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History of Pandemics

200m
Bubonic Plague

1347 - 1351

56m
Small Pox

1520

40-50m
Spanish Flu
1918 - 1919

30-50m
Plague of Justinian

541 – 542 AD

25-35m
HIV/AIDS

1981 - Present

12m
The Third Plague

1855
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1,07m+
Covid-19

9 Oct 2020
0,0134

2,2m+
Covid-19

29 Jan 2021
0,028%

5m+
Covid-19

5 Nov2021
0,063%

Globally, the World Health Organization (WHO) estimates 
that the flu kills 290,000 to 650,000 people per year

https://www.who.int/news-room/fact-sheets/detail/influenza-(seasonal)


Introduction

• In the wake of the C-19 pandemic a large number of employees work from virtual 
workspaces. 

• This is particularly true for those organisations operating in service industries, 
including government-related entities. 

• Judged on face value it seems like a win-win situation. 
• It appears to be convenient, but is that a true reflection and is this arrangement 

sustainable on the long run? 
• Maybe the stakeholder best positioned to answer this question is not the 

organisation or its employees, but the customers. 
• The time has come to find and objective answer to the question.
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Current Trend

Remote work is a growing trend in the workplace today. 

More companies are allowing employees to work from home, or hiring workers 
from all around the world to work on the same team via the internet.

To many who are considering testing the waters, it sounds like a possibly messy affair—what if the team can’t 
communicate well, or employees aren’t as productive, or the customers are taking the backseat?

It’s no longer a secret that remote employees work more productively than 
office-based workers.
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Current State of Remote Work

Recent surveys are revealing 
that nearly 70% of U.S. workers are 
requesting to continue working 
remotely after the pandemic is over

Such staggering demand is forcing 
employers to adopt remote work 
permanently in order to retain and 
attract their talent

From fully-remote to hybrid work 
models, flexibility is the new normal
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Benefits of Remote Work
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Bigger talent pool

Increased efficiency

Low cost

Flexible hours

Work from anywhere

Pay less vacation days

Less sick days

Workplace happiness

Environmentally friendly

Increased productivity



Impact on Productivity…

Stanford Professor Nicholas Bloom performed 
a ground-breaking experiment with James 
Liang, Co-Founder and CEO of Ctrip, China's 
largest travel agency – to find out if working 
remotely really impacts productivity

Half of Cleartrip’s employees in their 
Shanghai arm worked from home for 
nine months while the other half, 
the control group, worked from the 
office

At the end of the experiment, survey response 
and job performance data indicated that at-
home employees were not only happier and 
less likely to quit, but were 13.5% more 
productive than office-based folks
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https://nbloom.people.stanford.edu/sites/g/files/sbiybj4746/f/wfh.pdf


…Impact on Productivity

Employees who work remotely are 
more productive and have a better 
work-life balance compared to 
those who do not, according to 
new research by Pennsylvania 
State University

According to the same study, 56% of 
businesses believe that remote 
working improves productivity

Another study published in Harvard 
Business Review showed that 
employees who work from home are 
so productive, they gain the equivalent 
of an extra work day every week

It seems counterintuitive to 
many people, but the evidence 
proves without a doubt that 
working remotely increases 
productivity

For customer service teams in 
particular, remote working allows 
staff to get through 13% more 
requests each day according to a 
study by Quarterly Journal of 
Economics
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- The Quarterly Journal of Economics, Volume 130, 
Issue 1. https://doi.org/10.1093/qje/qju032 -

https://doi.org/10.1093/qje/qju032


Are Business Ready to Operate this Way 
Forever?
• In the early days of the pandemic, working from home was implemented as a 

temporary contingency plan — a haphazard bandage wrapped around operations 
to prevent halted productivity and output from bleeding the organisation to 
death.

• All assumptions were that the business would go back to being in the office as 
usual within a few weeks. 

• Now companies are embracing workplace flexibility as a permanent change, but 
are still operating on that emergency bandage plan. 

• As with any wound, a bandage should only be temporary. 
• For complete healing, a thorough treatment plan is needed.
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Are Business Ready to Operate this Way 
Forever?
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Virtual Working is for Everyone
Virtual working involves 
changes for the way all 
people work - it is not a 

question saying some roles 
are eligible and some are not

It is true some roles may have more 
hands-on, place-specific or time-

critical components to the work, and 
this may restrict the range of flexible 

options that are possible

They will however be working with 
other people whose workstyle is 

changing: the nature of the tools they 
use and the interactions with colleagues 

are likely to change as a consequence

So it is not a question of some 
roles carrying on unchanged in 

traditional ways of working 
while others become flexible

At every opportunity we must 
be looking for ways to improve 

work processes and be 
smarter in the ways we work
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Critical Choice Factors for Deciding the Time 
and Place of Work

12

Specific time

Specific place Specific place

Flexible time

Flexible place

Specific time

Flexible place

Flexible time

Critical service
delivery needs

Adequacy of
tools & comms

Employee/contractor
preference

Viability of
alternatives

Environmental cost
of time/location

choice
Financial cost

of time/location
choice

Effectiveness of
of time/location

choice

Critical
collaboration

needs

Customer 
preference

• This figure outlines some of the critical 
choice factors when thinking about the 
most effective times and locations for 
tasks. 

