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Creating
adaptability
for the future
of operations
of the
workforce in
the U.S., Europe, and Asia/
Pacific have been working
from home in 2021, 35% in
a physical facility.

56%

of European
organizations
report that pandemicrelated economic
disturbance exposed gaps
or shortcomings in their
operational decision making.

65%

of
organizations
are prioritizing increased
investment in business
automation.

60%
[1] U.S. Bureau of Labor Statistics

4 million Americans quit their jobs in July
2021, a 20-year high1. As of September 2021, U.K.
employers were facing the most severe shortage
of job candidates on record2. In Australia, the level
of underemployment in the administration and
business services sector is almost 20%3.

of organizations are prioritizing
increased investment in
intelligence technologies to improve
operational visibility and decision making.

55%

In 2020–2021 the most digitally mature
organizations are up to
more likely to have performed
well on a basket of business
performance measures than the least digitally
mature organizations.

46%

[2] U.K. Recruitment and Employment Confederation

[3] Australian Bureau of Statistics

The COVID pandemic has created a “perfect storm” for business operations. Existing business operations are very often built on
years (sometimes decades) of assumptions about work: who does it, what they do, where they are, when they do it, and the tools
they use to do it. COVID has shown us that clinging to outdated assumptions like these is the enemy of adaptability.
A race to digitize and automate the execution of business operations is part of the response to the need to rip up these out-of-date
operating model assumptions. Organizations can build new digital workplaces using modern cloud-based tools and applications, and
they can use new automations to manage execution.
Even as organizations race to digitize and automate the execution of business operations, though, they are looking at the
wider business operations challenge through a narrow lens. The wider challenge is also about how organizations can bring the
management of business operations into the digital age. Focusing purely on evolving execution without evolving management
leads organizations to create operations that are both suboptimal in a “steady state” and brittle in the face of change. Only when
organizations think about the digital evolution of both execution and management together will they be truly adaptable in the face
of highly dynamic and uncertain demand and highly challenging marketplaces for talent.
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Bringing business operations management into the
digital age
Digitizing the management of business operations relies on two key capabilities: 360-degree visibility of
work and resources, and a mechanism for making operational decisions and changes consistently, simply,
and directly. The combination of these two capabilities enables organizations to enact more informed
decisions, more quickly.
Crucially, business operations teams often have a degree of visibility across execution today, through
workforce planning tools that can help them plan capacity to meet demand. Some also have a degree of
visibility of process performance, where automation is part of the mix or where process automation tools
are employed. However, this visibility focuses purely on work output, and fails to power any real insight into
employees’ capacity, capability, well-being, or performance. With unpredictable hybrid working in the mix,
assuming anything about these things brings unacceptable risks.
Business operations leaders need 360-degree visibility that integrates insights about both the supply of
resource and demand from work — identifying which people and teams are struggling, helping to shape the
work to the real needs of real teams of people, and helping staff avoid burnout.

Customers demand excellence, even when work demand is volatile and
unpredictable. Unplanned sickness and availability or productivity issues within
teams are a fact of life; hybrid working increases the challenge. A platform
that provides easy-to-use visibility and work management tools for business
operations leaders gives you the power to:

3600 Visibility + Workforce Management = Agility
WO
RK

•

Understand which teams and individuals are a match for
which work, across multiple dimensions (including location,
skills, availability, and health or security eligibility) — and
allocate the right workers to the right tasks, at the right time.

•

Quickly sense shifts in demand — and shift capacity and
skills accordingly.

•

Understand how human and digital workers come together
to get work done — and allocate workloads across hybrid
workforce teams with confidence.

•

Analyze team productivity and availability — and intervene
to help teams avoid burnout.

•

Understand opportunities for, and implications
of, operational transformations — for example, to
accommodate new requirements from changed processes.
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