apart and wear-
ing masks to the office may 
become new norms, at least 
temporarily.

3. Not all people will have 
the same psychological 

“readiness” to go back 
to work. Currently, most 
people are hesitant to go 
back to work as normal. 
This may change as things 
progress—so having a pulse 
on segments of  your work-
force and their “readiness” 
will be very important. Flex-
ibility on this front will be 
crucial.

4. Life situations will vary 
by person. Some have kids 
who will not yet be transi-
tioning back to school or 
daycare. Some have elderly 
care that needs to be consid-
ered. Every organization 
will need great managers to 
adapt to these idiosyncra-
sies to create work that is 
productive, fair, and maxi-
mizes well-being. 

Every organization will need great 
managers to adapt to these idiosyncra-
sies to create work that is productive, 
fair, and maximizes well-being
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Faridun Dotiwala leads 
talent-management 
work for McKinsey in 

Asia. Since joining McKin-
sey, he has helped execu-
tives pursue operational and 
performance transforma-
tions. This work typically 
involves deep engagement 
with the organization, 
including fostering mind-
set and behavior change, 
supporting leadership devel-
opment, and helping top 
teams achieve greater align-
ment.

While directing perfor-
mance-transformation 
initiatives, Dotiwala seeks 
to shape the organizational 
culture by changing how 
people work together and 
what performance targets 
they set. The goal is to help 
organizations be more 
agile—able to move quickly 
to seize opportunities. By 
improving the performance 

and health of  leading 
companies, he aspires to 
improve the lives of  all 
employees. He also helps 
drive leadership develop-
ment at scale. 

Here are the excerpts of  
the interview.

 The world has changed 
and so has the world 
of work. Will the work-
place we left be the same 
workplace we join post-
COVID-19? How do you 
see the rise of a new work-
place?

 At the outset, I think it 
is very important that we 
be humble with respect to 
trying to foresee how all this 
will pan out and what will 
happen. The fact is there are 
many things – both about 
the pandemic itself  and its 
implications that we simply 
don’t know. 

That being said, I believe 
there could be significant 
changes in the world of  
work. This is not a new 
phenomenon. For the past 
4 to 6 years, organizations 
around the world had 
already begun to experi-
ment with elements of  
what we could call the 
‘organization of  the future’. 
This includes being more 
purpose driven, agile ways 
of  working (breaking down 
hierarchies, moving to 
fluid ways of  organizing), 
new norms and ways of  
decision making, working 
through ecosystems and 
putting a greater focus on 

In an exclusive interaction 
with People Matters, 
Faridun Dotiwala, 
Partner, McKinsey talks 
about how drastically 
the world of work has 
changed due to the 
COVID-19 crisis and how 
organizations and leaders 
can prepare for the ‘new 
normal’ by following the 
four steps of: Resolve, 
Resilience, Return and 
Reimagine
By Mastufa Ahmed

Reboot your 
workplace 
with the 
4 Rs: 
McKinsey’s 
Faridun 
Dotiwala

Organizations 
have to grapple 
with a lot in these 
times. From the 
basics of keeping 
everyone safe, to 
ensuring here and 
now resilience 
and getting people 
back to work and 
finally preparing 
for the ‘new 
normal’
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talent. There was already 
a felt need that the way the 
workplace runs - which is 
at the highest level pretty 
much the same for the past 
50 years - has to change. 

COVID-19 will probably 
dramatically accelerate this 
on account of  two things. 
One, the harsh economic 
reality that companies face 
as a result of  this crisis will 
certainly force changes. 
Second, the response of  
organizations over the past 

of  such paradigms can be 
immense.

 Organizations across the 
globe are hand-in-glove 
with their business continu-
ity measures to restart their 
organizations. How can 
organizations prepare their 
workplace and workforce 
for the ‘new normal’ in the 
post-COVID-19 era?

 Organizations have to 
grapple with a lot in these 
times. From the basics of  

keeping everyone safe, to 
ensuring here and now 
resilience and getting people 
back to work and finally 
preparing for the ‘new 
normal’. It is helpful for 
organizations to think of  
four steps:

1.	 Resolve: Keep all 
employees safe and well 
informed while ensur-
ing business continuity. 
This includes the basics 
of  checking on everyone 
safety, ensuring there is 
clear communication.

2.	 Resilience: Manage 
resources carefully while 
adopting a through-
the-cycle mindset. This 
includes managing cash 
and resources on a day by 
day basis.

3.	 Return: Support employ-
ees in getting back to 
work, productively and 
in good spirits. This step 
can be quite complex 
and could include how to 
man and run operations 
in shifts, manage supply 
chains. 

4.	 Reimagine: Rethink 
operating model and ways 
of  working in the next 
normal. How can we start 
to create the organization 
of  the future based on 
what matters most going 
forward as well as what 
we have learnt during the 
crisis?

What matters here is to 
realize that the “resilience”, 
“return” and “reimagine” 
are very different in nature. 

few months has amazed 
leaders of  organizations. 
What seemed previously 
impossible has been 
achieved (making decisions 
in hours instead of  days, 
collaborating seamlessly in 
new ways, running parts of  
the organization with fewer 
people, working from home, 
less travel and so on). This 
has led to the shattering of  
many of  the old paradigms 
organizations held opening 
up new possibilities

How exactly this will pan 
out will depend on many 
factors. A few paradigms 
have certainly changed. 
Some of  these are, “We all 
need to be in the same place 
to be effective (or travel)”, 
“We need a certain level of  
processes and checks and 
balances”, “We have to meet 
our customers face to face”, 
“We need at least xx people 
for a certain function”. The 
emergence of  new possi-
bilities with the shattering 
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And getting the same people 
to work on all three is a 
mistake - as they will always 
be stuck in the here and now. 
Hence, organizations need to 
create three distinct teams 
- one for each. So, the ‘reim-
agine’ team does not have to 
worry about the day-to-day 
issues of  returning to work.

 HR seems at the fore-
front of many challenges 
as organizations plan to 
reopen. What are the top 
pain points that HR should 
gear up to tackle when it 
plans a workplace post-
COVID-19?

 Indeed, the role of  HR is 
of  top priority. COVID-19 is 
fundamentally a humanitar-
ian challenge - at a collec-
tive and individual level. I 
foresee five top focus areas 
(or pain points) HR needs to 
gear up to tackle.
1. 	Safety and well-being: 

It goes without saying 
that this is priority #1. 
Whereas a lot has been 
said about this and many 
governments and organi-
zations have put a set of  
protocols in place, there 
is still a lot unknown 
about the way the virus 
acts and behaves. HR 
needs to be ahead of  the 
curve on awareness (does 
it spread over 15 feet or 
6 feet, should everyone 
wear a mask?) and so on. 
Critical is also the well-
being of  employees. In 
many organizations and 
for many people, this is a 

time of  high stress - both 
economically (salary 
cuts, possible job losses) 
as well as emotional fear 
of  safety. 

2. 	Communication: Organ-
izations typically under 
communicate to a factor 
of  10. At times like these, 
engaging and commu-
nicating becomes even 
more important. A simple 
mantra is “one story, 

organization move to 
other parts? What struc-
ture will best serve the 
emerging strategy?

4. 	Role clarity: If  the 
world outside has 
changed, what people do 
in organizations must 
change too. When the 
return happens, people 
will assume their role 
is exactly the same as 
before. This is not true. 
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Organizations typically under 
communicate to a factor of 10. At 
times like these, engaging and 
communicating becomes even more 
important. A simple mantra is “one 
story, one voice, many times”

one voice, many times”. 
It is imperative that top 
management creates a 
clear narrative around 
the crisis - what are we 
doing, why we are doing 
it, what we expect people 
to do and what is likely to 
happen. HR has to ensure 
that this is communi-
cated in one voice by the 
senior teams (everyone 
must say the same thing), 
and communicate it 
many times.

3. 	Organization of  the 
future: HR needs to take 
the lead on what the 
organization structure 
would look like during 
the return. Will it look 
the same or be different? 
Will some parts of  the 

HR needs to clarify to 
each person how their 
role has changed.

5. 	Re-orient and reskill 
talent: Many parts of  
the organization could 
become redundant, and 
talent will then need to 
be re-oriented towards 
new areas. Over time, 
in some cases, substan-
tial reskilling may be 
needed.

 The COVID-19 crisis is 
an opportunity to reposi-
tion the organization for 
the future, as experts say. 
Isn’t this the right time to 
leverage digital technolo-
gies, automation, and AI for 
organizations to move to 
the next level of work?
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 Yes. This is an opportu-
nity to reposition towards 
the organization of  the 
future. Whereas digital, 
automation and AI will play 
an important role, they are 
not the only elements that 
will make a difference. This 
is a chance for leaders to 
fundamentally rethink what 
organizations should look 
like. In addition to automa-
tion, three other trends are 
worth mentioning. These 
are increased connectivity, 
lower transaction costs and 
changed societal expecta-
tions. All these together 
demand an organization of  
the future. 

Fundamentally, we need 
to think of  organizations of  
the future on three dimen-
sions:
1.	 Identity: How do we 

redefine ourselves in this 
crisis (purpose, culture, 
strategy)?

2.	 Agility: How do we work 
in more agile ways (struc-
ture, decisions, talent 
and the technology to 
support)?

3.	 Scalability: How do we 
setup for rapid scale (data 
platforms, ecosystems, 
people)?

 How can organizations 
scale the productivity that 

Many parts of the organization could 
become redundant, and talent will 
then need to be re-oriented towards 
new areas. Over time, in some cases, 
substantial reskilling may be needed
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can come with new ways 
of working, specifically the 
new combination of virtual 
and onsite work?

 New ways of  working 
over the past few months 
have opened the eyes of  
organizations as to what is 
possible. As in any crisis, 
the inefficiencies have 
bubbled up to the top and 
become visible. A common 
refrain from CEOs around 
the world is, “We never 
imagined we could respond 
in this manner” and “We 
now know we can never 
go back to our old ways of  
working”. 

First organizations need 
to “collect” or put together 
all the new ways of  work-
ing that have come about. 
These include combina-
tion of  virtual and onsite 
work, making decisions 
faster, dealing with custom-
ers virtually and getting 
by with many less people. 
Some organizations are 
running “hackathons” to 
surface and prioritize these. 
Once that is done, there 
are two things that need to 
happen. One, of  course, is to 
institutionalize some of  the 
high value actions already 
taken and make them a way 
of  life. Of  more value is to 
reflect as to what old beliefs 
and paradigms are now 
broken. If  we adopt a new 
set of  paradigms, we can see 
immense new possibilities. 
And that allows organiza-
tions to truly reimagine the 
future. 
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Chaitali Mukherjee is 
a Partner with the 
Management Consult-

ing division of  PwC India, 
and leads the People & 
Organization Practice for 
India. She brings 19+ years 
of  extensive experience 
spanning across consulting 
and business. Mukherjee 
specializes in Business 
Strategy, Leadership Devel-
opment and Organization 
Transformation with exten-
sive International Business 
and General Management 
experience. She brings her 
own leadership experience 
of  having led businesses in 
India and across the Asia 
Pacific and Middle East 
region.

In this exclusive interac-
tion with People Matters, 
Mukherjee shares her views 
on how the world of  work 
has changed since COVID-19 
and what the new workplace 
would look like.

Here are the excerpts of  
the interview.

 The world has changed 
and so is the world of work. 
How do you see the rise of a 
new workplace?

 The COVID-19 era has 
brought unprecedented 
changes for organizations 
and has challenged the way 
organizations have been 
thinking about the way 
to get work done. Whilst 
in the past, organizations 
were thinking about the 
newer ways of  working, the 
COVID-19 crisis has created 
the burning platform to 
shift to the newer ways of  
working, including build-
ing newer ways of  work-
ing. The new workplace is 
neither what it is today nor 
is it going to be what may 
have been in the current 
circumstances. It will 
have to be a newer, more 
matured and a more inclu-
sive workplace that takes 
into account the needs 
of  the organizations, the 
‘human experience’ that’s 
right for the employees 
and at the same time, the 
motivations to maintain 
the balance between the 
employer-employee rela-
tionship.
 

 What's your take on how 
can organizations prepare 
their workplace and work-

In this exclusive 
interaction with People 
Matters, Chaitali 
Mukherjee, Partner 
with the Management 
Consulting division of 
PwC India shares her 
views on how the world of 
work has changed since 
COVID-19 and what the 
new workplace would 
look like
By Mastufa Ahmed

It is time 
to redefine 
work 
and the 
workplace:
PWC’s Chaitali 
Mukherjee

Whilst in the past, organizations 
were thinking about the newer ways 
of working, the COVID-19 crisis has 
created the burning platform to shift to 
the newer ways of working, including 
building newer ways of working
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force for the ‘New Normal’ in 
the post COVID-19 era?

 To prepare for the new 
normal, organizations 
would need to redefine the 
work itself  that gets done 
and where the work gets 
done. Depending upon the 
work and the tools required, 
it will be important to 
understand the environment 
that’s required to deliver on 
it and that will govern the 
workforce models as well as 
the workplace dynamics. It 
will be critical that organi-
zations align their systems, 
processes and practices, 
workforce models as well as 
the policies and employment 
contracts.

The important thing to 
keep in mind about the new 
normal is that it is not the 
short term thinking but the 
short, mid and long term 
thinking that leadership 
will need to keep in mind 
at the same time. There 

to solve. Most importantly, 
keeping the communica-
tion going, ensuring that 
the organization manages 
to balance the short term 
and the long term employee 
and organization needs and 
ensuring that they enable 
the agile operating model for 
the organization would be 
critical.

The role of  HR can be 
divided into three core 
streams:

•	 Enabling the survival: 
Taking charge of  health, 
wellness, communica-
tion and engagement of  
the employees to manage 
these challenging times

•	 Adapting to grow: Focus-
ing on workforce model, 
costs, enabling an adap-
tive workforce/ work-
place model and ensuring 
productivity and perfor-
mance are designed for 
the new normal. This 
would also mean defining 
the policies, processes 
and incentives to manage 
the new operating model

•	 Revival into the future: 
Focusing on the capabil-
ity, experience and the 
brand of  the organiza-
tion to enable the organi-
zation is geared to oper-
ate in the new normal

 The COVID-19 crisis is 
an opportunity to reposi-
tion the organization for 
the future, as experts say. 
Isn’t this the right time to 
leverage digital technolo-
gies, automation, and AI for 

are immediate problems 
to be addressed, but whilst 
addressing them/ reacting 
to them, organizations can’t 
take the short term lens. 
They will have to continu-
ously think of  the repercus-
sions of  their decisions/ 
actions on their brand, 
employees and the ecosys-
tem in the mid to long term.

 
 HR seems at the fore-

front of many challenges 
as organizations plan to 
reopen. What are the top 
pain points that HR should 
gear up to tackle when it 
plans a workplace post-
COVID-19? 

 This is one of  the most 
critical times for HR. The 
need to manage the anxiety, 
gear for operations as well 
as ensuring that organiza-
tions are able to remain 
agile for the new normal are 
going to be some of  the most 
critical problems for HR 
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organizations to move to 
the next level of work?

 Whilst there are a lot of  
big shifts that the organiza-
tion needs to make, one of  
the biggest shifts for the 
future is going to be the 
consideration for automa-
tion and the opportunity 
for balancing white and 
blue collar jobs with metal 
collar jobs. The need to 
redefine the jobs to be done 
and how it needs to be done 
to balance productivity, 
performance and workplace 
considerations will be an 
important consideration to 
decide the degree and type 
of  automation. AI and auto-
mation for repetitive as well 
as less skilled jobs is a given. 
The big ask in the future 
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is also going to be about 
moving from a factory/ in 
person set up to a virtual/ 
hybrid and/ or less contact 
mode. This would mean 
rethinking the job/ activ-
ity to be done because this 
would entail the real use and 
application of  automation. 

 How can organizations 
scale the productivity that 
can come with new ways 
of working, specifically the 
new combination of virtual 
and onsite work?

 Scaling productivity in 
the current context would 
entail redefining how the job 
gets done, how to build for 
continuity and consistency 
as well as balance white 
and blue collar workforce 

with automation as well as 
a distributed strategy for 
getting the job done. Thus, 
at the core of  deriving this 
productivity is not just 
compression of  jobs and 
identifying leakages but also 
identifying how the job will 
need to get done to support 
an onsite/ virtual/ hybrid 
model.

 How can we refine our 
assessment of employees’ 
work and the rewards they 
receive, such that it is a fair 
and equitable reflection of 
their contribution to the 
organization? 

 As this is a big shift, the 
focus of  assessments and 
rewards will have to balance 
between designed for driv-
ing performance and for 
driving the success of  the 
operating model in itself. 
The newer way of  working 
is expecting people to rede-
fine a lot of  what they have 
done and how they have 
done. As employees need to 
take the workplace to their 
homes, it may require a 
complete rethink of  the poli-
cies and experience. Simi-
larly, incentives will also 
have to be rethought.

Most importantly, jobs of  
the future will not be the 
same as the past. Hence, 
the need to rethink the jobs 
would mean assessments 
can’t necessarily be on past 
performance but ability of  
the leaders to scale agility, 
envision and lead without 
prejudice. 

The important thing to keep in mind 
about the new normal is that it is not the 
short term thinking but the short, mid & 
long term thinking that leadership will 
need to keep in mind at the same time
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All around the world, 
I hear hopeful senti-
ments about return-

ing to work or getting back 
to normal by going to the 
office, holding meetings, 
and having lunch meetings 
in a post-COVID-19 world. 
We have all been dealing 
with a painful change and 
are ready to get back to 
“Normal.” Unfortunately, 
it does not seem that we 
are able to bounce back to 
our old ways of  working… 
instead, we must define a 
“New Normal” depending 
on our workplace, context, 
and industry. 

Each organization has 
unique considerations based 
on the nature of  the work-
force, availability of  alter-
natives, need for safety, 
demands for services, use 
of  technology, location, and 
regulation. In many cases, 
HR policies will need to be 
revisited and employment 
practices modified to meet 
the needs of  the new real-
ity. This will require a swift 
and significant change that 
must be well executed for 
each organization. As we 
consider how to define and 

implement a “New Normal” 
it seems appropriate that 
we take note of  a few good 
change management prin-
ciples as noted by Dr. John 
Kotter. Here are a few 
considerations in managing 
your migration to the “New 
Normal” in your organiza-
tion:

• Create Case for 
Change – While it may 
seem that there is a clear 
case for making changes 
(i.e. – possible death from 
virus), it will be impor-
tant for each organization 
to anchor each change to 
a strong case for change. 
Implementing new meas-
ures such as social distanc-
ing, work from home, wear-
ing masks, etc. each must 
be anchored in clear ration-
ale. For example, if  certain 
areas of  the workplace are 
off  limits to many employ-
ees, a “Keep out” notice 
may be less effective than 
explaining that the area is 
reserved for high-exposure 
distribution personnel. To 
help reinforce the case for 
change with each measure, 
it is often helpful to support 
the new action with specific 

HR policies will need 
to be revisited and 
employment practices 
modified to meet the 
needs of the new reality
By Richard Smith, Ph.D.