• Work may have to take place at a 
specific time and a specific place 
(‘Specific place’ and ‘Specific time’). 

• The time of work or the place of work 
may be varied, and in some cases both.

• Round the outside of these time/place 
combinations are a range of ‘critical 
choice factors’. 

• These are the factors that managers and 
teams should take into account when 
making judgements about where and 
when work should take place.



Key Principles of Virtual Work
Work takes place at the most 
effective locations & at the 

most effective times, 
respecting the needs of the 

task, the customer, the 
individual and the team

Simplified collaboration and 
connectivity virtually 

everywhere means sharing 
information and working with 
others regardless of location

Space is allocated to 
activities, not individuals and 
not on the basis of seniority

A ’flexibility first’ approach 
where flexibility is the norm 

rather than the exception

Everyone is assumed to be 
capable of working virtually 
without assumptions being 
made about people or roles
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Transitioning to a New Model 

• The change management process of becoming a virtual or hybrid organization 
isn’t overwhelming, but it does require careful intention and attention. 

• To get the process started, you can optimize a workplace flexibility in your 
organization post-pandemic by prioritizing these tasks to set your team up for 
long-term success:

14

1

Develop and 
implement a policy

4

Collaborate more 
effectively with 

other teams

3

Focus on outcomes 
not process

5

Invest in training

2

Build a digital 
infrastructure



But What about the Customer?

While email is an instant and 
easy way to communicate, 
it’s not an ideal platform for 
managing customers when 
working with a remote team

An endless stream of email 
communications can quickly 

become messy and 
overwhelming

To help manage customers 
better, information and 

communication needs to be 
centralized in one easily 

accessible place

A cloud-based customer management tool 
allows teams – no matter where they are 
located – to login and access the information 
they need within minutes, while at the same 
time providing an overview of all activities at 
any given moment in time.
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Use cloud-based project management tools  



But What about the Customer?

Share information through a knowledge base
• According to the American Express Customer Service Barometer, 99% of customers say that 

getting a satisfactory response or talking to someone knowledgeable is essential for a great 
customer experience. 

• However, even the customer support pros will come across a question that requires a bit 
more research from time to time. 

• When working remotely, teams cannot just walk over to you and ask for help or advice –
especially if there’s an 8 hour time difference and it’s in the middle of the night for you! 

• Instead, teams have to resort to email, which could lead to a delay in getting a response that 
ends up leaving customers frustrated. 

• An effective alternative is a knowledge base. A knowledge base is a repository that helps 
employees access important information about the everyday functioning of their company to 
address customer service issues, solve problems, and maintain smooth work collaboration.
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But What about the Customer?
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• According to Esteban Kolsky’s research, 28% of 
an agent’s time is spent searching for the right 
answer, and the right answer can only be found 
20% of the time. That’s no good!

• By storing information in one easily-accessible 
place, the knowledge base gives teams the 
answers they need right there and then. 

• Encourage staff to update it and add answers on 
an ongoing basis.

Regularly update 
content on a 
weekly basis

Have not updated 
knowledge base in 

a long time

Have no tools or 
process to identify 

knowledge gaps

Say doing 
knowledge 

management 
could increase 

productivity

https://info.247.ai/WS-State-of-KM.html


But What about the Customer?

Be clear about who the audience is
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But What about the Customer?

Be clear about who the audience is
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Good customer service is about the 

ability to quickly solve problems, fulfil 

requests and build an understanding 

between the business and its customers

To do this successfully, remote customer 

service team needs to understand who they 

are talking to on the other end of the 

phone, email or a social media channel

To make sure that every team member 

understands the audience and how to 

interact with them, offer up-front 

training, as even a basic understanding 

will provide customer service 

skills needed to provide excellent service



But What about the Customer?

Be clear about who the audience is
• Before training, think about the following questions:

− Who are your customers?

− What are their values?

− Do they need quick answers or carefully-considered, in-depth replies?

− Does your audience span multiple countries, languages and cultures? Or are they specific to one 

particular part of the world?

• This helps to craft a targeted marketing message, rather than sending a “one message to all” 

approach.

• Once the team has this kind of insight, their service will match customer expectations 

regardless of cultural differences.
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But What about the Customer?

Unite your team
• Managing a remote customer service team comes with a new set of challenges, not least with building 

a good relationship with staff that live in different countries and across different time zones.