Implemen-
ting new 
workplace 
practices

It will be important for each 
organization to anchor each 
change to a strong case for change. 
Implementing new measures such as 
social distancing, work from home, 
wearing masks, etc. each must be 
anchored in clear rationale
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rationale, examples, conse-
quences, and measures. 

• Form a powerful 
Coalition – When it comes 
to making business deci-
sions, most firms have 
clear lines of  authority and 
accountability. However, in 
a crisis situation we must 
have more central deci-
sion-making with multiple 
considerations. A central 
crisis management team 
is often needed to address 
and consider the impact of  
proposed actions and policy 
changes. Due to the human 
nature of  this crisis, HR is 
usually at the head of  the 
table, but it is equally impor-
tant to have representatives 
from all the key areas and 
from multiple levels in the 
organization.

• Create a Vision for 
Change – In most change 
situations, we have a clear 
sense of  where we are going 
with an ultimate strategic 
goal. This helps to provide 
people with a degree of  
certainty and clarity about 
the future. When it comes 
to changes due to COVID-19, 
we have an unknown future 
and unclear vision of  what 
lies ahead. One of  my golden 
rules in managing change is 
this: “People need certainty: 
We can either provide 
this through certainty of  
outcome or certainty of  
process.” Since we don’t 
know the future, we can only 
provide certainty of  process 
(e.g. – we will re-assess in 
October and again in Janu-

ary based on how the situa-
tion evolves).

• Stakeholder Manage-
ment – To address the 
changes to the workplace 
and HR practices, care 
should be taken to fully 
consider the stakeholders in 
the organization. This must 
include people that work 
with the company who may 
not be employees (contract 
staff, suppliers, customers, 
etc.). In addition to consid-
ering stakeholders by job 
group and type, we may also 
wish to consider the unique 
personal needs of  our 

people. Which employees are 
dealing with extra demands 
due to home schooling, 
family illnesses, or other 
COVID-19 impacts? Spend-
ing extra time to segment 
stakeholders in multiple 
ways will help to identify the 
impact of  future measures 
on not only the physical, but 
also the mental well-being.

• Remove Obstacles – 
While we may do our best to 
think through the new work-
place and define a “New 
Normal” there will be chal-
lenges along the way. For 
example, we may decide that 
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It is always a great idea to monitor 
progress to the “New Normal.” While 
this may seem unnecessary in light 
of the pandemic, it is important 
for everyone to feel a part of the 
success and potentially involved in 
developing new solutions
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the finance department can 
work from home, but we may 
later find out about system 
access limitations or audit 
requirements that prohibit 
some of  these processes. It 
will be important for the 
central team to surface these 
challenges and remove them 
in some way or create work-
around solutions. To manage 
the changes associated with 
the new workplace prac-
tices and policies, we must 
encourage the raising of  
issues to improve acceptance 
and reduce stress associated 
with the changes.

• Create Short-Term 
Wins – Along the way, it is 
always a great idea to meas-
ure, monitor, and publish 
progress to the “New 
Normal.” While this may 
seem unnecessary in light of  
the pandemic, it is important 
for everyone to feel a part of  
the success and potentially 
involved in developing new 
solutions. For example, one 
company published photos 
from the security cameras in 
the office showing no people 
in the office as a part of  a 
congratulation to all employ-
ees for doing their part to 
work from home. Celebrat-
ing staggered work hours, 
social distancing, mask-
wearing, and other meas-
ures may take some crea-
tive approaches – but will 
be needed to help reinforce 
ongoing compliance behav-
iors.

• Anchor in Corporate 
Culture – As the new prac-

Richard R. Smith, Ph.D. is a 
Professor at Singapore Management 
University where he also serves as 
Deputy Dean for the Lee Kong Chian 
School of Business. He is a Research 
Fellow at the Indian School of Business 
with a focus on Human Capital and 
Leadership.
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tices and policies are devel-
oped for our post- COVID-19 
world are developed, it is 
ideal to anchor these in the 
principles and values of  the 
corporate culture. For exam-
ple, one firm with a strong 
value for mutual respect 
posted reminders about 
wearing masks in the office 
noting the corporate value 
statement related to mutual 
respect. Times of  crisis can 
test corporate values and 
culture and this is a great 
time to show people what the 
organization stands for and 
reinforce the desired culture 
for the future. Of  course, the 
specific actions and policies 
may change, but the feeling 
and manner by which the 
organization deals with the 
change will be remembered 
for a long time.

While the future is yet 
unknown, each organiza-
tion will need to assess and 
develop their own future 
when it comes to a “New 

Normal” for the workplace. 
In doing so, it is impor-
tant to adopt some clear 
management principles 
and approaches for manag-
ing the change process. We 
have all been thrust into this 
new reality due to COVID-19 
without choice. However, we 
now must deal with the situ-
ation and manage changes, 
which is now a matter of  
strategic choice in how we 
manage our human capital 
for the future. While we will 
not be bouncing back to our 
old ways soon, my hope is 
that we will take a change 
management approach to 
bounce to a new human-
centred future. 
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Standardization, 
uniformity, and regu-
larity have character-

ized the design of  work-
places. There was no place 
for emotions at workplace. 
The new workplace designs 
have to be spaces that 
nurture creativity, inspire 
and energize. They have to 
build space for emotions.

Social distance will 
upend power distance
Before we go back to the 
workplace we must ask, 
“Why do we need to go 
anywhere to work?” For the 
first quarter of  2020, the 
entire world learned how to 
work, learn and celebrate 
without leaving home. 

In a connected world, a 
workplace is just a notion. 
One Wi-Fi hotspot and a 
mobile phone can create 
workplaces anywhere. 
Anywhere any time is how 
we have to start thinking 
of  workplaces. The physi-
cal office space will soon 
learn to exist with virtual 
office space the way e-books 
co-exist with paperbacks. 

Before the pandemic, 
employers worried about 
who would have the privi-
lege to work from home. 
The biggest challenge now 
is about deciding who can 
work from the office. 

Office spaces will have 
to be thought of  like an 
aircraft. Even the economy 
section will have no middle 
seats just like the business 
class. Will it create a less 
hierarchical workplace? 
What will be the new sign-
aling device of  the rich and 
powerful? Tech companies 
are letting employees work 
from home for the entire 
year. Will having an office 
to go to, become the new 
perk? Will offices issue 
monogrammed, designer 
masks to reward high 
performing employees? 

The coffee machine and 
the cafeteria will raise the 
alarm. It may take less 
time to drive from home to 
the office, but the queues 
will begin after that. Wait-
ing to get screened and 
tested every day and climb-
ing stairs will be the new 
normal. Some offices have 
already marked elaborate 
one-way walkways on each 
floor to maintain social 
distance. What happens 
if  the CEO decides to cut 
across the floor instead? 
Every cough and sneeze 
will be the subject of  spec-
ulation and gossip. We have 
to wait to see how the new 
workplace gets built.

During the lockdown, 
the world changed. The 
employees changed and 
so did the workplace. 
The new workplace 
designs have to be 
spaces that nurture 
creativity, inspire and 
energize, and they 
have to build space for 
emotions
By Abhijit Bhaduri

Wash 
away the 
dusty old 
workplace

In a connected 
world, a 
workplace is just a 
notion. One Wi-Fi 
hotspot and a 
mobile phone can 
create workplaces 
anywhere
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A hygienic workplace 
will build trust
Workplace design will 
become an important 
agenda in boardrooms. 
Ensuring the workplace and 
the workforce are safe for 
everyone, every day is going 
to raise new challenges. How 
to screen, test and respond 
to every employee and visi-
tor every day will have to 
be worked out. Under what 
circumstances can a boss 
call for a meeting in the 
office building will have to 
be agreed upon. 

Many offices take photos 
and collect mobile numbers 
of  visitors (which often end 
up in unwanted hands). Add 
to this the health data and 
you have a database that 
is every hacker’s dream. 
Data collection and privacy 
norms will have to be agreed 
upon in workplaces. Would 
employees need to declare 
the health conditions of  

Questions we have 
never asked before
As office leases expire, 
the leadership teams will 
discuss whether to let 
people continue to work 
from remote locations. 
Every choice will have its 
second-order effects. If  the 
office is in Mumbai, and 
the employee now chooses 
to operate out of  a tier 3 or 
tier 4 city, would the person’s 
salary get reduced to reflect 
the lower cost of  living? 
Should the employer incen-
tivise employees to stay 
in clusters near the office 
or would that increase the 
risk? Would women and 
people with disabilities or 
transgender find remote 
work more inclusive?

Communication norms in 
the workplace will be chal-
lenged. Humans are used to 
observing non-verbal signals 
like smiles and frowns to 
understand the other’s 
responses. Masks will take 

their domestic partners 
and the people they share 
their home with? Can the 
employer insist on attend-
ance at an office conference 
or all-hands briefing? In the 
past, Yahoo and IBM called 
back several remote work-
ers to be in the office. How 
would employees respond to 
such a measure today?

When Twitter announced 
that its employees need not 
come back to office, it made 
headlines. Google and Face-
book employees have their 
work from home options 
limited to the end of  the 
year. Will the office build-
ings in the heart of  town 
become a relic? Will satel-
lite offices come up in loca-
tions where the employees 
are clustered? Or will the 
employers insist that work-
place team members stay 
close enough to each other 
and use meeting spaces 
everyone agrees upon? 

Workplace design 
will become an 
important agenda 
in boardrooms. 
Ensuring the 
workplace and 
the workforce are 
safe for everyone, 
every day is 
going to raise new 
challenges
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away a lot of  these cues. Will 
remote work lower the level 
of  office politics or will your 
digitally savvy colleague 
still have an edge over the 
digitally naïve? The organi-
zational culture is formed 
through written and unwrit-
ten rules of  the workplace. 
In case of  a distributed 
workforce, new approaches 
to culture building would 
need to be devised. 

Debates about the health 
conditions of  the resort 
staff  will bring teams closer 
together than any team-
building offsite ever has. 
Managers will have to rely 
on options other than team 
building exercises because 
social distancing norms will 
render most of  them obso-
lete. 

Is this just a state of  
confusion we will live with 
until the vaccine is discov-
ered? Will access to the 
vaccine be the new perk of  
the workplace?

The unspoken 
emotions in the work-
place 
When employees come back 
to the workplace, we have 
to keep in mind that this is 
not the workplace that we 
left when we hardly said 
a goodbye as we picked up 
a laptop and went home. 
During the lockdown, the 
world changed. The employ-
ees changed and so did the 
workplace. The pandemic 
made us look at death in the 
eye. Someone had described 
80s looking at a tiger in the 
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Abhijit Bhaduri is India’s most read 
columnist on workplace issues. His 
upcoming book Dreamers & Unicorns 
deals with the Post-COVID Workplace

For once, we need the psychological 
safety of being able to be strong 
enough to cry and wash away the 
dust of the old workplace

eye. Humans understand 
their mortality and helpless-
ness. 

From the billionaire to 
the migrant labor walking 
back home, three feelings 
were universally experi-
enced – uncertainty, mortal-
ity, and loneliness. We were 
uncertain about our jobs, 
our future and worried if  
we would die alone, unloved 
and isolated from our loved 
ones. Imaginary scenarios 
of  being left without any 
income and with a moun-
tain of  unsettled debts 
crossed every human’s 
mind. When a loved one 
noticed our melancholy, we 
made up an excuse to get 
ourselves a glass of  water 
and wiped away a tear. 

We have always been told 
that the workplace is not 
a canvas for emotions. It 
is a place for only rational 
thoughts and actions. For 
once, we need the psycho-
logical safety of  being able 
to be strong enough to cry 
and wash away the dust of  
the old workplace. We build 
our greatest strengths as we 
embrace and acknowledge 
the three emotions of  uncer-
tainty mortality and loneli-
ness. There may be social 
distance at work, but let that 
not come in the way of  our 
emotional closeness. 
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COVID-19 
changed 
not just the 
world, but 
also the way 
we work: 
P&G’s Sarah 
Davies
Sarah Davies, Vice 
President, HR, Asia Pacific, 
Middle East & Africa at 
Procter & Gamble (P&G) 
shares how the company 
has been managing its 
transition to the ‘new 
normal’ of work with 
an increased focus on 
employees’ safety, their 
mental well-being and 
adopting a culture of 
remote working
By Drishti Pant

A company like P&G, 
the products of  
which are used daily 

for cleaning and sanitizing 
homes had to ensure regu-
lar supply chain, employ-
ees’ safety and a smooth 
transition for the rest of  the 
remote workforce even amid 
lockdown. In a way, P&G 
has already been working 
in a physical/digital hybrid 
work mode, which compa-
nies from the other sector 
gear up to adopt as lock-
down in most parts of  APAC 
eases. 

Here are the excerpts of  
the interview.

 The pandemic has hit 
almost the entire globe 
and affected all industries. 
However, there are many 
unique challenges for every 
region and sector. How 
has the pandemic affected 
business and people deci-
sions at P&G in the diverse 
markets you cater to?

 The COVID-19 pandemic 
has changed the world and 
the way we work. At P&G, 
our commitment to pro-
tect our people, serve our 
consumers and support 
our communities remains 
unchanged.

Asia Pacific, Middle East 
and Africa (AMA) represent 
two-thirds of  the world’s 
population. During this 
unprecedented time, eve-
ryone at P&G AMA – and 
around the world – is work-
ing diligently to maintain 
the production, distribution 
and availability of  all our 
brands for our consumers.  
Many P&G products are 
used daily for cleaning and 
sanitizing homes, business-
es and other places.

Other P&G products are 
critical for helping con-
sumers maintain proper 
hygiene, personal health 
and healthy home environ-
ments. Our commitment 
to serving our consumers 
and communities begins 
with healthy employees. 
The safety of  our people 
and our work environments 
is our top priority. We have 
enabled those who can work 
remotely to do so by work-
ing from home. We also 
gave employees the flexibil-
ity they needed to manage 
work and personal commit-
ments. For example, during 
this time, many parents had 
to facilitate their children’s 
e-learning. We work with 
our employees on work 

HR has been at the forefront of 
ensuring every employee is safe and 
can work productively, whether they 
are at home or they are part of the 
essential operations in our workplaces
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can work productively, 
whether they are at home 
or they are part of  the 
essential operations in our 
workplaces. 

We are also helping our 
business navigate rapidly 
evolving local guidelines 
– which can vary from a 
country-level down to a city-

schedule flexibility to enable 
this.

For those who need to 
be in our manufacturing 
facilities, robust measures 
with guidance from medical 
professionals and local 
authorities have been put 
in place to keep employees 
safe while at work. We 

regular supply chain and 
employees’ safety amid 
COVID-19 crisis?

 Many of  our facilities are 
running around-the-clock 
with additional shifts to en-
sure our products are avail-
able when our consumers 
need them. 

With guidance from each 
country’s government and 
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implemented temperature 
checks, physical distancing 
and shift rotations to keep 
our employees are safe. 
Many countries in the 
region also implemented 
varying degrees of  
restricted movements. 
Where needed – for example, 
if  public transportation 
was not available – we also 
provided transportation 
to safely take employees 
to our manufacturing & 
distribution facilities.

HR has been at the 
forefront of  ensuring 
every employee is safe and 

level – to keep our business 
running. We are constantly 
evaluating and updating 
the robust measures to help 
our people stay safe. We 
partner with our employees 
individually and proactively 
to ensure they feel — and 
are — protected and safe to 
serve our consumers, cus-
tomers, and communities.

 As most of P&G’s product 
lines come under essentials 
and the importance of 
personalcare and hygiene 
has only increased, how 
have you been ensuring a 

As each country 
plans their gradual 
return to working 
from our offices 
& innovation 
centers, we will 
be criteria and 
principle-based

medical professionals, we 
are constantly evaluating 
and updating the robust 
measures that are already 
in place to help our people. 
This includes:
•	 Access control measures 

such as temperature 
scans, shift rotations, 
queueing avoidance, 
and physical distancing 
wherever possible.

•	 Personal protective 
equipment such as 
masks are provided for 
every employee.

•	 Comprehensive, 
methodical cleaning of  
all production areas, 
including regular 
sanitization and surface 
disinfection that exceeds 
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the most rigorous health 
authority standards.

Additionally, we are 
working with our employees 
to address their specific 
needs, such as staying at 
home if  they are part of  
high-risk groups or have pre-
existing medical conditions. 
We also understand that 
this crisis may affect 
not only our employees’ 
physical well-being but also 
their mental well-being. 
Hence, we have a helpline 
with trained professionals 
available for our employees 
or their family members 
24x7. 

We have also been more 
deliberate about making 
connections with each other 
even while working remote-
ly through informal video 
conferences. We are doing 
whatever it takes so that our 
employees feel engaged, con-
nected and are protected and 
safe.

 How are you prepar-
ing for the post lockdown 
phase? Are you redesign-
ing your workplaces? Will 
you be taking a similar 
approach for all the regions 
or you have specific plans 
for different markets?

 The health of  our em-
ployees and the safety of  
our workplaces continues to 
be our top priority. As each 
country plans its gradual 
return to working from our 
offices & innovation cent-
ers, we will be criteria and 

principle-based. We have 
established regional guide-
lines but will implement 
detailed plans at a country 
level to ensure the health 
and well-being of  our em-
ployees and compliance with 
local government and health 
authority regulations.

In general, our employees 
will return to the office in 
phases, gradually increasing 
to 50 percent of  our capacity. 
We will continue to enable 
working from home and 
reduce population density 
through alternating Team A 
/ Team B access. 

In our offices, we 
will enhance existing 
safety measures, such as 
temperature checks, safe 
distancing protocols, use 
of  face masks, etc. We will 
also implement any specific 
measures mandated by each 
country’s local government 
and health authorities. 
Flexibility will be at the 
core of  this criteria and 

principle-based approach, as 
are the safety and personal 
considerations of  each 
employee.

 How do you think the 
future of work will now get 
redefined? How can HR and 
business leaders prepare for 
this new normal of work?

 This crisis has forced 
unprecedented rapid change 
to the way we live and work. 
Working from home is the 
new norm, with technology 
as an enabler and flexibility 
being a necessity.

Prior to COVID-19, P&G 
already enabled flexibility 
for our employees through 
flex@work. This helped 
our employees perform at 
their peak to meet business 
objectives while meeting 
their life’s objectives. 
Among other things, this 
included employees having 
the freedom to regularly 
work from home on 
predetermined days. Despite 
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having this in place before 
the pandemic, it was also 
not as simple as increasing 
the number of  times our 
employees worked from 
home from once a week to 
five days a week.

As we expect more people 
to work from home more 
frequently in the “new 
normal”, we need to re- 
evaluate if  we are giving our 
employees the right support 

schedule to address their 
personal needs.

More than these simple 
changes, HR and business 
leaders must also be more 
deliberate about nurturing 
a sense of  community. This 
crisis has taught us all to ap-
preciate productive corridor 
conversations, energizing 
coffee breaks with others, 
and effective face-to-face 
meetings. When more peo-

Working from 
home is the 
new norm, with 
technology as 
an enabler and 
flexibility being a 
necessity

companies like P&G, HR is 
at the forefront managing 
these changes for our em-
ployees. Through employee 
support and benefit pro-
grams, HR became the link 
between providing P&G peo-
ple with the resources they 
need to care for themselves 
and their families. HR also 
enabled continued business 
operations by keeping peo-
ple safe at work for essential 
activities. We would not be 

to work productively at 
home especially in a new 
dynamic where we have 
employees split between 
home and office. This may 
include hardware and 
software so that employees 
have same access to 
information and tools at 
home as in the office. We 
also need to recognize that, 
when employees regularly 
work from home, they 
may have to attend to their 
children or other tasks. 
We need to ensure we are 
truly giving individuals 
flexibility in their work 

ple are working across both 
the office and from home, 
we need to rethink how we 
strengthen connections so 
that we can still have that 
shared sense of  community.

 How is the role of 
HR changing with the 
pandemic? What do you 
think are the core compe-
tencies the HR of the 
present and the future need 
to build?

 Our role in HR to take 
care of  our people has never 
been truer and more holistic 
than during this crisis. In 

able to do this successfully 
without our skills in effec-
tive employee relations, use 
of  data & technology, and 
change management.

The role of  HR in ensur-
ing employee engagement 
and productivity through 
virtual tools, effective con-
nects & team building plus 
organization-wide commu-
nication done virtually is 
also a critical new capability. 
This experience also under-
scored the need to continu-
ally hone our skills in crisis 
management so that we can 
be effective leaders in ensur-
ing the continuity of  our 
business. 
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Remote working: 
The new workplace reality 

Over the last few months, most of the 
organizations have started learning to adopt to 
this new reality of Work From Home in various 
forms and degrees
By Rajita Singh & K Srinivas Rao

O
ften, we hear the 
comments that 
work from home 
cannot work in the 

Indian Context to its optimal 
potential because of  lack of  
infrastructure or nature of  
the industry or lack of  disci-
pline among our workforce. 
At times it is even brushed 
off  as a passing “Fad” of  
some of  the new age compa-
nies with western counter-
parts which we are trying to 
emulate. 

For good or for bad, in the 
last few weeks (courtesy 
COVID 19) all those options 
and opinions have gone to 
the back burner and most 
of  the organizations have 
started learn-ing to adopt 
to this new reality of  Work 
From Home in various forms 
and degrees, based on the 
Nature of  Role.  

An unbiased review 
reveals some heartbreaking 
scenarios of  low productiv-
ity/output, lack of  consist-
ency, lack of  any cutting-edge 
thoughts in contributions 
and other aspects. So, what 
changed to cause this sudden 

dip? Well, the ecosystem of  
the work en-vironment did. 

 Let us explore the Indian 
context specific challenges 
and why it is still consid-
ered as an “Alien Concept” 
by many of  us. Some of  the 
challenges are as follows:  

Conversations & Social-
ization are productive 
tools for us, not distrac-
tions: As a collec-tive soci-
ety we are more productive 
when we engage in conver-

during its formative years, 
outsourced the self-disci-
pline role to our education 
system. We have been wired 
to this extent that we look 
for similar reinforcements 
at offices and ecosystems to 
stay disciplined, like poli-
cies, hierarchies, reporting 
structures etc. Home is a 
place we relax, which is why 
we are far more free. 

Our locus of  control is 
external: It’s like my belief  

Work from home is still considered 
as an “Alien Concept” by many of us. 
However, the traditional way of work 
is going to change and work from 
home will be a crucial part of it

sations and socialize.  We 
need those intermediary 
breaks and informal chat & 
chai breaks to re-energize 
ourselves and this is infec-
tious. We miss this element 
completely in WFH. 

Our schooling and 
lessons of  discipline 
thereof: Indian society 

that my success and fail-
ure is directly linked to my 
co-existence in my tribe. 
External locus of  control 
again triggers the lack of  
self-discipline. We find it 
extremely tough to say NO, 
resultantly we are distracted 
and end up conversing with 
anyone and everyone during 
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work hours else it will be 
rude is the assumption.  

Lack of  understanding 
of  corporate work ethos: 
The percentage of  the popula-
tion which works in a formal 
corporate ecosystem in India 
is still negligible compared to 
the working population. Due 
to which players find it rather 
difficult to comprehend the 
rules of  this game. For exam-
ple casual dressing is fine at 
home, can’t that call wait, 
have you been punished to sit 
at a place and work and so on.

doing things of  our choice. 
But then the moment it is 
made mandatory, a sense 
of  resentment, aversion 
and feeling different creeps 
in.  We all like to believe we 
make our own choices and 
invest our time the way we 
like. But one can always 
break the conditioning and 
choose to take this journey 
inwards, to a new way of  
life. The onus of  this jour-
ney lies on the individual. 

The dual pillars on which 
we can build a New Way of  

•	 Similarly, while working 
if  you are not able to pay 
attention to your loved 
ones or other stakehold-
ers, do not get into guilt 
mode. 

•	 Maintain a structure to set 
boundaries for both work 
and home, as work has 
blurred the boundaries.

•	 During these times, both 
work and home ecosys-
tems, tend to consume a 
lot of  your time, energy 
and take you for granted. 
En-sure, you start early, 
prioritize, maintain a 
schedule and stick to it. 

•	 Guilt is often a result of  
our lack of  understanding 
the social ecosystem and 
a belief  which propagates 
an emotion to only negate 
self. To avoid this confu-
sion, have healthy conver-
sations around these at 
home.

Learn to appreciate the 
context and be ok with not 
being OK.

 
 Mindfulness (Self 

Awareness)   
To simplify the concept, 
mindfulness is a deep dimen-
sion and a state of  being in 
the present moment. In the 
current ‘knowledge econ-
omy’, intellect is dispro-
portionately magnified, 
resulting in a divide of  self, 
experience, and life.

It is important to remem-
ber that comprehending 
‘self ’ is key. A process of  
existence and inclusiveness 
is possible at our very home. 

The big change we are proposing is 
that instead of enforcing the concept 
of discipline from Outside, we should 
bring the awareness Inside. Let us 
explore as to what this concept 
means and how to roll it out

 So is WFH a doomed 
concept in the Indian 
context? No. The big change 
we are proposing is that 
instead of  enforcing the 
concept of  discipline from 
Outside, we should bring 
the awareness Inside. Let 
us explore as to what this 
concept means and how to 
roll it out.  

The New Journey from 
Outside to Inside 
It is our innate nature 
to follow instinct and do 
our own thing which fills 
us with energy, opportu-
nity, and excitement. And 
there is always a thrill in 

life are OM (Overcoming 
Guilt and Mindfulness). 

 Overcoming Guilt
Some of  the insights to 
cultivate among ourselves 
and employees through 
programs are as follows: 
•	 Being joyful is critical to 

growth and to life. Work-
ing from home is neither 
an entitlement nor an 
enforcement, but the 
demand of  an unforeseen                  
situation and crisis.  So, 
for that if  you take a 
break for lunch, or decide 
to respond to a few work 
calls / emails late, you 
need not feel guilty. 
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Rajita Singh is  Head Human 
Resources, Broadridge India; and 	
K Srinivas Rao is the Founder & 
Chief Strategist at The Strategist 

This happens when our 
body, mind and energy are 
aligned.
•	 Awareness exists at differ-

ent levels based on our 
experiences, making it 
paramount to be able to 
balance that working 
from home in the current 
scenar-io is not really a 
personal choice but a need 

is common. However 
the informal setting of  
Home where the naturally 
defined power structures 
(like office) do not exist, 
chances of  getting into 
these mo-ments uninten-
tionally are high.

Feel free to engage in 
anything that comforts you, 

It is important to 
remember that 
comprehend-
ing ‘self’ is key. 
A process of 
existence and 
inclusiveness is 
possible at our 
very home. This 
happens when 
our body, mind 
and energy are 
aligned

as workout, swimming, 
etc. 3) Self-discipline 
helps get regulated and 
a happy lifestyle. These 
steps enable and make life 
even more nourishing and 
satisfying. 

of  the hour for mankind. 
An aware-ness on this 
magnitude helps appreci-
ate this fact.

•	 Create a  ‘me’ time 
wherein you can reflect, 
introspect and calm the 
mind in the chaos. Make 
your ‘25th Hour’.

•	 Work has come home 
so home cannot lose its 
significance. Be mindful 
of  the overlap as the coex-
istence of  Work and Home 
is new. In a Video call if  
your baby shows up take it 
in your stride with pride.

•	 Feeling extremely due to 
a bad conversation, insult 
or being yelled at work, 

walk alone, listen to music, 
meditate? It only reduces 
stress and anxiety.
•	 Being mindful needs prep-

aration at three levels- 
the mind, the heart and 
the gut. To get the best 
out of  it, 1) Prepare your 
physical body for it. Prac-
tices like yoga help gain 
the ability to sit for long 
hours, straighten your 
body posture, help relax 
your breathing, get your 
focus back and notice your 
thoughts and emotions. 
2) activate your mind 
and muscles towards 
synchrony and harmony - 
riding a bike, a treadmill, 

In conclusion, we need to 
reorient WFH and become 
Work From hOMe, where 
the onus shifts from being 
an organizational driven 
structural intervention to an 
individual adopt-ed behav-
ior for the betterment of  
self  and others. This shift is 
titanic coz individuals can 
become aware and awake 
‘only what they are aware of  
exists, else it does not!’ 



In the age of machine, 
people matter even 
more: Jacob Morgan

In an exclusive interaction with 
People Matters, Jacob Morgan, a 

futurist, a 4x best-selling author, TED 
and keynote speaker, talks about 

how employee experience is about 
creating an organization where 

employees ‘want’ and not ‘need’ to 
show up to work each day by focusing 

on three environments: culture, 
technology, and physical space

By Yasmin Taj

A
s the world under-
goes tremendous 
changes due to 
the impact of  the 

COVID-19 pandemic, organ-
izations are being forced 
to rethink their business 
and people strategies. Busi-
nesses that will work on 
creating an environment 
of  trust during these times 
will emerge as winners in 
the long run. And employee 
experience will be at the 
heart of  all these multiple 
changes organizations are 
going through. 

We talk to Jacob Morgan, 
a 4x best-selling author, TED 
and keynote speaker, futur-
ist, and creator of  Future-
ofWorkUniversity.com on 
the changing dynamics of  
the workplace during the 
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time of  COVID-19 and what 
employee experience means 
today. Morgan is a highly 
sought after keynote speaker 
and speaks at conferences 
and events around the world 
on the future of  work and 
employee experience. He 
believes in creating organi-
zations where we all ‘want’ 
to show up to work, not 
where we ‘need’ to show up 
to work. 

In this exclusive interac-
tion, Morgan talks about 
how employee experience 
is about creating an organi-
zation where employees 
‘want’ and not ‘need’ to 
show up to work each day 
by focusing on three envi-
ronments: culture, technol-
ogy, and physical space. He 
also suggests how organiza-
tions should figure out the 
moments that employees 
care about most by asking 
them and then creating 
experiences around them.

Here are the excerpts from 
the interview. 

 In the age of the machine, 
do you think people matter 
more than ever, especially 
in times like COVID-19?

 Absolutely, we are seeing 
this especially with the 
Coronavirus as well. Much 
of  the conversations around 
automation and AI have 
completely been replaced 
by the need to connect, to be 
human, to practice empa-
thy, and to just be kind to 
one another. It's unfortunate 
that a virus had to make 

us realize this. Business is 
still about relationships and 
relationships are one of  the 
things that make humans 
so unique. In a technology 
driven world, it is going to 
be these "soft skills" that will 
matter most.

 Why has EX become a top 
priority for business leaders 
across the world, especially 
in times of COVID-19? Can 
you throw some light on the 
competitive advantage of 
employee experience?

 I looked at 252 organiza-
tions around the world and 

is the #1 talent trend for 
2020. From my research of  
interviewing over 140 CEOs 
around the world, I found 
that attracting and retain-
ing talent is one of  the top 
trends for leaders over the 
next ten years. The smart 
leaders out there realize that 
it is no longer about paying 
people more money. Employ-
ees care about more than 
just money which means 
we need to move to creating 
better experiences for them 
so that they actually want to 
show up to work each day.

So, why is employee expe-

Business is still about relationships 
and relationships are one of the 
things that make humans so unique. 
In a technology driven world, it is 
going to be these "soft skills" that  
will matter most

found that only 6% of  them 
do an amazing job of  invest-
ing in employee experience. 
These organizations are on 
average 24% smaller, have 
over 4x the average profit, 
and almost 3x the revenue 
of  non-experiential organi-
zations. They also have 
superior stock-price perfor-
mance! Examples include 
Cisco, Microsoft, Facebook, 
Rio Games, AirBnb, Hyland 
Software, and others.

A recent study by 
Linkedin actually found 
that Employee Experience 

rience becoming such a 
priority? Because, leaders 
are finally waking up to 
this realization. Instead of  
people convincing you why 
they should work for you, 
it is now YOU that needs to 
convince people why they 
should work for you.

 You have always insisted 
that Employee Experience 
is not Employee Engage-
ment. Why is that so and 
what are they key differ-
ences?

 For decades we have 
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invested in employee engage-
ment programs but around 
the world the scores are still 
terrible, that doesn't make 
any sense. The problem is 
that engagement is the effect 
but it is the employee expe-
rience that is the cause of  
an engaged workforce. Most 
organizations around the 
world view employee engage-
ment programs as a type of  
short term adrenaline shot to 
temporarily boost employee 
satisfaction. They do this 
with things like free food 
or hot yoga! The problem is 
that there are no changes 
made to the core workplace 
practices of  the organiza-
tion. Employee experience is 
exactly that, it is about creat-
ing an organization where 
employees ‘want’ and not 
‘need’ to show up to work 
each day by focusing on three 
environments: culture, tech-
nology, and physical space.

In short, employee engage-
ment has become about 
investing in short-term 
perks whereas employee 
experience is about making 

core changes to the organi-
zation.

 There has never been 
more money spent in trying 
to create employee experi-
ence, yet surveys show that 
nearly 7 out of 10 people 
report being disengaged at 
work. Where lies the rub?

 That's actually not true. 
The money was spent in 
employee engagement 
programs that I talked about 
earlier. Employee Experi-
ence is just now getting 
more traction and momen-
tum. Organizations are now 
making core changes to 
their workplace practices.

 Who are the major stake-
holders when it comes to 
ensuring employee experi-
ence in an organization? Is it 
the sole responsibility of HR 
to ensure EX?

 I created a ripple model 
which starts at the CEO and 

C-level. These are the people 
who must be the evangelists 
for all things employee expe-
rience. They need to be the 
biggest cheerleaders for this 
stuff ! One layer out of  that 
is the HR team, these are the 
people who are basically the 
employee experience task 
force. They develop the strat-
egy, the tactics, and the plan 
and help make it all become 
a reality. One layer out of  
that are all of  the leaders 
inside of  an organization. 
It is their job to make these 
employee experience strate-
gies and tactics come to life 
by implementing them with 
their teams. The final layer 
out of  that is "all employ-
ees", because it is up to 
everyone to make sure that 
they speak up to share their 
ideas and what they care 
about and value.

 How can employers 
leverage AI and next-gen 
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Instead of people 
convincing you 

why they should 
work for you, 
it is now YOU 
that needs to 

convince people 
why they should 

work for you
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technologies to fuel differ-
entiated employee experi-
ences?

 We are just starting to see 
more of  this happen now 
but I think a few things will 
happen. First, AI and tech 
will help us create more 
personalized experiences for 
our people because "it" will 
know employees better than 
a single leader ever could. 
AI can help recommenda-
tions for the types of  work 
we should be doing, what 
roles we would be best at, 
when we are getting burned 
out, etc. In fact, all of  these 
things are happening today. 
Second, AI and technol-
ogy will help us automate 
routine and mundane tasks 
so that employees can focus 
more on the human aspects 
of  work, this too positively 
contributes to the overall 
employee experience.

We have to remember that 
from the three environments 
I mentioned earlier, tech-
nology is 30% of  the overall 
experience. The best thing 
that an organization can do 
here is to give employees the 
best tools and resources so 
that they can do their jobs as 
effectively and seamlessly as 
possible while at the same 
time making the organiza-
tion more human.

 What are some of the 
biggest pitfalls you see 
organizations making when 
executing their employee 
experience strategy?

 First is not completely 
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The best thing 
that an organiza-
tion can do is to 
give employees 
the best tools and 
resources so that 
they can do their 
jobs as effectively 
and seamlessly 
as possible while 
at the same time 
making the organ-
ization more 
human

understanding what 
employee experience is. 
Remember, it's about three 
environments: culture, tech-
nology, and physical space. 
Free food and hot yoga are 
not a strategy, changes need 
to be made to the "engine" 
of  the organization vs 
just repainting it. Second, 
employee experience is NOT 
just an HR thing, it is an 
organizational thing. Every-

one needs to be involved 
here, not just the HR team. 
Third, understand that this 
is never ending. We will 
be in a rapidly changing 
world which means that our 
workplaces practices will 
change; just take a look at 
what Coronavirus has done. 
All of  a sudden, employees 
at organizations around the 
world are being told to work 
from home when many of  
these companies never had 
flexible work programs!

 What is the future of 
employee experience? 
Where do you see EX five 
years down the line?

 In the next five years, I 
expect to see great progress 
made in this area. My hope 
is that most organizations 
around the world will have 
teams in place to address 
this, that the term "employee 
experience" will become 
mainstream, and that organ-
izations will constantly be 
revisiting their workplace 
practices. We all deserve to 
be a part of  an organization 
where we WANT not NEED 
to show up to work each day 
and in 5 years, I would like 
to see more people around 
the world fit into that cate-
gory. This means we can 
expect more investment in 
workspace design, technolo-
gies which dictate how we 
work, and cultural invest-
ments in things like leader-
ship, health and wellbeing, 
learning and development 
programs, and the like. 
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Wolves in HR clothing
We are rightly scared of the Psychopaths among us, But 
what if some HR departments show Psychopathic traits?

Visty Banaji 
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I don’t ever go to pubs. I 
never eavesdrop. I lie. 
I was eavesdropping 
in a pub while wait-

ing for a friend to turn up. 
As I was nursing my glass 
of  RO water and pretend-
ing to read the wine list 
while listening to a group of  
youngsters at the next table 
sharing their work woes. 
They were from a range of  
companies and each outdid 
the other in their fulmina-
tions about how perfectly 
horrid their HR depart-
ment was. They shared lurid 
examples of  the deception, 
heartlessness, and trickery 
they had experienced at HR 
hands. My friend arrived 
at the agreed time and I 
lost track of  the griping at 
the next table. By the next 
morning, the stories I had 
clandestinely heard were all 
a blur (as was the conversa-
tion I had with my friend – a 
phenomenon known as the 
Maltese memory eraser). 
Strangely though, the pejo-
rative descriptors the young-
sters had used for HR kept 
surfacing in my mind as if  
I had come across just those 
terms in another context 

recently. Then the ten-paise 
coin dropped: the déjà vu 
was triggered because those 
words had stayed in my 
mind from a book I had read 
recently. Unfortunately, the 
book was called 'Without 
Conscience: The Disturb-
ing World of  the Psycho-
paths Among Us'1 and (after 
washing out the expletives 
and the derogatory nick-
names) the adjectives the 
people at the neighboring 
table had been using for HR 
were Hare’s terms for (you 
guessed it) Psychopaths. 
Words like callous, manipu-

lative, shallow, and egotisti-
cal kept recurring in both 
narratives. Could this be 
sheer coincidence or do 
some HR departments really 
display some Psychopathic 
traits (at least metaphori-
cally)? This column attempts 
to answer that question.