• And while it might seem that you don’t really need to get to know someone who lives on the other 

side of the world, someone who you might only meet in person once per year, it is in fact a really 

important factor in managing happy and productive teams.

• Research by Queens University of Charlotte found that 39% of surveyed employees believe that 

people in their own organization don’t collaborate enough, and only 27% of employees receive 

communication training.
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But What about the Customer?

Unite your team
• By getting to know your team members, you’ll have better communication and increase staff retention 

rates.

• To unite your team, encourage small-talk between your staff and allow them to get to know one 

another, such as getting to know their interests, family life and local area.

• This can be achieved in a number of ways, through the use of instant messaging including Microsoft 

Teams, Skype group chats and Google Hangouts. 

• No matter how many remote workers you have, make sure you encourage them to unite as a team in 

order to improve their ability to communicate, problem-solve and share knowledge.
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But What about the Customer?

Make use of video chat
• You may not be catching up in the office kitchen over what you did over the weekend, but there 

are plenty of ways to hold regular face-to-face meetings with your remote team regardless of 
time differences and location.

• Video chat is by far the best way meet with your team, allowing you to talk face-to-face.
• Tools such as Skype, Google Hangouts and Zoom (although Zoom has some security concerns) are 

free and easy to use, and will help you keep your staff in the loop with new processes and 
upcoming challenges while at the same time being able to listen to their feedback.

• If you're not convinced by the impact video chat has on team meetings, consider this:
• The average attention span on a video call lasts 12 minutes longer than that of a phone call.
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But What about the Customer?
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Phone
Meeting

Video
Meeting

Average attention span (minutes)

23

35

With those kinds of 
numbers, it’s easy to see 
why more people are 
switching to video calls 
than making phone calls.



But What about the Customer?

Use customer service solutions
• Customer service teams deal with a lot of clients on a daily basis, and these conversations can be 

a challenge to keep track of.

• Customer service software allows staff and managers to track conversations, monitor customer 

relationships and revisit past communications with a customer at-a-glance, all of which are 

incredibly important when teams are scattered around the globe - making sure that every staff 

member can access the latest customer information with a click of a button.
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But What about the Customer?

Use customer service solutions
• Customer service software allows you to stay clear of micro-management, which can be very time 

consuming and counter-productive with a remote team. Instead, customer service software 

provides you with detailed insight via a customizable dashboard that includes reports such as:

• Number of incoming requests

• Number of issues resolved

• Hours worked by each staff member

• High-priority issues in need of addressing

• Tasks assigned to the team leader or manager
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But What about the Customer?

Set KPIs to help your team grow
• It may be easy to forget the goals of your remote team members, but it’s important to remember 

that they have a career path too. If you neglect to acknowledge this, you will risk losing your 
team!

• Reward hard work by setting clear key performance indicators (KPIs) with each member of the 
team, allowing them to focus on important tasks, reach their personal goals and move up through 
the business.

• Whether remote staff work full time, part time or on an ad hoc basis, it is important to monitor 
and evaluate these KPIs on a regular basis with routine one-on-ones, follow-up training and a set 
of clear, mutually-agreed objectives.
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Stay ahead of your Customer’s Needs

• Limited face-to-face interaction can make it hard to know what your customers 
want. 

• Consider these strategies to meet their current needs and anticipate future ones:
− Get to know your customers
− Stay ahead of customer needs
− Engage with customers the way they want
− Prioritize the emotional connection
− Strike the right balance of AI and human interaction to transform the customer experience
− Ensure your digital workplace is set up for the long haul
− Reskill and engage employees
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How to improve Teamwork

1

Foster a 
feeling of 

togetherness

4

Boost morale 
at every 

opportunity

Here are five things support team leaders can do to foster great teamwork:

3

Find reasons to just 
connect - fix up a virtual 
beer or coffee meet-up

5

Make internal 
collaboration 

easy

2

Schedule a 
casual daily 

stand-up
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Happy Employees breed happy Customers
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The do the little things differently

They are more friendly

They ask more questions

They say “sorry” and “thank you” more often

They send more personal emails

They go the extra mile when the time comes



Conclusion

• It's clear that the new normal will include a hybrid model between office and remote work.
• Sharing between teams is crucial in any organisation so that everyone has a chance to learn new 

skills and develop their abilities.
• Key to the new normal will be how we treat our customers.
• Ultimately the model should pivot around what suits the customer best.
• Organisations should spend more time and energy into providing great customer service, which 

in turn will make clients happier. 
• Remote customer service is the way of the future, and it’s time to get out of the office and 

embrace the benefits of working remotely.
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“The secret of change is to focus all of your energy, not on 
fighting the old, but on building the new.”

- Socrates
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Questions and Discussion
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Thank you!

We are not living in fear.
We are living in faith.

- Family caregiver using CaringBridge

Cobus Terblanche
0832817246
cobus@nvnt.online
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