Psychopaths in 
Corporates
Before reviewing the extent 
to which some HR set-ups 
display Psychopathic symp-
toms, we need to be clear 
about what these are. While 
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Psychopath (frequently 
abbreviated to 'psycho') is 
colloquially used to describe 
anyone who appears 
mentally unbalanced, which  
is far from how psycholo-
gists employ the term. Let’s 
take Hare’s help in defining 
the term: "Psychopaths are 
social predators who charm, 
manipulate, and ruthlessly 
plow their way… Their 
hallmark is a stunning lack 
of  conscience; their game 
is self-gratification at the 
other person’s expense… 
A self-centered, callous, 
and remorseless person 
profoundly lacking in empa-
thy…" Hare goes to give the 
key symptoms of  Psychopa-
thy in two categories:

Emotional / Interpersonal
•	 Glib and superficial
•	 Egocentric and grandiose
•	 Lack of  remorse or guilt
•	 Lack of  empathy
•	 Deceitful and manipula-

tive
•	 Shallow emotions

Social Deviance
•	 Impulsive
•	 Poor behavior controls
•	 Need for excitement
•	 Lack of  responsibility
•	 Early behavior problems 
•	 Adult anti-social behavior

From the above it should 
be very clear that Psycho-
paths are very different 
from Psychotics (though 
the words sound confus-
ingly similar) who usually 
have sensory experiences 

or beliefs with no basis in 
reality. While Psychopaths 
have glaring gaps or abnor-
malities in their emotional 
responses, many of  them 
are well able to cope with 
the demands of  organiza-
tions and can play astute, 
if  ultimately damaging 
political games. "Corpo-
rate Psychopaths are char-
acteristically insincere, 
arrogant, untrustworthy 
and manipulative in their 
personal style; insensitive, 
remorseless, shallow and 
blaming in their interper-
sonal relationships; impa-

for Seductive Operational 
Bullies) make it to the C 
Suite: "SOBs thrive on politi-
cal sabotage, power play and 
turf  wars. Ironically, many 
of  the qualities that indi-
cate mental problems in 
other contexts may appear 
appropriate in senior execu-
tive positions, particularly 
in organizations that appre-
ciate impression manage-
ment, corporate gamesman-
ship, risk-taking, coolness 
under pressure, domination, 
competitiveness, and asser-
tiveness. Even those traits 
that reflect a severe lack of  

Just as good roads, crime-free 
neighborhoods, and honest 
politicians don’t make the front 
page, super-helpful HR just isn’t a 
juicy story to laugh at (or curse)

tient, erratic, unreliable, 
unfocused and parasitic in 
their organizational matu-
rity; and dramatic, unethical 
and bullying in their social 
tendencies."2 Despite these 
obvious handicaps, it speaks 
volumes for our selection 
and promotion criteria 
that our topmost corporate 
echelons are revealed to 
have a higher proportion of  
psychopaths in their midst 
than exist in the general 
population.3 Manfred Kets 
de Vries explains why people 
with Psychopathic tenden-
cies (who he calls SOBs, 

human feeling or emotional 
poverty (lack of  remorse, 
guilt, and empathy) can be 
put into service by SOBs 
in situations where being 
'tough' or 'strong' (making 
hard, unpopular decisions) 
and emotional slickness 
work in their favor. Their 
innate charm, their deceit-
fulness, their need for thrills 
and regressions', can turn 
into a very heady effective 
package. Their destructive 
backstabbing behavior, and 
ruthlessness toward their 
adversaries, can be highly 
effective."5
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Psychopathic HR 
Organizations
Hopefully what I have writ-
ten so far will be endorsed 
by anyone conversant with 
the behavioral sciences 
in general and Abnormal 
Psychology specifically. 
Now it’s time to walk on 
a more interesting path-
way by comparing certain 
organizations to Psycho-
pathic individuals, if  only 
metaphorically. Not that 
we are in totally uncharted 
territory. Gareth Morgan 
identified eight perspec-
tives from which organiza-
tions could be viewed.4 One 
of  them (that of  organiza-
tions becoming psychic 
prisons in which people are 
trapped by their mindsets) 
seems intriguingly close to 
the destination where we 
are headed but, at best, takes 
us only a part of  the way 
there. We shall focus only on 
the cell occupied by Psycho-
paths in the prison and in 
the wing dedicated to HR 
organizations. 

How do such perverse HR 
set-ups, that contradict all 
that we have been taught 
(and which we preach 
ourselves) originate? One 
obvious answer is that the 
HR department is embedded 
within an organization that 
has Psychopathic character-
istics and, even if  HR hasn’t 
imbibed them from the start, 
it is only a matter of  time 
before it does so. We have 
already reviewed these traits 
but Dr. Tarja Ketola matches 

the personality character-
istics of  Psychopaths with 
examples of  organizational 
(mis)behavior.6

The more relevant 
sequence (from our point 
of  view) is when the 
Psychopathic rot starts 
from HR and then spreads 
to – or is rejected by – the 
rest of  the enterprise. There 
are three major ways in 
which HR becomes the first 
bearer of  a Psychopathic 
culture. The first is when 
an SOB (in de Vries’ sense) 
is appointed to the CEO’s 
role and needs the HR 
function to operate in a 
consonantly vicious mode 
(much as a Hitler needed 
a Himmler). If  the CHRO 
does not conform s/he is 
replaced until there is one 
who does. Similar pressure 
(followed by replacement, 
if  necessary) is brought to 
bear on the CHRO when the 
organization is acquired 

by another that already 
carries the Psychopathic 
virus. In these cases, 
the point of  origin for 
the malaise is either the 
global/regional business 
or functional leadership. 
Carrying tales about and 
ultimately 'hatcheting' the 
local CEO is frequently the 
proof  of  loyalty the CHRO 
has to provide for survival 
in such cases. Finally, there 
is the newly chosen CHRO 
who is the prime carrier of  
the deviant culture. S/he 
may, of  course, be chosen 
for precisely this reason as 
the replacement for a more 
value-driven CHRO (as 
in the two situations just 
considered) or because the 
prime job spec is a tough 
character who can be cool 
under pressure. The SOB 
CHRO may also have crept 
in because the enterprise 
has superficial or warped 
criteria for judging internal 
HR leaders or when naïve 
CEOs try managing CHRO 
selections on their own.7

Let me emphasize 
here that it is certainly 
not the majority of  HR 
organizations that can 
be described using the 
Psychopathic metaphor, 
nor is it even a significant 
minority. At the same time 
and for the same reasons 
as for CEOs, the incidence 
is not as low as the 1% 
Psychopaths amount to 
in the general population. 
However low the actual 
number of  vitiated HR 

Not all 
employees 
can react 
immediately to 
the treatment 
meted out by 
Psychopathic 
HR by lifting 
their voices in 
protest or their 
feet to exit
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departments maybe, 
they harm the image of  
the profession that is 
disproportionately high. 
The pub story with which 
this column opened did not 
contain a single positive 
episode of  HR going out of  
the way to help someone 
in the group though I am 
sure there must have been 
plenty of  such occasions. 
Just as good roads, crime-
free neighborhoods, and 
honest politicians don’t 
make the front page, super-
helpful HR just isn’t a juicy 
story to laugh at (or curse) 
over drinks. Unless the 
number of  Psychopathic 
HR departments approaches 
zero, we shall all suffer 
from the angry tarring and 
feathering their behavior 
elicits as a reaction from 
the general employee 
population. 

Organizational Costs
The damage Psychopathic 
HR departments do to the 
standing of  the profession 
is only collateral damage. 
The primary casualties 
are inflicted within the 
organizations housing such 
departments. 

Apart from the HR team 
itself, the first to spot the 
flaky fakery and ruthless 
self-aggrandizement of  
Psychopathic HR are 
employees themselves, 
starting with those 
who are in the way of  
or instrumental to the 
HR-serving schemes that 

start ricocheting around 
the firm. The impact on 
them is threefold. Worst 
of  all is the erosion in 
the trust that ought to be 
HR’s most prized asset. A 
classic symptom indicating 
this is that employees 
with problems, instead of  
turning to HR for solutions, 
avoid it desperately for 
fear that HR will only 
exploit the situation or the 
employee’s vulnerability 
while betraying confidences. 
Not all employees can 
react immediately to the 
treatment meted out by 
Psychopathic HR by lifting 
their voices in protest 
or their feet to exit. That 
doesn’t, of  course, mean 
they forget the mistreatment 
or manipulation to which 
they have been subject and 
they store up the resentment 
till they can give it form 
that can maximally hurt or 
embarrass the company and 
its HR. Lastly, the steadily 

increasing population of  
such employees provides 
ready recruits to the ranks 
of  the disengaged – that 
fearsome category of  people 
who dilute the claims for 
positive actions taken by 
the company and amplify 
all its slips with unvarying 
cynicism.

Peers are a bit slower to 
realize that (to paraphrase 
Donalbain8), "There are 
daggers in HR's smiles". 
Once they do, however, 
they tend to form coalitions 
against HR which put paid 
to any grandiose schemes 
of  improvement and change 
championed by HR, most of  
which then wither on the 
vine without linebacking. 
It is only a matter of  time 
before the team spirit of  
the entire company is 
torn to tatters by cliques, 
cabals, and conflicts. As an 
active game-player, HR is 
obviously unable to play 
the role of  honest broker or 
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mediator and, what could 
have been a minor hiccup 
becomes a paroxysm of  
progressively escalating 
tits for tats that severely 
impede organizational 
performance. People say a 
company is known by the 
kind of  people it has. It’s 
perhaps even truer to say a 
company is known by the 
kind of  people it loses. When 
there is a whole stream of  
otherwise highly competent 
and professionally 
esteemed people flowing 
out, it is symptomatic of  a 
Psychopath in the system – 
usually the CEO.9 When the 
flow becomes a flood, it’s 
indicative that the CEO is 
supported by a Psychopathic 
HR department. 

Finally, even partners and 
outsiders, whether vendors, 
union and community lead-
ers or labor department, 
and other authorities real-
ize the consequences of  
a Psychopathic HR func-
tion. The nature of  the 
skin-deep blandishments 
and the exact form of  self-
ishness may vary but they 
also spell doom to win-win, 
non-exploitative relation-
ships. Vendors providing 
commoditized services with 
clear deliverables are rela-
tively unaffected in deal-
ing with Psychopathic HR. 
All they need to do is to give 
the HR leadership pride of  
place in major events and 
the lion’s share of  credit 
in presentations to top 
management and profes-

a couple of  peers who are 
happy to share in the distri-
bution of  spoils (that flow 
from HR sponsorship rather 
than performance), thus 
preventing the normal 
immunity reactions of  the 
organization from rejecting 
Psychopathic HR and the 
infection of  politicization 
and conflict that accompa-
nies it. 

Early Surgery
The prognosis for Psycho-
paths is not a happy one. 
"Indeed, many writers on 
the subject have commented 
that the shortest chapter 
in any book on Psychopa-
thy should be the one on 
treatment. A one-sentence 
conclusion such as, 'No 
effective treatment has been 
found,' or 'Nothing works,' 
is the common wrap-up to 
scholarly reviews of  the 
literature."1 

Organizations too, that 
have allowed a full-fledged 

sional bodies. Matters are 
not so simple for consult-
ants dealing with issues that 
touch the political innards 
of  the organization. They 
find it more challenging to 
stay on the preferred service 
provider list while retain-
ing their professional integ-
rity. Particularly in such 
cases, a perverse version 
of  Gresham’s Law comes 
into play: advisors who are 
willing to aid the machina-
tions of  a Machiavellian HR, 
crowd out ones who tailor 
their advice primarily to the 
needs of  the organization.

It is not only more manip-
ulative and pliable consult-
ants and other outsiders 
who flourish in partner-
ship with Psychopathic HR. 
Even internally, such HR 
departments can recruit 
a crop of  informants and 
disinformation planters 
from the general employee 
population. At more senior 
levels too, there are always 
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Psychopathic HR depart-
ment to mature, have few 
options other than the exci-
sion of  the malignancy. The 
extent of  removal depends 
on the time the Psycho-
pathic culture has had to 
seep into the culture of  the 
function. In the early stages, 
simply the expulsion of  the 
CHRO and a couple of  key 
lieutenants should suffice, 
and for this to happen an 
alert CEO and a watchful 
Board10 are essential. 

The outcome is far grim-
mer if  HR has turned 

Apart from the HR team itself, the 
first to spot the flaky fakery and 
ruthless self-aggrandizement of 
Psychopathic HR are employees 
themselves

empathy and asocial tenden-
cies are also key character-
istics of  the corporation, 
says Hare – 'their behavior 
indicates they don’t really 
concern themselves with 
their victims', and corpora-
tions often refuse to accept 
responsibility for their own 
actions and are unable to feel 
remorse… Human psycho-
paths are notorious for 
their ability to use charm 
as a mask to hide their 
dangerously self-obsessed 
personalities. For corpora-
tions, social responsibil-

ity may play the same role. 
Through it they can present 
themselves as compassion-
ate and concerned about 
others when, in fact, they 
lack the ability to care about 
anyone or anything but them-
selves."11

While I will not go so far as 
to paint all businesses in the 
same scarlet color, it is a fact 
that there are several which 
follow the credo of  profit 
maximization very closely, 
regardless of  the attendant 
(non-financial) costs. In such 
cases no amount of  surgery 
internal to HR can help. India 
is rightly proud of  the Insol-

Visty Banaji is the Founder and CEO 
of Banner Global Consulting (BGC)

Psychopathic in response to 
the CEO’s demands. There 
is a view that organizations 
that respond primarily to 
the dictates of  sharehold-
ers display a Psychopathic 
streak. Joel Bakan writes: 
"The corporation, like the 
psychopathic personality it 
resembles, is programmed 
to exploit others for profit. 
That is its only legitimate 
mandate." He reports his 
conversation with Dr. Robert 
Hare, the psychologist and 
internationally renowned 
expert on psychopathy who 
we have quoted several 
times already: "A lack of  

vency and Bankruptcy Code 
that was passed by parlia-
ment in 2016. Obviously, it 
deals only with the financial 
collapse of  corporations. The 
kind of  malfeasance we are 
dealing with here demands a 
Prevention of  People Exploi-
tation and Moral Bank-
ruptcy Code. When should 
it trigger the closure of  a 
Psychopathic organization? 
Watch this space after my 
next eavesdropping session 
at the pub. 
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In this exclusive 
interview, Rahul Guha, 
Managing Director and 
Partner & Recruiting 
Chair, India, Boston 
Consulting Group talks 
about how the world 
of work has changed 
since the outbreak of 
COVID-19 and how 
it will impact the 
recruitment industry 
in particular
By Yasmin Taj

COVID-19 has tested 
all our assumptions 
regarding work: BCG’s 
Rahul Guha

A
s the world 
of  work faces 
the disruption 
brought forward 

by the COVID-19 pandemic, 
a lot has changed and needs 
to be changed in the way 
workplaces function. The 
pandemic has accelerated 
the need to ensure that 
people around the globe 
have the necessary technol-
ogy skills and access to do 
their jobs. Talent develop-
ment too has now become 
a totally new ball game for 
talent leaders. So, what 
would the workplace look 

like when it resumes normal 
operations? Would organi-
zations go back to old ways 
of  working and manag-
ing talent or will these new 
ways of  working remain as 
the new normal? The future 
is uncertain, but organiza-
tions have already started 
working on what it would 
mean for them. 

In an exclusive interaction 
with People Matters, Rahul 
Guha, Managing Director 
and Partner & Recruiting 
Chair, India, Boston Consult-
ing Group, talks about 
how the world of  work has 
changed since the outbreak 

COVID-19 and the 
lockdown has 
challenged all our 
assumptions on 
effectiveness and 
working models. 
In the face of the 
outbreak, there 
has been a huge 
shift towards 
remote working
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of  COVID-19 and how it 
will impact the recruitment 
industry in particular.

As Managing Director 
and Partner in the Mumbai 
office of  Boston Consult-
ing Group, Guha leads the 
Healthcare & Life Sciences 
Practice focused on Pharma 
and Process industry. He has 
worked across the Health 
Care & Life Sciences prac-
tice both in India and the 
US. He is also a topic expert 
in commercial operations, 
cost & throughput efficiency, 
smart simplicity and organi-
zation design.

Guha is also the Recruit-
ment Chair for BCG India 
and has previously led the 
People and Organization 
Practice in India. A signifi-
cant portion of  his work 
lies in these core areas – 
Commercial excellence - 
Digital – Cost reduction – 
Throughput improvement 
-  Pricing – Building mega 
brands – Agile develop-
ment in R&D. He has exten-
sive project experience in 
Pharma and Medtech and 
actively participates in 
Industry forums and bodies 
helping them with Industry 
inputs.

 How has the COVID-19 
outbreak changed the way 
we work?

 COVID-19 and the lock-
down has challenged all our 
assumptions on effective-
ness and working models. 
In the face of  the outbreak, 
there has been a huge shift 

towards remote working. We 
are now more remote than 
ever, more flexible than ever 
and funnily, quite connected 
with our clients and peers. 
The work-from-home model 
is working quite well for 
us, with most of  our teams 
using remote work platforms 
to interact with the client 
and team. To be honest, we 
haven’t seen a significant 
decline in productivity.

 What will the new world 
of work or post COVID-19 
workplace look like?

 COVID-19 has tested all 
our assumptions. It has 
established new ways of  

working which will likely 
hold true for times to come. 
We see us being more 
comfortable with remote 
working, supporting all 
kinds of  flex models which 
we can explore to engage 
and retain our staff. Leaders 
are more comfortable with 
virtual collaboration and 
have now seen the benefits 
and convenience of  using 
these tools.

 How will organizations 
look at talent post COVID-19? 
What are the biggest worries 
keeping talent leaders 
awake at night?

 For us, talent require-

We see us being more comfortable 
with remote working, supporting all 
kinds of flex models which we can 
explore to engage and retain our staff
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ments will remain the same 
– our talent pool is quite 
specific. However, what is 
keeping us awake is whether 
our talent search model will 
scale to the current reality. 
We will need to ensure our 
recruiting process scales 
to the new reality as soon 
as possible. We are finding 
ways to connect with talent 
virtually, exploring virtual 
events.

invested in technologies to 
keep pace with this change 
will emerge as winners. 
Specifically tools to enable 
remote scheduling, inter-
viewing, etc. will really pay 
dividends. 

 According to the ongo-
ing People Matters COVID-
19: Impact & measurement 
survey, 73% of the partici-
pating companies do not 
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 How will the recruit-
ment industry change post 
COVID-19?

 I think the cost structure 
of  the recruiting industry 
will change. A lot of  the 
meeting / travel cost linked 
to candidate selection will 
go away. Scheduling inter-
views / meetings will be 
easier and therefore time to 
select will become faster as 
well. Things will move faster 
to closure, and recruit-
ing companies that have 

have a post lockdown strat-
egy. What is your take on 
this?

 I think the perspective is 
closely linked to timing. In 
the last few days, as clarity 
has begun to emerge, many 
companies have started to 
shape their post lockdown 
strategy, typically with a 
visibility of  approximately 
100 days. That makes sense, 
as the priority is to kick-
off, but it is important for 
companies to refresh their 

strategy and factor in key 
upsides/downsides emerg-
ing from the COVID-19 situ-
ation.  

 What are the best prac-
tices companies can 
embrace in uncertain 
times like COVID-19? How 
can they prepare to bounce 
back?

In our business, 
our people are 
our seed corn. 
It is important 
to preserve 
that competi-
tive advantage 
so that we can 
bounce back 
quicker than our 
competition and 
that remains our 
priority

 If  you are a farmer, you 
know never to eat your seed 
corn. In our business, our 
people are our seed corn. 
It is important to preserve 
that competitive advantage 
so that we can bounce back 
quicker than our competi-
tion and that remains our 
priority. Standing by your 
promise in the market will 
make the difference on 
attracting and retaining 
talent in the future. 
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In an exclusive interaction, 
Keca Ward, Sr. Director Talent 
Experience at Phenom People, 
throws light on the future of work 
and the new normal as we move 
through the age of COVID-19
By Shweta Modgil

T
alent experience had 
been highlighted 
as one of  the major 
HR trends for the 

year 2020. Before COVID-19 
struck. But even as organi-
zations move through the 
age of  the COVID-19 world 
and prepare themselves 
for the new normal, talent 
experience will occupy the 
center stage in the global HR 
market which is more than 
a $400 Bn, with over $32 Bn 
spent on technology solu-
tions. In order to optimize 
talent experience for millions 
of  job seekers, employers 
require data and automa-
tion throughout the entire 
journey in order to person-

alize and optimize every 
talent experience. This is the 
gap that firms like Phenom 
People aim to address.

The Philadelphia based 
leading Talent Experi-
ence Management (TXM) 
platform founded in 2010 
by Mahe Bayireddi, Hari 
Bayireddy, and Brad Goldoor 
offers a single platform 
that eliminates the need for 
multiple HR tools—connects 
the four key stakeholder 
experiences in the talent 
lifecycle and reduces time-
to-hire and cost-per-hire 
while improving talent qual-
ity and productivity. 

Here are the excerpts of  
the interview.

 What are some of the 
changes which Phenom 
has introduced in the work-
place as lockdown comes to 
an end?

 We’re still following shel-
ter in place regulations, but 

I foresee large 
organizations 
creating Chief 
Safety Officer posi-
tions and other 
Occupational 
Safety and Health 
Administration 
(OSHA) jobs

Going back to 
normal will be 
gradual: Keca 
Ward, Phenom 
People

In


t
e

r
v

i
e

w



116 | june 2020

we are preparing to go back. 
First, we will observe other 
companies’ success in the 
transition. From there, we 
will take volunteers who are 
interested and willing to be 
the first to enter the office. 
It will be a gradual process 
but we want to ensure our 
employees’ safety first and 
foremost.

 I guarantee that we will 
maintain the Centers for 
Disease Control and Preven-
tion (CDC) recommended 
guidelines at the office. 
Face masks, hand sanitizing 
stations, and social distanc-
ing will all be enforced. We 
have an open office floor 
plan, so the first thing to 
implement is a healthy gap 
between employees while 
sitting at their computers—
likely every third desk is 
where we’ll assign seats.

 We will have daily office 
cleanings, hand sanitizer 
stations, and we’ll disassem-
ble common areas to avoid 
any gatherings. Since we’ll 
practice social distance in 
the office, we’ll repurpose 
conference rooms and break 
rooms as desk space.

 For the kitchen, we plan 
to limit its use to a certain 
number of  employees at a 
time. And we’re going to 
provide only disposable 
utensils, plates, and cups for 
the time being.

 
 What percentage of the 

workforce has been brought 
back to the office? How was 
that decided?

 When the quarantine 
ends, we’ll let willing volun-
teers go back to the office 
first. They will be our eyes 
and ears onsite for areas 
and rooms that receive a lot 
of  foot traffic and should 
be cleaned more often. This 
will establish a safer migra-
tion back to work. However, 
we will not make anyone 
go back who does not feel 
comfortable. For those who 
want to continue working 
from home, may do so.
 

 How will HR ensure that 
people working from home 
do not miss out on the same 
employee experience as the 
office?

 Before the pandemic, we 
were a hybrid workforce 
of  in-person and remote 
employees. We’ve been 
prepared to deliver the same 
employee experience for 
everyone by using video 
conferencing for company-
wide meetings and award 
ceremonies to make sure 
we all feel connected and 
all have the same Phenom 
culture experience. 
 

 What are some of the 
HR policies that have been 
tweaked at Phenom post-
COVID in the workplace?

 We’ve updated our Family 
and Medical Leave Act 
(FMLA) policy to include 

We will see a new line of health and 
safety jobs open-up post-pandemic. 
In fact, companies who don’t hire 
for these types of jobs could be at a 
disadvantage in the future
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any employee who comes 
down with COVID-19. We 
have to be very flexible espe-
cially should an employee 
or their loved one have to 
recoup and recover from the 
virus. Working from home 
for long periods requires an 
elevated level of  attention 
to life; working parents are 
homeschooling their chil-
dren and some employees are 
caring for loved ones with 
COVID.

We are discussing a plan 
that will enact workforce 
coordinators whose focus is 
on a COVID-free office space 
and practices. They would 
enforce CDC guidelines such 
as social distancing, mask 
wearing, and cleanliness. I 
foresee large organizations 
creating Chief  Safety Officer 
positions and other OSHA 
(The Occupational Safety and 
Health Administration) jobs.

We will see a new line of  

health and safety jobs open-
up post-pandemic. In fact, 
companies who don’t hire 
for these types of  jobs could 
be at a disadvantage in the 
future. Employees want to 
work for an employer who 
puts the utmost concern on 
their health, well-being, and 
safety.

 What are some of the chal-
lenges that Phenom is facing 
while the majority work-
force operates from home?

 We’ve made a substan-
tial shift from focusing on 
the candidate to employee. 
Companies are in hiring 
freezes but their inter-
nal talent still needs to be 
addressed. We have pivoted 
our TXM solution to better 
enable virtual events, 
upskilling of  employees, and 
matching employees with 
project-based work in areas 
of  the company that have 

higher demands as a result 
of  this pandemic.

 What are some of the 
trends that will become the 
norm in the post-COVID 
workplace in the coming six 
months?

 There will be several new 
trends in our work lives after 
this pandemic, including:
1.	 Social distancing within 

the building
2.	 Health and safety officers 

enforcing CDC guidelines 
and practices

3.	 Limited or no office 
visitors and more virtual 
meetings with clients

4.	 Traffic patterns on floors
5.	 Posters and flyers for best 

hygiene practices and 
symptom checklists

 
 How will the employee 

experience of employees be 
different in the post-COVID 
workplace compared to 
before? 

 Since common areas, 
kitchens, and cafeterias 
will have to change, we will 
have to get creative to culti-
vate that ‘togetherness’ feel-
ing and provide a space for 
breaks. In the short term, 
I’m sure we will see more 
people eating their lunches 
and conducting meetings 
outside.

Going back to normal 
will be gradual, and part 
of  that process will include 
a portion of  the workforce 
telecommuting the first half  
of  the week and in the office 
the second half. 
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A global
psychological
pandemic
is on its way

The mental and emotional impact 
of isolation and quarantine life 

has already begun to make its way 
through the global population with 

extreme, moderate and low level 
responses. Before it's too late, let’s 
identify measures in time to not let 
this become another pandemic the 

world was not prepared for
By Bhavna Sarin
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W
hile we have 
been address-
ing several 
issues from 

physical safety, resuming 
work from office, lockdown 
to economic relief  packages, 
we are either being ignorant 
or have missed out on the 
next big crisis knocking our 
door - a global psychological 
pandemic. How is that worse 
than COVID? Social distanc-
ing and quarantine will 
not be enough to contain it, 
rather that might become, or 
in fact has already become a 
trigger to the biggest psycho-
logical threat to the world.

Before we begin address-
ing mental health in this 
story, let’s get some facts in 
place.

Global research reports 
indicate some of  the biggest 
COVID related conse-
quences, beyond health 
related consequences, to 
be panic, mass unemploy-
ment, poverty and home-
lessness, and social distanc-
ing induced isolation. The 
mental health consequences 
of  these are as below:
•	 Surge in suicide risk: 

Given the number of  
suicides owing to COVID-
19 and the lockdown so 
far, experts argue that 
lockdown will cause more 
deaths than COVID-19 
itself  amid recession 

•	 Enhanced anxiety and 
depression

•	 Post-Traumatic Stress 
Disorder (PTSD): A 

medical condition that 
delays psychological 
recovery from any trauma 
or terrifying experience. 
Quarantine and fear of  
contracting COVID-19 
is already instilling a 
profound and lasting fear 
of  shared spaces includ-
ing hotel lobbies, restau-
rants, theatres, flights, 
trains, and so on

tine themselves, we are not 
new to the concept of  quar-
antine. While it might not 
have been possible to esti-
mate the extent of  the coro-
navirus pandemic before-
hand, we are nearly four 
or five months into it, and 
yet have not emphasized 
the psychological threats 
it carries with itself. Quar-
antine is critical to contain 

In the current climate, the lines 
between work and leisure are 
increasingly blurred, and this, 
combined with the feelings of isola-
tion that are caused by the limited 
interaction that comes with social 
distancing, can lead to excessively 
elevated levels of stress

•	 Xenophobia: Prejudice 
against people of  specific 
countries. With China 
being the epicenter of  
COVID-19, the country is 
already being held respon-
sible by several global 
leaders for the massive 
outbreak and inadequate 
measures to contain it, 
with multiple conspiracy 
theories doing the rounds
Be it the SARS outbreak 

back in 2003 leading to a 
citywide quarantine across 
China and Canada or the 
2014 Ebola outbreak that led 
to several Western Africa 
countries having to quaran-

further spread of  COVID-19, 
however, are we prepared for 
the apparent psychological 
costs? Let’s find out!

Lives lost on account of 
fear
Research, historic and 
recent, has shown that the 
consequential impact of  
isolation, arising out of  the 
need for quarantine bears 
a distressing outcome for 
mankind. Here are some 
incidents that have been 
reported over the last two 
months, owing to COVID-19:
•	 Emily Owen, 19 year 

old, female, Britain: The 
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youngest reported suicide 
victim amid COVID-19. 
The young girl took this 
drastic step triggered by 
the fear of  an anticipated 
prolonged isolation.

•	 K Balakrishna, 50 
year old, male, Indian: 
Reportedly the first 
suicide victim of  COVID-
19. After consuming unfil-
tered and limitless content 
on COVID-19, Balakrishna 
fell prey to the human 
tendency of  feeling 
scared. In the fear of  feel-
ing that he had contracted 
coronavirus and was a 
threat to his family, he 
took his own life. 

•	 Zahidul Islam, 36 year 
old, male, Bangladesh: 
The first COVID-19 related 
suicide in Bangladesh. 
Zahidul on return from 
his travel from Dhaka, 
reached his hometown 
with fever, cold symptoms 
and weight loss. Based 
on the information they 
came across, Zahidul and 
the villagers feared he 
had contracted COVID-
19, leading to avoidance 
by people of  his village 
(on the lines of  Xenopho-
bia), without confirming 
if  he in fact was positive 
or not. The circumstances 
led to Zahidul taking his 
life. The autopsy results 
found that he did not have 
COVID-19.

•	 Daniela Trezzi, 34-year-
old, female, Italy: A 
nurse at the San Gerardo 

Hospital in Italy, feel-
ing deeply traumatized, 
suffering from compas-
sion fatigue, emotional 
burnout, hopelessness, 
and the fear of  contract-
ing and spreading the 
disease to others, Daniela 
gave up her life.

These are only a few of  the 
reported cases so far. What 
did they have in common? 
They lived in a time of  a 
pandemic, and were over-
whelmed by how they could 

to mental illness, but for 
anyone and everyone expe-
riencing any similar symp-
toms. In addition to manag-
ing work and chores, people 
are also are at a constant 
battle with self-destructive 
thoughts, depression, anxi-
ety, isolation, and other 
concerns with no possible 
parked time to deal with 
them. Given the uncertainty 
surrounding the end of  
COVID-19 or the lockdown 
and imposed distancing 

The prolonged social distancing and 
quarantine life augments the need 
for virtual employee resource groups 
to maintain the continuity of support 
groups and allyship

be a threat to others, accom-
panied by a sentiment of  
hopelessness. Does that 
sound familiar?

According to media 
reports, India alone has 
recorded 338 suicides during 
the lockdown period. Major 
causes for these suicides 
were found to be:
•	 Feeling of  loneliness
•	 Fear of  testing positive for 

COVID-19
•	 Deaths triggered by with-

drawal symptoms - alco-
hol, drugs, etc

•	 Starvation 
•	 Financial distress

The ongoing crisis is not 
only a threat to the mental 
health of  those predisposed 

restrictions, it is imperative 
to contain and manage the 
impending mental health 
crisis, before it’s too late.
Understanding who is 
predisposed to taking 
extreme decisions
According to a 2019 WHO 
report, “One in four people 
in the world will be affected 
by mental or neurologi-
cal disorders at some point 
in their lives. Around 450 
million people currently 
suffer from such conditions, 
placing mental disorders 
among the leading causes 
of  ill-health and disability 
worldwide.”

Taking into account WHO 
numbers, experts are of  
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the opinion that the most 
vulnerable in the current 
times are those who have 
existing mental health 
issues - depression, anxi-
ety, suicidal tendencies, 
addiction, insomnia, and 
anger issues, to name a few. 
The people in this segment 
often have low self-esteem, 
can be easily triggered by 
any unpleasant comment/ 
information, and this threat 
increases exponentially 
under isolation. 

With restricted move-
ment, their routine which 
they had been working on 
to get better, which could 
involve a walk in the park, 
visiting psychiatrists/ thera-
pists, attending meetings 
with support groups, play-
ing a sport to get fit both 
physically and mentally, 
and more, that routine to 
improve their mental health 
has been distorted, leaving 
them to depend solely on 

technology to stay connected 
with the outside world, the 
same technology where in 
the middle of  a video call 
with a family member or 
friend, there is a news alert 
on COVID cases, or any 
other disturbing news, send-
ing their minds back into a 
shell that only keeps shrink-
ing and drawing out all hope 
for a better tomorrow, trig-
gering negative, and often 
self-destructive thoughts.

While the danger is higher 
for those with an exist-
ing mental health issue, it 
also poses a threat for the 
remaining segment of  the 
population. For instance, for 
families with younger chil-
dren or older parents and a 
working couple, the stress 
to manage work and home, 
and guilt of  not being able 
to be there 100% for family 
members makes their situ-
ation worse. A majority of  
this segment of  the work-

force relied on caregivers, 
day care providers, crèches, 
and now have to not only 
continue to work, but work 
with the sense to be omni-
present. For nuclear fami-
lies with/ without children, 
reports have experienced 
a spike in cases of  domes-
tic violence, which could be 
triggered by increase in alco-
hol consumption, substance 
abuse, or really just the fact 
that there is nowhere to go, 
causing increased irrita-
bility for those who suffer 
grave inability to rational-
ize thoughts, and therefore 
become a threat to people 
around. 

Another at-risk segment is 
students. Around this time 
of  the year, a large number 
of  students step into the 
corporate world to begin 
their careers, or are amid 

Break down work 
and personal 
activities into 
time slots and 
accomplish those 
tasks one after the 
other, in a manner 
that works best 
for you and that 
aligns with your 
requirements at 
the personal as 
well as profes-
sional front
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their internships, however, 
the ongoing pandemic has 
led to a majority of  organi-
zations having to pull back 
job offers and decline intern-
ship opportunities. This has 
triggered anxiety among 
the younger workforce with 
respect to their career and 
job prospects, accompanied 
by self-doubt and the fear of  
being left behind, leading to 
added stress, especially for 
those who are living all by 
themselves. 

Another unfortunate expe-
rience for many amid the 
crisis has been losing their 
loved ones and not being 

able to travel to be present 
with family for the last 
riots. Being paralyzed by the 
circumstances and unable to 
be present physically to help 
each other through such 
difficult times also has a 
deep and lasting psychologi-
cal impact on people.

Contribution of work-
place related factors
According to a 2016 Myers 
Briggs survey, 31% of  
employees were expected 
to be responsive to work 
emails outside working 
hours, both by employers 
as well as clients. On condi-

tions of  anonymity, a signifi-
cant number of  employees 
admit this is the reality even 
in the present day, despite 
the reinforced need to draw 
boundaries between work 
and personal time. 

Head of  Thought Leader-
ship at The Myers-Briggs 
Company, John Hackston, 
recently said in an inter-
view, “In the current climate, 
the lines between work and 
leisure are increasingly 
blurred, and this, combined 
with the feelings of  isola-
tion that are caused by the 

Perhaps the most important advice, however, is for lead-
ers to recognize that remote working will affect each 
member of staff differently, including themselves. It is 
therefore crucial that managers recognize their own 
styles of working as to not impose their preferred work 
patterns onto employees

limited interaction that 
comes with social distanc-
ing, can lead to excessively 
elevated levels of  stress.”

“Perhaps the most impor-
tant advice, however, is for 
leaders to recognize that 
remote working will affect 
each member of  staff  differ-
ently, including themselves. 
It is therefore crucial that 
managers recognize their 
own styles of  working as to 
not impose their preferred 
work patterns onto employ-
ees. In turn, if  employees 
understand how they work 
to the best of  their ability, 
they are better equipped 
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to cope with remote work-
ing. By understanding what 
strategies work for them, 
how they can best switch off, 
avoid information overload, 
set boundaries and find a 
form of  work-life balance 
that suits them, they can 
reduce their stress levels, 
which will in turn help to 
combat the rise in stress 
during this difficult time,” 
added Hackston.

John Gaunt, Chief  Human 
Resources Officer, Syne-
chron shared with People 
Matters, “For employees 
working from home, multi-
tasking would mean caring 
for elder parents with health 
conditions, looking after a 
toddler, or even domestic 
chores along with the usual 
office duties. Employers, 
thus, need to watch out for 
several signs that employees 
may show such as increased 
anger or irritability, lack of  
motivation, procrastination, 

persistent sadness, excessive 
worrying or anxiety, poor 
sleep patterns, lack of  crea-
tivity or innovation, nega-
tive or pessimistic thoughts, 
increase in substance use/
abuse or even reckless 
behavior.”

What can organiza-
tions do?
Here are some action steps 
for organizations to protect 
the mental well-being of  
their people:

Educate: Lack of  aware-
ness is the biggest contribu-
tor to the uprising of  wide-
spread mental illness and 
its growth. It is crucial to 
emphasize and caution the 
workforce about the rising 
threat to mental health that 
has been exponentially 
magnified by COVID-19 as 
well as the measures needed 
to sustain life and busi-
ness post its advent into the 
global space. Educating the 

workforce and helping them 
understand the psychologi-
cal impact of  the trauma 
induced by the current 
circumstances, recogniz-
ing symptoms, encourag-
ing conversations, engag-
ing in healthy habits to stay 
mentally and physically fit 
and maintaining consistent 
communication is critical to 
ensure mental wellness of  
the community. Organiza-
tions can issue a handbook 
for coping mechanisms to 
assist those who are strug-
gling, and also encourage 
them to sign up for therapy 
if  needed, through calls 
(telephonic/video) provided 
by a host of  mobile applica-
tions.

Virtual ERG’s and 24*7 
helplines: The prolonged 
social distancing and quar-

It is crucial to 
emphasize and 
caution the work-
force about the 
rising threat to 
mental health that 
has been expo-
nentially magni-
fied by COVID-19 
as well as the 
measures needed 
to sustain life and 
business post its 
advent into the 
global space



124 | june 2020

antine life augments the 
need for virtual employee 
resource groups to maintain 
the continuity of  support 
groups and allyship. Virtual 
ERG's are an absolutely 
critical element to keep a 
check on rising mental and 
emotional outbreaks. Aptly 
said by Moody’s D&I Lead 
DK Bartley in a recent inter-
view, ERGs are a way to rise 
to the occasion. 

In addition to virtual 
ERGs, partner with NGOs, 
counselors, therapists and 
psychiatrists to ensure avail-
ability of  a 24*7 helpline, for 
employees, and extending 
it to their family members 
as well, to help manage any 
sudden emotional, behav-
ioral or mental breakdown. 
By providing assistance 
through helplines, leaders 
can do their bit to ensure 
their employees have some-
one to speak with and share 
their feelings. Beyond 
employer assisted helplines, 
share a verified list of  global 

helpline numbers with them 
to reach out to in case they 
have been experiencing 
suicidal thoughts, increased 
anxiety and panic, have been 
feeling depressed or feel the 
need to seek help. 

Tap into emotional 
intelligence: Another 
actionable measure at this 
point is training leaders and 
the workforce in emotional 
intelligence (EI). EI is not 
just a critical skill for lead-
ers, but quite close to being a 
life skill that one must build 
on. The number of  people 
who are currently facing a 
mental illness is quite signif-
icant, which makes it even 
more crucial to be trained 
in being emotionally intelli-
gent to make the community 
a safe space for one and all, 
curbing the casual remarks 
and comments one often 
passes. Marjet Andriesse, 
Managing Director of  
Telstra, APAC, shares with 
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People Matters, “We have 
always believed that work 
flexibility means different 
things to different people, so 
remote work arrangements 
need to be tailored to the 
individual. Our leaders are 
proactively and regularly 
talking to their teams, to 
understand their needs and 
adjust accordingly.”

Respect personal time, 
draw boundaries between 
work and life: Organiza-
tions today in their intent to 
stay connected with employ-
ees, feel an increased need to 
engage employees in activi-
ties to maintain a strong 
bond. While the intent is 
justified, it is important 
here to realize that the 
priority is about ensuring 
employees are doing well, 
and sometimes it might be 
a good idea to give that time 
back to employees rather 
than enforcing a fun/party 
hour. The need is to have 

Employees 
suffering from 

a mental illness 
or feeling low 

might find it over-
whelming to be 

asked “why so 
quiet” or “why 

don’t you share 
something”. 
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meaningful conversations 
and find opportunities to 
destress. Employees suffer-
ing from a mental illness 
or feeling low might find it 
overwhelming to be asked 
“why so quiet” or “why don’t 
you share something”. 

Acknowledge as a leader 
that work and personal lives 
have collided. That constant 
feeling of  not being able to 
deliver, too much work, not 
enough time, irritability in 
morning huddles, the rest-
lessness in attending video 
calls while also preparing 
meals for the family, no one 
was ready for this. Help 
your employees pause and 
figure out what all daily 
activities need their dedi-
cated time and focus. Recom-
mend breaking down work 
and personal activities into 
time slots and accomplish-
ing those tasks one after 
the other, in a manner that 
works best for them and that 
aligns with their require-
ments at the personal as well 
as professional front.

Internship opportuni-
ties for students: This is 
one area which can benefit 
not only the passive work-
force but also the organi-
zation. Identify roles and 
projects which can leverage 
the help of  students. The 
finance part is the ques-
tion here. While organiza-
tions are struggling to keep 
existing employees on the 
payroll how do they bear 
additional costs? For this, 
organizations will need to 

The mental and emotional impact 
of isolation and quarantine life 
has already begun to make its way 
through the global population 
with extreme, moderate and low 
level responses

partner with educational 
institutions and identify an 
approach. If  not a stipend, 
can they consider gain-
ing credits for work expe-
rience? Any benefits pack-
age that can be extended to 
the interns if  not a mone-
tary compensation for their 
contribution? Any free 
certifications that would 
otherwise be charged? By 
engaging with the younger 
workforce, organizations 
can benefit from the extra 
pair of  hands at work, and 
students can benefit from 
the work experience. This 
keeps them from feeling 

dejected and hopeless about 
their future prospects.

We weren’t prepared for 
COVID-19, but are trying 
to protect ourselves to the 
extent possible by follow-
ing protocol. The mental 
and emotional impact of  
isolation and quarantine 
life has already begun to 
make its way through the 
global population with 
extreme, moderate and low 
level responses. Before it's 
too late, let’s take correc-
tive action in time and not 
let this become another 
pandemic the world was not 
prepared for. 
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Don't just invest in 
employee experience, 
actively shape it as well
Employee expectations have grown and will continue to grow. 
Caroline Walsh, VP in the Gartner HR practice, shares how 
organizations can match these constantly evolving expectations by 
shaping the employee experience
By Mastufa Ahmed

C
aroline Walsh, vice 
president in the Gartner 
HR practice, leads a 
team whose qualitative 

and quantitative research looks 
into the top challenges facing 
today's HR leaders and the best 
practices that make HR teams 
more effective. In this interac-
tion, she discusses some of  the 
insights from her team's work on 
employee experience and how 
these apply in practice.

Here are the excerpts of  the 
interview.

 Why has employee experience 
become a top priority for busi-
ness leaders across the world? 
Has it not been always about 
customer experience?

 Employee experience is hugely 
important for organizations, in 
part because of  all organizations 
have done to improve customer 
experience. We now see employ-
ees expecting consumer-level 
experiences from their work. 
Moreover, when they are dissatis-
fied, employees are more likely 
than ever to complain publicly, 
with 45 percent of  employees 
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likely to share negative work 
experiences publicly.

We also know that a good 
employee experience has real 
impact on both talent and busi-
ness outcomes. Employees who 
are fully satisfied with their 
experience are 60 percent more 
likely to report high intent to stay 
and 69 percent more likely to be 
a high performer, compared with 
those with an average level of  
satisfaction. Organizations whose 
employees are fully satisfied with 
their experience are 48 percent 
more likely to meet organization 
customer satisfaction goals and 
89 percent more likely to meet 
organizational innovation goals, 
compared with those organiza-
tions with an average level of  
employee experience satisfaction.

Today, as organizations across 
the globe figure out how to move 
their workforces remote, the 
employee experience is chang-
ing dramatically—and will likely 
continue to be changed after the 
pandemic. Understanding and 
managing the employee experi-
ence will only continue to grow in 
importance.

 Where do most organizations 
sit on the employee experience 
maturity curve? How does it vary 
across markets?

 Most organizations have made 
initial ad hoc investments in 
the employee experience and 
are measuring how employees 
respond to those investments. 
These organizations now are 
moving to what we consider the 
“developing” employee experi-
ence maturity which entails HR 
leaders investing in employee 

listening techniques to iden-
tify and design HR experiences 
that matter most to employees. 
This is great place for organiza-
tions to be starting! This is still 
what we consider an invest-
ment approach that focuses on 
selecting the right experiences 
from the employee perspective. 
We find that this approach also 
mostly focuses on HR experi-
ences rather than all potential 
experiences an employee could 
have at work. Most organiza-
tions have yet to consider how to 
improve employees’ experiences 
with other functions across the 
organization or how to shape 
employees’ perception of  the 
experience investments that have 
already been made.

To take the "investment" 
approach to EX, or the "shaping" 
approach? Caroline Walsh, VP in 
the Gartner HR practice, shares 
why the one is a better strategy 
than the other
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We typically see similar trends 
across markets. However, the 
types of  investments being made 
vary based on market. For exam-
ple, we definitely see technology 
organizations and startups as 
some of  the first movers with 
new investments in the employee 
experience because of  the tighter 
talent market in which they are 
competing.

 What makes employee 
experience a top consideration 
for business leaders?

 It's not that organizations are 
failing across the board to provide 
the best employee experience—

it’s that employees’ expectations 
have grown, and continue to grow, 
so it becomes harder and harder 
for organizations to actually 
meet employee expectations. In 
fact, organizations are investing 
heavily—our conservative 
estimate is that organizations 
spend an average of  US$2,420 
per employee on the employee 
experience. But with each 
investment, employees’ 
expectations rise, necessitating 
still more investments. Instead 
of  simply investing in the 
employee experience, our 
research finds that organizations 
should shape how employees 
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Instead of simply investing in the employee 
experience, our research finds that organi-
zations should shape how employees feel 
about their experience—an approach that 
focuses on improving and influencing 
employees’ perceptions of their experience
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Many organizations start by 
investing in EX and measuring 
the outcomes. But by moving to a 
"shaping" approach, they can get 
32 percent more results with 32 
percent less investment

feel about their experience—
an approach that focuses on 
improving and influencing 
employees’ perceptions of  their 
experience. Organizations 
pursuing a “shaping” approach 
to the employee experience will 
improve employees’ experience 
satisfaction by 32 percent--and 
will spend 32 percent less—each 
year relative to organizations 
using an investment-focused 
approach.

 How can CHROs and other 
HR leaders create and execute 
a holistic employee experience 
strategy that drives both 
employee and organizational 
outcomes?

 We know that employee experi-
ence is directly linked with both 
talent and business outcomes, 
as mentioned above. We know 
that the best way to improve 
employee experience satisfaction 
is through pursuing a “shaping” 
approach. Shaping is a more 
comprehensive, holistic approach 
to understanding and manag-
ing what influences employees’ 
perceptions of  their experience 
over time. CHROs and HR leaders 
can drive a shaping approach by 
ensuring employees understand 
the intended value of  employee 
experience investments and 
sustaining positive feelings over 
time through a broad focus on 
what drives long-term employee 
perceptions of  their experience.

 What are some of the biggest 
pitfalls you see organizations 
making when executing their 
employee experience strategy?

 One key pitfall is being overly 
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focused on investments alone. 
Organizations today are often 
concerned with where they need 
to invest to improve the employee 
experience. Investments are 
important, but as above, we’ve 
found that organizations are 
already investing heavily. Instead, 
organizations should also 
focus on shaping the employee 
experience.

Another pitfall is going it 
alone. The employee experience 
may report through HR, but it 
is a cross-function issue. HR 
leaders must work across the 
organization to manage the 
experience. 
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Decoding human interaction 
with sociometers: 
A new face of AI
The use of a sociometer, a badge that captures the metrics of 
group communication, can help to advance our knowledge 
of team performance. The author explains how this works

Yasmin Soni

How can we use technology to 
better assess, understand, and 

predict team performance based 
on the communication and inter-

actions between the individuals 
within the group?
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harles Darwin wrote in 
his book The Descent of  
Man, “Individuals which 
took the greatest pleas-

ure in society would best escape 
various dangers, while those who 
lived solitary, would perish in 
greater numbers” (1871). Group 
activities including communica-
tions never fail to provide enig-
matic results. Group commu-
nication and its capabilities to 
produce synergistic results have 
been the paramour of  research-
ers. Humans have evolved with a 
common medium to communicate 
i.e. language. But how often do 
we communicate through words? 
A conversation can be broken 
down into tangible and intangible 
aspects. Although humans tend 
to be the talkative species, we put 

little faith in the words and more 
on the honest signals; we have a 
second channel of  communica-
tion that revolves around social 
relations (Adolf  & Stehr, 2015). 
Honest signals include human 
behavioral signals like facial 
expressions, body gestures, non-
linguistic vocalizations, and vocal 
intonations (Pantic et al. 2007). 
A study of  these gestures can 
provide a meaningful understand-
ing of  a situation and it opens 
an ocean of  potential research 
in predictive analysis. Organiza-
tional research has tried to capi-
talize on group communication 
for optimal organizational perfor-
mance. Most studies have incor-
porated the traditional methods 
to deconstruct group commu-
nication; surveys and observa-
tion have resulted in a subjective 
understanding of  reality. A new 
technique is in vogue to analyze 
group communication from a 
rather scientific perspective, 
incorporating a sociometer to 
measure and analyze the honest 
signals.

A sociometer is a badge devel-
oped at the MIT Human Dynam-
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ics Lab, it is capable of  producing 
sociometrics which comprises 
the data reflecting the intangible 
aspect of  the communication i.e., 
the vocal features; body move-
ments; relative location (Pent-
land, 2012). Sociometric badges 
are capable of  measuring face to 
face communication, conversa-
tional time, prosodic style, physi-
cal activity, physical proximity 
(Pentland, & Olguin, 2009). Honest 
signals are oblivious pointers 
shown amid social communica-
tions. Individuals show blends of  
genuine signs when they expect 
distinctive social jobs, for exam-
ple, exploring, listening, team-
ing, and leading. For example, the 
social job of  exploring joins low 
consistency and high movement. 
The job of  listening shows low 
consistency and low movement. 
The teaming job requires a blend 
of  high impact, high mimicry, and 
high consistency. While receiving 
the job of  leading there are high 
dimensions of  impact, high move-
ment, and high consistency. 

How does a sociometer 
operate?
• Physical activity
A 3-axis accelerometer signal 
should be sampled at 30 Hz to 
capture the range of  human 
movement since 99% of  the 
acceleration power during daily 
human activities is contained 
below 15 Hz (Mathie et al. 2004).

•  Speech Activity
The speech signal must be 
sampled at fs _ 8000 Hz since the 
voice frequency band ranges from 
300 to 3400 Hz approximately. 
The voiced speech of  a typical 

adult male has a fundamental 
frequency between 85 and 155 Hz, 
and that of  a typical adult female 
between 165 and 255 Hz. (Baken, 
1987).

• Face to face interaction 
Infrared (IR) transmissions can 
be used as a proxy for the detec-
tion of  face-to-face interaction 
between people (Choudhury & 
Pentland 2003).

• Proximity 
The Radio Signal Strength Indi-
cator (RSSI) is a measure of  the 
signal strength between transmit-
ting and receiving devices. An 
average threshold can be deter-
mined experimentally to detect 
when two people are close to each 
other by collecting RSSI measure-
ments over an extended period 
under different environmental 
conditions.

• Social Network 
Social network attributes can be 
calculated using the number of  
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IR and radio detections as the link 
strength between two actors. We 
will be using conventional social 
network analysis as described by 
Wasserman & Faust (2005).

Alex has identified these honest 
signals based on the evolutionary 
evidence, he points out four types 
of  signals including influence, 
mimicry, activity, and consistency 
(2008). He further explains influ-
ence as the extent to which one 
person is affected by the speech 
patterns of  another person. 
Sociometric badges are well 
equipped to detect overlapping 
speech patterns and help to iden-
tify the dominant one. Mimicry 
is explained as reflexive copying 
of  one person by another during 
a conversation, resulting in an 

unconscious back and forth trad-
ing of  smiles, interjections, and 
head nodding. Activity explains 
the interest and excitement. 
Consistency is explained in terms 
of  a consistent mental focus 
resulting in a lower variability. 
This signal can be captured by 
analyzing the timing, energy, and 
variability of  speech and body 
movement patterns. Analysis of  
the honest signals can decode 
the conversational dynamics and 
provide us with the linkages; we 
can also identify the dominant, 
high influencing person.

Implications for the 
organization
We are living in a world where 
we leave digital breadcrumbs 
of  everyday behavior. (Adolf  & 
Stehr, 2015). Often an item kept 
in the basket on a particular 
website pops up as an advertise-
ment on another website. Our 
online activities are data points 
for third parties, later to become 
part of  big data and analyzed 
to derive meaningful patterns. 
Organizations are not exempt 
from this wave, two forms of  
networks dominant in an organ-
izational setting are digital 
network and face to face network 
(Lepri et al., 2012). The digital 
network comprises extracting 
conversational data from e-mails, 
blogs, chats, instant messag-
ing, and phone calls to examine 
social network structure (Aral, 
Brynjolfsson, & Alstyne, 2006). 
Though the digital network acts 
as a primary form of  commu-
nication, face to face communi-
cation cannot be ignored. Face 
to face communication repre-
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Face to face communication repre-
sents an important form of the 

network resulting in information 
exchanges, socialization and infor-

mal communication
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sents an important form of  the 
network resulting in informa-
tion exchanges, socialization and 
informal communication (Whit-
taker, Frohlich, & Daly-Jones, 
1994). 

Organization data mining 
endows the user with the quin-
tessential tools and techniques to 
enhance the knowledge and deci-
sion-making process by convert-
ing the intangible aspect of  the 
organization into knowledge 
points (Nemati & Barko). The 
sociometric badge will help the 
organization to understand the 
internal ergonomics of  a group 
and provide us with the patterns 
to re-engineer the design in 
a way that ensures enhanced 
organizational performance. 
The sociometer has empowered 
us to recognize social patterns, 
interrelationships, visualize the 
organizational dynamics.

Virtuality and the vague team 
structures play an important 
role in comprehending member 
interdependence. Measuring 
performance becomes a diffi-
cult task as members move more 
fluidly and juggle team member-
ship. An organization faces new 
impediments as they embolden 
self-forming and self-governing 
teams. As the how and why of  
collaboration evolves, new oppor-
tunities arise to assess methods 
that can capture the nuances 
of  a team and create synergies. 
Earlier research on face-to-face 
communication shows evident 
proof  to support the fact that 
verbal interaction patterns can 
lead to better understanding and 
predicting team performance 
(Curhan & Pentland, 2007). 

Yasmin Soni is the Research Scholar, School 
of Management and Labour Studies Tata 
Institute of Social Sciences.
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Finally, sociometric badges 
are also scalable and record 
continuous streams of  interac-
tion data for indefinite periods. 
The captured data makes a couple 
of  things plausible: (a) objective 
data-supported real-time inter-
ventions and (b) extensive causal 
analyses of  team processes, 
their mediators, moderators, and 
outcomes. In particular, real time 
data along with the existing data 

in forms of  diaries and surveys, 
holds a great potential to explore 
potential discrepancies between 
self-reported and objective data 
capture (Steger, Dik, & Duffy, 
2012). Research in the field of  
social dynamics provides access 
to untapped pool of  knowledge.

Not much has been explored in 
Indian organizational context. A 
little investment in sociometric 
badges can help to reorganize, 
comprehend, predict and chan-
nelize team performance. 
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'Put your 
employees first'
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Liz Smith, Chief Human Resources Officer, 
Mobiquity Inc., shares with People Matters 
her thoughts on the future of work beyond 
digitization, accelerating the mindset shift from 
crisis to opportunities, and more
By Bhavna Sarin

L
iz Smith is the Exec-
utive Vice President 
and Chief  Human 
Resources Officer at 

Mobiquity Inc, leading the 
company’s employee engage-
ment, talent acquisition, and 
human resources initiatives. 
She has been working in HR 

for 25+ years, having worked 
for healthcare, financial 
services, and professional 
services industries.

Here are the excerpts of  
the interview.

 What are some of the 
leadership lessons that have 

guided you in the current 
times of crisis?

 Managers know that in 
times of  crisis, they need 
to rally their teams, project 
deliberate calm and empa-
thy, take decisive action and 
communicate effectively. It 
may be very tempting for 
leaders to centralize control 
- to put themselves at the 
center of  all activity and 
decision making. The trick 
is to balance central control 
with delegating responsibil-
ity locally.

In times of  crisis, lead-
ers need to become more 
aware of  how they are being 
perceived. The whole lead-
ership team should be very 
disciplined in presenting 
a unified message to the 
organization. Leaders also 
need to maintain a balance 
in their message to employ-
ees. They should not be too 
negative nor should they be 
overly optimistic. 

During times of  crisis, 
there is a great deal of  
uncertainty. Employees look 
to their organization’s lead-
ers to provide honest infor-
mation and stability. One 
way to provide stability at 
such a time is through struc-
ture and regular commu-
nication. Bringing some 
structure - such as a regular 
cadence of  employee meet-
ings and published updates- 
into the lives of  employees 
when so much has been 
turned on its head can be 
really helpful. 

It is in the time of  a crisis 
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that we ask more of  our 
employees. We need their 
commitment and energy 
during the crisis itself  and 
then during the period of  
growth after the crisis.

When stressed, people 
often revert to types of  
behavior that are comfort-
able and familiar and some-
times that behavior can 
focus on preservation rather 
than collaboration. Leaders 
need to model the behavior 
they want their employees to 
follow.

Leaders need to show 
employees they value them. 

They need to remember that 
employees react more posi-
tively and will grow in a 
crisis when they feel valued 
and empowered.

As leaders, we need to 
remember our employees 
are people first. We need to 
recognize that there are a 
number of  outside factors 
competing for their atten-
tion. Employees are worried 
about their own health, the 
safety of  their families and 
the economy - along with 
all the regular stresses that 
are associated with their 
jobs. It is in times of  crisis 

that employers have an even 
greater responsibility to 
safeguard employee engage-
ment.

 A majority of the lead-
ers have their own unique 
leadership style. How chal-
lenging is it to break this set 
mold and remodel leader-
ship behavior in times of 
such uncertainty?

 Nothing about what we 
are experiencing today is 
ordinary. Since we are going 
through exceptional times, 
it only stands to reason that 
leaders need to adapt their 
own leadership style to fit 
this exceptional situation.

 All leaders have prefer-
ences on how they commu-
nicate with employees, 
what they emphasize and 
how they spend their valu-
able time. With the global 
pandemic and all the chal-
lenges associated with it, 
leaders' personal prefer-
ences are secondary to what 
employees truly need from 
them.

When leaders view the 
situation in this light, it 
becomes a lot easier to adapt 
styles.

Right now employees have 
a strong need for direct and 
clear communication that 
is followed through with 
behavior that shows them 
that their leaders are reli-
able and trustworthy. Even 
though employees need the 
facts, those facts should be 
presented with as much 
kindness and compassion 

When stressed, people often revert to 
types of behavior that are comfortable 
and familiar and sometimes that 
behavior can focus on preservation 
rather than collaboration. Leaders 
need to model the behavior they want 
their employees to follow
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as possible. Employees are 
dealing with so many differ-
ent types of  stress right 
now-not just stress from 
their jobs.

Employees need their 
leaders to be honest and 
consistent in both their 
communication and behav-
ior. Leaders need to meet 
regularly with employees, 
provide status updates and 
find ways to engage with 
employees. Leaders need to 
make time to care for their 
people, schedule one-on-one 
sessions, and create oppor-
tunities for employees to 
socialize. Leaders need to 
listen and pay careful atten-
tion to what employees 
are saying, what they are 
concerned about and what 
help they need. These meet-
ings are not meant to be 
rushed. They are intended 
to slow down the chaos and 
bring people together.

It's times like these that 
leaders get to demonstrate 
their true executive pres-
ence by showing both 
composure and compassion. 
The most important thing 
for any leader to remem-
ber is that it is less about 
what they want to do and 
much more about what their 
employees need from them.

 Many organizations 
are seeing opportunities 
emerging in addition to 
challenges, whether it be 
in addressing new client 
needs, improving your 
organization’s effectiveness 

or increasing employee 
engagement. What opportu-
nities are you seeing?

 The opportunity to be 
innovative is more impor-
tant than it has ever been. 
Organizations, leaders, and 
employees are getting crea-
tive in how they approach 
new challenges and adapt 
to the changing and evolv-
ing landscape. It’s important 
that we allow space for these 
new ideas to come to life. 

The bright spot in all of  
this is that some of  these 
methods may carry over 
well after the crisis is over. 

We can learn from experi-
ence new ways of  connect-
ing, problem-solving, and 
boosting efficiency.

In our organization, 
we are committed to our 
stakeholders. That has not 
changed in the face of  crisis. 
For our employee stakehold-
ers, we remain committed 
to collaboration, engage-
ment, and culture. We’ve 
moved our programs to 
digital platforms and have 
provided more opportuni-
ties for employees to share 
their talents with each other, 
socialize, and come together 
as a team. For our clients, 
we’re uncovering innova-
tive ways for them to remain 
sustainable. Our teams have 
created accelerators to fast-
track digital solutions for 
customers, such as curbside 
and contactless digital plat-
forms. 

Digital transformation 
and innovation are topics 
that we talk about regularly 
at Mobiquity. In the face of  
crisis, these concepts can 
help organizations overcome 
challenges, increase effi-
ciency, and engage employ-
ees. 

 It takes a while before one 
can switch their perspec-
tive and look at a crisis as 
an opportunity. How can 
leaders guide their teams to 
accelerate this transition?

 Once a crisis is in motion, 
turning it into an opportu-
nity may require new ways 
of  thinking and responding. 
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With the global 
pandemic and 
all the challenges 
associated with it, 
leaders' personal 
preferences are 
secondary to 
what employees 
truly need from 
them
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As the crisis is unfolding, we 
need to make sure that we 
understand its nature and 
process. We have to ensure 
the right people are work-
ing on the problem and they 
have access to the right 
information. We might need 
to reframe the problem or 
look at the issues through a 
different lens.
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conversations surround-
ing what the future of work 
would look like. How do you 
see the future of work now?

 Employers are doing 
more to support employees 
during the pandemic. 
Companies have been forced 
to consider employee well-
being more than ever before. 
They are offering services 

People are more willing to 
offer needed creative solu-
tions and new perspectives 
in an environment that does 
not penalize its people for 
taking risks. Sometimes 
only after everything else 
fails do the really creative 
solutions emerge.

Leadership based on 
understanding and not 
control - trusting that people 
know what to do - allows 
employees to challenge exist-
ing ways of  doing things.

 The year 2019 had been 
all about tech adoption and 
digital transformation, with 

and providing employee 
engagement activities, 
which employees like. 
Companies are learning 
how important employee 
engagement and motivation 
activities are and no 
matter where employees 
are working (at home or 
in an office), employers 
will most likely continue 
to provide a greater level 
of  support for employees 
after COVID-19. One way 
employers are tackling this 
is with employee mobile 
apps, to help foster greater 
connection, collaboration, 
and productivity. 

During this health 
crisis, there has been a 
great deal of  focus on 
employees feeling isolated 
and overwhelmed. Benefit 
providers are promoting 
their mental health services 
and programs because of  
the new importance on 
mental health during the 
crisis. Perhaps after the 
crisis is over, there will be 
more widespread support 
for enhancing mental 
health coverage in employee 
benefit plans.

Going through tough 
times together can 
strengthen bonds between 
employees. Participating 
in more virtual events 
together - especially mixing 
with employees who you 
don’t regularly see or deal 
with - gives us all a greater 
appreciation of  other team 
members. We get to know 
more about them as people 
and that always helps in 
strengthening our work 
relationships.

After having been home 
so much, managers and 
colleagues will have new 
respect for life’s demands 
and appreciation for all 
things family. Work will 
become more flexible and 
employers will need to 
rethink their approach to 
the workplace. We will also 
have a new appreciation for 
the importance of  the office, 
the critical nature of  face-
to-face interactions and the 
ways the workplaces must 
support employees. 
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Driving HR Operating Model 
through a complementing 
HR Technology is the 
essence of adaptability

Alight’s State of HR Transformation Study
The third edition of “The State of HR Transformation Study” 
explored the anchors of adaptability in the HR functions. From 
the importance of the HR operating models to behaviours that 
the HR team needs to display, the report details key action 
steps to improve HR governance and effectiveness. Here’s a 
preview of the key findings
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By Shaswat Kumar   Vikrant Khanna    Allison Jialin Chew     
       Anna Lim Li Wen    Yasmin Taj
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Value of 
HR to

Stakeholders

Navigating
to the future

Adoption
of heart

Commitment to 
outcomes
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Alight’s Framework: Adaptable HR™
This model represents the equilibrium needed to guide Design, 
Experience and Governance to achieve the North Star and deliver on the 
stakeholders’ desired value.
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B
usinesses are expe-
riencing break-
throughs faster than 
ever, lifecycles for 

innovation are shortening, 
and more importantly, inno-
vation and technology are 
the new fuels to reinvent the 
traditional ways of  working 
and disrupting business. The 
definition of  work, the defi-
nition of  workers and more 
importantly, the boundaries 
and reach of  organisations 
are also evolving.

Amidst these changes, 
people remain the only 
constant responsible for 
bringing in disruptions, 
executing on change and 
shaping the new realities of  
our world. As we think of  the 
HR function of  the future, it 
will be the notion of  adapt-
ability that will enable the 
HR function to be a guide 
for businesses, people and 
perhaps, the society at large. 
To do so, adaptable HR organ-
isations will need to address 
both the forces impacting the 
stakeholders that HR delivers 
to and its own ways of  work-
ing internally.

This year’s Alight HR 
Transformation Study in 
partnership with People 
Matters is focused on Adapt-
able HR. The theme could 
not have been more relevant 
than today, when everything 
at the workplace is under-
going dramatic transforma-
tion. In fact, what the HR 
function might have planned 

for the future is something 
that it has to deliver now! 

Adaptable HR
There are three anchors of  
adaptability that are inter-
connected with five dimen-
sions that HR needs to 
consider for all transfor-
mation initiatives. Here’s a 
model for organisations and 
talent to build the workforce 
of  the future: 

Commitment to 
outcomes: Outcomes are 
closely aligned with what 
the organisation, leaders 
and individuals value. Typi-
cally, these break across the 
traditional Key Performance 
Indicators (KPIs) that are HR 
functional and domain driven.

Adoption at heart: Adop-
tion matters. Most organisa-
tions neglect the adoption and 
focus more on the implemen-
tation of  programs. An adop-
tion-driven view to programs 
ensures completeness of  
design both on domain and 
customer centricity. 

Navigating to the future: 
How can HR shape the 
future rather than react 
to it? Program adoption 
yields actionable insights 
on program outcomes and 
effectiveness. HR should 
take action on these insights 
to sharpen the program 
outcomes through ongoing 
course corrections in the form 
of  constant calibration and 
adjustment.
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What will be critical to 
the ways of working in 
HR?
Ways of  working in HR 
form an important bridge 
between the anchors of  
adaptability. Put simply, 
think of  them as bridges as 
you move from one anchor 
to the other

Design: The new ways 
of  working will think of  
design holistically (e.g. from 
purpose to policy, process, 
platform, and insights).

Experience: Services 
from HR will need to be fric-
tionless across interactions, 
administration and chan-
nels. 

Governance: Being adapt-
able demands collaboration 

Model plays an important 
role in driving confidence in 
execution and productivity. 
The traditional view of  fixing 
the HR Operating Model 
first followed by thinking of  
the associated HR technol-
ogy is no longer appropriate. 
Adaptable HR organisations 
will need to think of  both 
their Operating Model and 
Technology together. This 
year, we have also explored 
a new archetype of  Outlier 
organisations in response to 
feedback received from our 
patrons and participants.

The 4 archetypes referred 
to throughout the study are:
•	 Ad-hoc: Organisations 

with limited/ no clarity on 
HR Operating Model.

•	 Defined: Organisations 
that have either their 
HR Operating Model or 
HR Technology Strategy 
defined and established.

•	 Mature: Organisations 
that have their HR Operat-
ing Model complemented 
by HR Technology Strategy 
that have not realised the 
full value of  their initia-
tives.

•	 Outliers: Organisations 
that are a subset of  Mature 
Archetypes who are highly 
satisfied with their Tech-
nology deployments.

Here are the key find-
ings of the study: 
1. Focus of HR Transformation 
is all about enabling Business 
Transformations
With the pace of  change 
accelerating, the speed at 

The purpose of HR sets the North Star 
on the values that the function aspires 
to deliver and will need introspection 
with regards to the context of organi-
sation, individuals and leaders

and data-backed decisions 
instead of  anecdotes that 
have little credibility. 

The combination of  the 
above three will guide HR 
towards the ideal structure 
and roles that will be most 
relevant to the organisa-
tion.  These dimensions are 
fundamental elements to any 
organisation regardless of  
maturity or its adaptability. 

Clarity on HR Operating 
Model complemented 
by HR Technology 
Strategy is the essence 
of adaptability
Exploring the anchors of  
adaptability in HR functions, 
it has been consistently 
observed that HR Operating 
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to use governance as a lever 
to navigate to the future is 
key to reap the benefits.

The study finds that 
organisations, with 
this combination of  
HR Operating Model 
and complementing HR 
Technology Strategy, are 
confident in their ability 
to adapt. We observe this 
in Mature Archetypes 
(organisations who have 
clarity on HR Operating 
Model and HR Technology) 
that are almost 2 times 
more confident in their 
ability to adapt and 2.5 times 
more productive. Outlier 
Archetypes (those that are 
highly satisfied with their 
technology stack) are a 
new introduction to this 
study and they are a subset 
of  the Mature Archetype. 
True to their description 
of  being Outliers, they 
are nearly 4 times more 
confident in their ability to 
adapt. Outliers excel on all 
adaptability anchors, but 

notably they excel the most 
on Navigating to the Future 
that is closely linked to the 
governance practices in 
HR. 

3. HR Function always had 
clarity on HR Effectiveness 
agenda; yet the top gaps 
remain consistent
For the last three editions, 
we have observed that HR 
always had a packed agenda 
when it comes to driving 
effectiveness. Capability 
development in HR has 
remained a top focus for 
organisations along with 
the need for an integrated 
Talent Management 
process. This indicates two 
possible causes:
1. 	A lack of  focus and follow 

through in solving some 
of  these problems; 

2. 	HR is driving programs 
from a siloed focus 
without elevating the 
solution lens which 
could help solve multiple 
problems together.

which HR function trans-
forms itself  will determine 
the ability of  businesses 
to respond to the changing 
environment. 

The study finds that 
highly adaptable HR organ-
isations (Mature Arche-
types) are not only looking 
at addressing risks that are 
closer to the business, but 
they are also more ready to 
address these risks driven 
by stronger governance, 
right capabilities and the 
right platforms. This results 
in Mature Archetypes 
taking the lead with nearly 
2.5 times more productive.

2. Combination of HR Oper-
ating Model, Digital tools 
and Disciplined Governance 
drives success 
Consistent with previous 
editions, we observe that 
success needs a well-thought 
through HR Operating 
Model complemented by the 
right HR Technology. Along-
side these, the ability of  HR 

There is evidence 
that HR Technol-
ogy is also acting 

as an important 
catalyst to trans-

formation by forc-
ing organisations 

to think through 
their HR Operat-

ing Models

Investment priorities for HR in the 
coming 12-24 months
Below is the list of key technology areas  
that HR teams are most likely to invest in

Upskill HR capabilities.......................................................................

Drive a better employee experience.......................................

Better integrate talent management processes.............

Cultural alignment to new business models*....................

Organisational capability planning*.........................................

Drive manager effectiveness.......................................................

Change strategic direction of HR.............................................

R A N K  O F  I N V E S T M E N T  A R E S

2020 2019 2017

Added in 
2020

Added in 
2020

Added in 
2020

Added in 
2020
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•	 Employee Experience has 
been a consistent focus 
for organisations in their 
quest to address the broad 
spectrum from creating 
a sense of  purpose to the 
ease of  transactions.

•	 Combining investments 
in capability planning 
and alignment to newer 
business models, we see 
a strong theme of  driv-
ing organisational change 
becoming a priority, this 
also resonates with the 
talent risks that organisa-
tions are trying to address.

•	 Managerial effectiveness 
sees greater priority as 
compared to the past, this 
is a linked focus stemming 
from the need to drive 
employee experience and 
change for both of  which 
managers are a critical 
pivot.

•	 Process integration and 
simplification remains a 
top priority as it ties in 
with the focus on employee 
experience and reduc-
ing transactional burden 
across stakeholders.

4. Digital is key for HR to 
deliver on both Employee 
Experience and Compliance
75% of  our participat-
ing organisations have an 
established service delivery 
model that is either partially 
or completely established. 
Increasingly, complementing 
technology and governance 
of  the model will play a key 
role in establishing the effec-
tiveness of  the model.

5. HR Organisations’ pure 
three pillars HR model is a 
myth; think through model-
specific roles
Consistent with the invest-
ments in HR capability, our 
study observes that there 
are gaps in the clarity of  
roles within HR. These gaps 
result in confusion in the 
ways of  working and erode 
both value delivered to 

Change in design principles 
The below chart shows the shift in design principles from 2017 to 2020

Employee Experience

Compliance

HR Efficiency / Cost

Operational Excellence

End to End Process Coverage

58%
41%

56%
41%

44%
49%

39%

68%

37%
34% 2017 2020

Employee expe-
rience and 
compliance are 
the dominating 
service delivery 
design principles. 
This accentuates 
the role that plat-
forms play in the 
realisation of the 
service design

Dominant design 
principles in Mature 
Archetypes
The below chart shows the key 
principles among companies that 
are classified as having a mature 
archetype

55%

53%

48%

40%

37%

HR Efficiency / Cost

Employee Experience

Program Effectiveness

Operational Excellence

Consolidation of Transactional Work

Employee experience and 
compliance are the dominat-
ing service delivery design 
principles. This accentu-
ates the role that platforms 
play in the realisation of  the 
service design. 
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stakeholders and experience 
of  stakeholders (including 
HR incumbents).

Some of  the top priorities 
for HR in the coming 12 to 24 
months are:
•	 HR Organisation needs 

to have roles that serve 
specific needs of  the busi-
ness. For three editions, 
we have seen that about 
20% of  the HR organisa-
tion consists of  Field HR 
roles that are specific to 
business context. 

•	 Field HR role holders are 
being looked at to deliver 
the last mile. This role 
is a critical anchor of  
Employee Experience, 
relationships with manag-
ers and driving organi-
sational values through 
domains like Employee 
Relations.

•	 Emergence of  Change 
Management, Analytics 
Orientation and Creative 
Solutioning are key capa-
bility asks for Centres of  
Excellence.

•	 HR Business Partners 
(HRBPs) are increasingly 
expected to play the role 
of  advisors and consult-
ants to business leaders 
and will get measured 
on business impact and 
outcomes.

•	 HR Services/ Transac-
tion roles continue to gain 
more importance as Tech-
nology and People Analyt-
ics become central to the 
success of  HR.  

6. HR Technology satisfac-
tion improves as buying 
behaviour changes
Technology Satisfaction is 
on the rise as the buying 
behaviours both on plat-
forms and deployment 
partners are changing. The 
study observes that: 
•	 Increasingly, organisa-

tions will use an opti-
mised technology stack 
to balance both “High 
Touch” and “High Tech” 
in the context of  the users, 
business need and the 
aspiration of  efficient 
operations.

•	 Percentage of  respondents 
that are highly or some-
what satisfied with their 
HR Technology has risen 
by almost 1.5 times as 
compared to 2017.

•	 Polarisation of  evaluation 
parameters center around 
aspects of  Analytics, 
Experience and Total Cost 
of  Ownership. The rise 

Organization archetype and role distribution
The below chart describes the prevalence and weighted distribution of 
the percentage of roles in HR by organization type

Partner/Vendor  
Management

HR Operations

Field HR/Generalists

Centres of Excellence

HR Business Partners

4% 11% 11%

22%
25%

20%

19%

25%

30%

18%

19%

21%

23%

18%

33%

Ad-hoc Defined Mature

Field HR role holders are being 
looked at to deliver the last mile. This 
role is a critical anchor of Employee 
Experience, relationships with 
managers and driving organisational 
values through domains like 
Employee Relations
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of  concept (as opposed to 
the common view of  just 
looking at licensing and 
deployment fees) indicates 
improved maturity and 
this supports the shift to 
cloud.

•	 Organisations need more 
than just implementation. 
The deployment partners 
of  choice will be those 
that can help them real-
ise the combination of  HR 
Domain, Adoption, Oper-
ational Excellence and 
Application Management.

7. Robotics and Cognitive 
technologies are a huge 
opportunity to tap on but this 
requires readiness and matu-
rity within organisations
Automation is increas-
ingly becoming an essential 
add-on to the efficiency arse-
nal of  HR Services. While 
there is overall increase, we 
also see caution in responses 
with Mature users percent-
age going down. 
•	 Close to 80% of  our partic-

ipants are in their jour-

ney to adopt robotics and 
cognitive technologies 
in HR, however, only one 
third of  organisations are 
able to move ahead with 
their scale-up plans. Key 
reasons are: maturing of  
core enterprise and talent 
platforms that reduce the 
need for buildout; auto-
mation is viewed as an IT 
only project; and niche 
cases preventing invest-
ments for scale-up.

•	 We expect to see a sharp 
rise in the application of  
Robotic Process Automa-
tion in Contact Centres, 
Payroll and Workforce 
Administration, Recruit-
ing and Analytics.

•	 Mature Archetypes with 
Shared Services are almost 
2 times more advanced 
in adopting Robotic and 
Cognitive Technologies. 
This is indicative of  the 
much-needed partnership 
between HR Operations 
and Technology to solve 
for efficiency and experi-
ence needs.

Conclusion
HR Transformation is not a 
project. It is an ongoing jour-
ney across Planning, Execu-
tion and Realisation stages. 
This cycle should not end 
but repeat on an ongoing 
basis. What changes is the 
fact that continuous calibra-
tion and discipline reduces 
the time it takes from Plan-
ning to Realisation.

As we step back and ask 
how to de-risk failure of  
HR Transformation initia-
tives, we need to think of  the 
following: 

Enablers of Successful 
HR Transformation
According to participants in the 
study, the following steps enabled 
a successful HR transformation

Thinking of HR 
operating model 
in an integrated 
manner rather 

than in silos

Executive 
sponsorship and 

buy-in on the 
importance of 

going digital for 
HR

Keeping an 
employee 
experience 

driven mindset 
across the 

journey

Ability to plan 
for and execute 

on change 
management

Ability to 
manage and 

navigate through 
the changes for 
the organisation 

and within HR

Evaluation of 
technology that 

looks at Total Cost 
of Ownership and 

time to achieve 
ROI

51%

50% 44%

50%

40% 40%

HR
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•	 HR Transformation will 
get executed across four 
interconnected disci-
plines: Outcomes and 
Program Design, HR 
Organisation and Capa-
bilities, HR Services 
(including Technology) 
and Analytics and Govern-
ance. 

•	 A piece-meal approach 
that addresses only one 
or two of  the disciplines 
mentioned above will be 
ineffective.

•	 The ability of  the transfor-
mation journey to affect 
change in the HR and the 
organisation at large will 
be the eventual success.
Planning is the most 

important step of  this jour-
ney. A well thought-through 
plan saves HR a lot of  possi-
ble rework and frustration 
downstream. Amongst the 
many things that happen 
during the Planning stages, 
the study will specifically 
shed light on the following: 
Value Realisation, Vision 
of  the Future, Executive 
alignment, Experience and 

Change Enablement.
HR leaders and involved 

team members will need to 
convert the alignment done 
at the Planning stage to a 
granular level of  integra-
tion and ensure collabora-
tion across teams and roles 
to achieve success. At the 
execution stage, it is impor-
tant to focus on: Capabil-
ity, Collaboration, Trans-
parency, Experience and 
Change Enablement.

For organisations to 
fully succeed with their HR 
Transformation, they will 
need to be prepared for and 
focused on the longest stage 
of  the transformation (i.e. 
Realisation). Organisations 
will need to proactively plan 
and exercise discipline for 
Adoption, Insights, Actions, 
Experience and Change 
Enablement.

Organisations who get 
their HR transformation 
right and establish the right 
set of  capabilities will be 
able to realise outcomes 
on an ongoing basis. This 
will give them a competi-

HR
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tive edge as they navigate 
to the future. They will be 
able to use a variety of  exist-
ing and new tools to deliver 
the changing outcomes as 
demanded by the business 
and refine their employee 
experience constantly. 

Adaptability sets forth 
a lifestyle for HR that will 
constantly reduce admin-
istrative and transactional 
burden by driving a “near 
zero” operations focus. In 
turn, this creates bandwidth 
and capability for driving 
the anchors of  business 
outcomes, adoption and 
improvement that enables 
them to emerge at the fore-
front. Adaptability will 
change the ways of  working 
for HR to deliver on these 
anchors that drives the way 
programs are designed, 
experienced and governed. 
The role of  the CHRO will be 
to initiate adaptability and 
drive behaviour and govern-
ance changes to ensure this 
becomes the only way we all 
think. 

For organisations to fully succeed 
with their HR Transformation, they 
will need to be prepared for and 
focused on the longest stage of the 
transformation (i.e. Realisation). 
Organisations will need to proactively 
plan and exercise discipline 
for Adoption, Insights, Actions, 
Experience and Change Enablement

Download the in-depth report 
with additional insights and data
< https://bit.ly/3goo4sR >



 People Matters 
  28th May 2020

 Online
  Luigi Maria Fierro, 
Global Head HR Strategy 
& Transformation, ING, in 
an exclusive masterclass 
shared his idea of  creat-
ing a self-driven purpose 
organization that results 
in better employee engage-
ment & higher productivity. 
He also shared that there 
are no silver bullets to 
crafting a purpose-driven 
organization instead it is a 
journey. This masterclass 
also discussed about the 
importance of  investing in 
developing a purpose-driven 
organization and how a 
purpose-driven organiza-
tion could bring value at 
different levels and what are 
the essential drivers to it.

 People Matters  
& SAP

 20th May 2020
 Online

  The COVID-19 pan-
demic has changed the way we 
work and managing employee 
experience has especially be-
come critical and will become 
more and more important as the 
world of  work undergoes further 
disruption and embraces digital. 
Addressing the employee expe-
rience needs to be a business 

Past Month's events
Building a business case 
for your L&D program

 People Matters 
and Coursera

 28th May 2020
 Online

  The pace of  change 
organizations across the 
globe have to keep up with 
as they find themselves 
amidst a global pandemic 
is unprecedented. Enter-
prises across the globe are 
looking at digital learning 
solutions to develop critical 
skills of  the future for their 
workforce and at the same 
time, reap tangible busi-
ness benefits of  their talent 
transformation programs. 
This webcast discussed how 
organizations can pivot their 
skill development program 
at a time when L&D budgets 
are threatened to ensure that 
they maximize the value of  
learning and align it to their 
business objectives.

Purpose self-driven 
organization – A new 
narrative

SAP HR Connect 2020 Virtual Conference with 
People Matters
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Launch of Asia Pacific's 
largest HR Transforma-
tion Study

 People Matters 
& Alight Solutions

 21st May 2020
 Online

  In these volatile 
times like COVID-19, can a 
company maintain an un-
changing talent strategy? 
It may be a cliché—that 
change is a constant—but 
companies that want to 
win in the market must 
expect change and be 
able to adapt. This is the 
minimum criteria for any 
player wanting to do well 
in the global marketplace. 
Adaptable HR, could not 
have been more relevant 
than today when every-
thing at the workplace is 
undergoing a dramatic 
transformation. In fact, 
what the HR function 
might have planned for the 
future is something that it 
has to deliver now! Being 
Adaptable is no longer a 
choice, it is imperative, it 
is inevitable. Alight Solu-
tions and People Matters 
in this exclusive virtual 
session had launched the 
third edition of  the State 
of  HR Transformation 
Study focused on the 
theme ‘Adaptable HR’.

priority for not only HR leaders 
today, but also the CEOs. And 
the crisis calls for creative ways 
to craft an employee experience 
that is holistic, progressive, tech-
nology-driven, and future-proof. 
We had stalwarts sharing their 
thoughts on what organizations, 
especially talent leaders should 
do to adapt to this new normal 
and how can they manage the 
employee experience now with 
the expanded working world and 
disruptive technology.
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Upcoming events
Navigating Total Rewards 
in the New Normal

Chaos drives opportunity: 
Reboot your workplace 
for the post lockdown era

People Matters EX: A 
virtual conference

 People Matters 
 5th June 2020

 Online
  The COVID-19 
pandemic has changed the 
way we work, and these 
changes are permeating 
far beyond the peak of  the 
contagion. As companies 
navigate these uncharted 
waters, they are deal-
ing simultaneously with 
immediate measures for 
employee wellbeing and 
business continuity as well 
as starting to plan what 
normalcy or rebound to 
growth for their employees 
and business would look 
like. Join this live master-
class by Puneet Swani, 
Senior Partner and Career 
Business Leader, Interna-
tional Region, Mercer who 
will talk about the latest 
COVID-19 developments 
and employer implications 
and Mercer’s point of  view 
on the actions you can 
take to navigate through 
this crisis and be ready for 
recovery.

 People Matters 
and Ramco Systems

 June 10
 Online

  With business prof-
itability and sustenance 
in question organizations 
need to ensure that they 
rethink and reboot their 
businesses for a better 
future. From an employee 
perspective too, trust and 
experience in the post lock-
down phase will become 
of  paramount importance. 
As HR & Business owners, 
how do you manage a 
post lockdown comeback 
when revenues might have 
shrunk significantly? 
Learn how to create an 
employee experience (EX) 
that is in tune with the 
expectations of  the work-
force and it begins with 
Lim Chee Gay, EVP Group 
HR, TDCX and Virender 
Aggarwal, CEO, Ramco 
Systems.

 People Matters 
 19th June 2020

 Online
  People Matters 
EX Virtual conference is 
a full-day event that will 
feature two virtual tracks 
and will take a deep dive 
into different aspects of  
the EX with keynotes, 
case study sessions, panel 
discussions, and dedicated 
virtual exhibition space for 
service providers to show-
case their latest offerings. 
It will cover the founda-
tions of  EX to maximize 
business success, accel-
erating the development 
of  a consumer mindset to 
solving people & work chal-
lenges in order to attract 
and retain future talent, 
bolster productivity and 
ultimately build happier 
workplaces, which makes 
more business sense in the 
long run. So come, learn, 
interact, and network 
virtually with over 2500+ 
delegates and explore how 
EX translates in every deci-
sion in the talent strategy.
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'Switching-off' when 
working from home
With all the uninvited distractions at home, the absence of commuting to 
and from work, not having to rush with the meals, and several other factors, 
employees would have more of both diversion and time to catch up

When one is in the work-
place, it is much easier 
to understand when to 

stop for the day. It's either because 
one would want to beat the traffic 
to home, get back to their family, 
reach a dinner meeting with 
friends in time, or fundamentally 
have a perfect work-life balance. 
Although this doesn’t guarantee 

efficiency all the time, it surely 
does make employees effective; 
which means they can do the 
right things ~80% of  the time.

Now, what about when one is 
working from home, especially 
during a lockdown? With all the 
uninvited distractions at home, 
the absence of  commuting to and 
from work, not having to rush 
with the meals, and several other 
factors, employees would have 
more of  both diversion and time 
to catch up.

With so much of  time in hand 
(seems like all the time in the 
world) it is only human to invol-
untarily wanting to fill the avail-
able time with the quantum of  
work that one has. According to 
Parkinson's Law – which is built 
on the 'self-interest' principle – 
some would maximize the time 
it takes to accomplish a task or 
a series of  tasks in order to fill a 
paid workday. An approach like 
this towards work makes it diffi-

Blogosphere >> Vipul Singh
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cult for some people to under-
stand when to switch off  from 
work because nothing seems 
more pressing than the task in 
hand.

Once I started doing my own 
research on how to get used to 
this new business arrangement, 
I stumbled upon this interesting 
Zeigarnik Effect. This suggests 
that the mere completion of  a 
task can lead to it being forgot-
ten, whilst incomplete tasks help 
to ensure the employee remem-
bered the tasks. The Lithuanian 
psychologist, Zeigarnik, asserted 
that interruption during a task 
that requires focus can improve 
a person’s ability to remember it 
afterward.

While the gig workers, millen-
nials and Gen Z would be thriv-
ing in this work arrangement, 
many traditional workers, who 
have had a set routine for several 
decades will need to get used to 
this new normal until things 
resume to being business as 
usual.

In this scenario, I believe 
that there are a few things that 
employees can do to maintain 
a good work-life balance when 
working from home:-

Designated workspace at 
home: We all know that creat-
ing a designated workspace at 
home enhances productivity. In 
addition, building an office-like 
atmosphere will help one keep 
a track of  designated working 
hours because it would seem like 
working from office, cut-off  from 
family and friends for most part 
of  the day. While this necessarily 
doesn’t mean bringing the office 
to home, it can surely help focus 

on work during work hours and 
take care of  personal life after-
ward.

Retain Routine: Just because 
one doesn't have to worry about 
commuting to and from office 
doesn't mean one can break their 
routine. If  you always had a daily 
schedule of  waking up early, 
working out, doing household 
things, getting ready for work, 
cooking food, sleeping early etc., 
do not break it.

Habit Formation: Despite 
staying committed to a routine, 
there will still be some free 
time left for a few. These 30 to 60 
minutes of  free time can cause 
more confusion that anything 
else because you'd usually spend 
this time commuting or ironing 
your clothes for the day or some-
thing similar.

The Lithuanian psychologist, 
Zeigarnik, asserted that interrup-
tion during a task that requires 
focus can improve a person’s abil-
ity to remember it afterward
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Instead of  trying to drag your 
work into these hours, you can 
read a book, pick up a hobby, take 
online interactive courses and do 
a lot more. These are just some 
examples; I'm sure everyone has 
a habit of  interest or subjects one 
would want to expertise in. There-
fore, leveraging the available time 
is the way to stay engaged and 
hone your skills.

Additionally, you can also 
follow the below tips to promptly 
switch on for work and off  from 
work:

•	 In reference to the Zeigarnik 
Effect, start those tasks that 
you can complete efficiently to 
avoid thinking a lot about those 
that you haven't completed.

•	 Prepare a to-do list before you 
start working to ensure your 
thoughts are organized. This 
can also help you in spotting 
potential issues and think of  a 
solution proactively.

•	 Shut down your work phone 
and laptop after work.

•	 Leave the designated work-
place after you have completed 
all tasks in your to-do list and 
gradually switch to a relaxing 
work, such as changing clothes, 
taking a shower or cooking a 
nice meal. This would mean 
your brain is getting ready to 
switch off  from work.

Work-life balance is important, 
more so in today's world of  work 
where many of  us catch ourselves 
thinking about work despite leav-
ing office. While some work over-
time to make ends meet, some 
love what they do truly and clock 
out late out of  free will.

Despite being subjective, 
several experts opine that a good 
work-life balance means not 
carrying the work baggage back 
home. But when you're working 
from home, building these prac-
tices and switching off  from work 
can help you save yourself  from 
damaging your health and overall 
well-being. 

Despite being subjective, several 
experts opine that a good work-
life balance means not carrying 
the work baggage back home
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     020 25281608 / 9326727467
labourworks@scrum-system.com

SAP is a registered trademark of SAP AG

There are many more compliances which can be 
handled in an offline mode as well. 

Labourworks™ is an Enterprise Contract Labour 
Management System which helps you streamline 
various processes using SPC Methodology™ . SPC 
Methodology™ are industry best practices in Security , 
Productivity & Compliances. Organizations have also 
observed up to 10%* cost reduction on Contractor 
billing by implementing SPC Methodology™. There are 
more than 350 installations of Labourworks™.

Please call on us today for a live demonstration...

Avoid non-compliances taking 
place than a post mortem 
after the damage is done.

Organizations have to adhere to many compliances 
under Labour Law , Factories act & similar laws. By 
implementing Labourworks you not only send advance 
Email/SMS  notice about a possible non-compliance 
likely to happen & give an opportunity to the contractor 
to take corrective actions. But if the corrective action is 
not taken in time then you can simply block the entry of 
the worker & avoid non-compliances from taking place 
in a real time mode.

Some of the compliances that can be implemented in 
real time mode are 

� Working without a weekly off
� Maximum work hours exceeded in a week
� Contractor Labour License expired 
� Labour License Capacity exceeded
� Medical Check up not done
� Induction training not completed
� Work Order expired 
� Work Order Capacity exceeded
� Female worker entry during night shift 
� Debarred  worker entry
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