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While we had the technology to create

a mesh of remote workers, COVID-19
pushed its adoption at an unprecedented
scale. Here is how companies in India are

dealing with it

BY JATINDER SIMNGH

that the world would be facing one of the most

difficult times since World War Il or any of the
known health crisis within a few months. | would hawve
seamed mprobabde that the entire human race would be
engaged inan uphill battle against a contagiows virus with
rr cure and COWID-19 bringing pubdic life Lo a standstill,

ﬂ I the outset of 2020, nobody wolld have thought

Ammid government’™s lockdown measures (o conlain
the wirus spread, marry baskesses are finding it difficult
to meet their contractual obligations despite their best
imbention. Holding face-to-face meetings have become
umnworkable, uncertainty is palpable, and work-from-
home has become the new normal.

Im such a scenario, when commuanicating with chients
and employess has become more signalicant than
ever, adoplion of good lechnology and availabality of
uninder rupted conmec ity is the cnly way that can help
businesses survive and sail through such challenging
times. It is interesting to nobe that the telcos faced
an unprecedented A0-45% surge in the demand for
data volume during the initial week of the lockdown,
withk a majpority of this spike happening because of
remmote working.

OptimiTing remote work tools
Amid the ongaing pandemic, besides accomplishing
work-related projects, employees ane dealing with stress

and arotety, and hence need uninberrupted access o
data conmectivity and seamless platforms so that they
can share their ideas and grievances. This has comipel led
organizations across the globe to utilize digital tools and
solutions—from web conferencing and e-mail to mobile
collaboration =wits and wirtual ewvent platforms—to

engage heir employees, prolect their health and ensure
business conlinuity.

Virtual collaboration tools are being used nob only
to enable employees to work Together remotely on
everyday work-related tasks, but are also empowering
organizations to conduct coordinated sessions such as
weekly meetings, workshops, training, fun activities, and
yooa sessions for employees inmultiple locations.

“The shility to stay connected, collsborate, and get
secure access o all work-relasted documents remolely
has become more critical than ever, Organizalions ane
also taking appropriafe measures o keep track of el
employes’s health and well- being. These have become the
core to ensure that business contimuity and connectity
is maintained, and work continues,” says Vinay Bhartia,
India’s head of Lark, a remote collaboration solutions
provider compamy.

Loom, WhalsApp, Microsofl Teams, Skype, Cisco
WebEx, Slack, Lark, Google Mewl are some of The
prominent collaboration tools being wsed by enlerprises



“The ability to stay connected, collaborate,
and get secure access to all work-related
documents remotely has become more
critical than ever.”

Vinay Bhartia, India Head, Lark

“Apart from last-mile connectivity to
ensure customner delight, the insurance
sector must unite to find solutions and new
ways to interact with customers virtually.”
Mohit Rochiani, Derector - 1T & Operations,

Inchiak- st Life Insurance Company Limited

1056 Sectors to stay connected with thelr remote teams
(see VolcelData Top 5). Many of these tools are also
equipped with real-time language translation solutions,
hedping global organizations connect effectively in a
global virtual environment.

During this lockdown perlod, Raritan s ensuring
that its customers are not left bebind and s constantly
providing support on different  platforms  for ey
communication and service, “We are using Office 365
Teams, teleconferencing, and BxBl video conferencing
tools for customer Interactions, We have also ensured
remote  maintenance of thew  systems, along  with
collection and saving of video snapshots from equipment
for viewing and sharing device status with maltiple
users,” says Anjani Kornmisetty, Country Manager, India
& SAARC, Rarltan & Servertech, a power, access and
control solutions provider,

Hecause of the lockdown many companies are forced
to shut down their local offices, logistics, shiprments
and detiveries. Yet, despite these challenges, many are
stilt able 1o create opportunities due to effective remole
work  management  polickes. “We  have suspended
fleld operations a6 per the government directives and
are mitigating the impact via mobility solutions. Our
SeMor management s continuously in touch with our
employees via videoconlerencing solutions to rminimize
the dsruption In business processes.” says Mangesh
Wadage, CLO, Highbar Technocrat Limited, an enterprise
business soluthons provider,

The company is helping its chents 1o cope with this
complexity through many best practices and cloud-based
tools such as ERP, electronic Document Managernent
Solution {DMS), business intefligence, lol and CRM,

But are Al employees comfortable with these tools
and work-from-home concept?

“Understandably, It 15 a new experience for many,
and we are adapting ourselves 1o respond in the most
efficient way. Apart Trom last mile connectivity 1o
ensare custormer delight, the insurance sector must
unite 1o find solutions and new ways 1o interact with
custormers virtually. Strengthening of Sakesforce tools
15 atso a must, The collaboration platforms need 10 look
beyond communication and file sharing, evolve to enable
business and operational process visibllity,” says Mohit
Rochland, Director — 1T and Operations, Indial-irst Life
Insurance Company Limited,

There are also companies like Anmol Feeds who
have their own challenges. The company manufactures
livestock feed, which has been categorized as an
essentiol commodity and exempted from the lockdown.
“Ouwr team from the office has been working from
thelr respective homes 1o ensure continuity In every
aspect of the business, Apart from phone calls, we use
mobile apps hke Whats App Lo communicate with every
employee of the company. Further online meetings are
scheduled wsing videoconlerencing tools like Zoom,
We are also using a dedicated toll-free number for



“We have a virtual cafe set up where
employees can hang out and share a cup of
coffee together. This is a ‘'water cooler’ zone

that we are trying to create.”
Kavita Viswanath, GM, Nrog (india)

taking wp aeders and ensunng no there are na Rccups
imy fullil the s ket demand” says Amil Saraogi, MDD,
Anmol Feeds,

Choosing the right salution

Likoer vy technology irmplermentation, every collaborstisn
tool has s own benelits and Emitalions aed may nol
appeal 1o all sectors sike, According 1o industry experts,
one should nol expect a collaboration ool o do wonder
even il il is the best i the market, It is impartant for every
G paniE st 1o wse s own discernmaent before deplogmg
iy saech Lools,

With work from home being a new normal, 0 s
imperative that you deploy the right set of lools to keep
distant teams connecled on 3 day-to-day basis, Tor
ervsuring basiness as wsual, Digital collaboration lools
definitety help the teams bul these may be specilic b
ofganizational requirements and may differ from ome b
anolher,” elucidates Alok Malik, Associale VP and Head o
Global Information Security, Globall ogic,

While deploying any technology solution, businesses
also need o ensure that the tools are suited o work in
the existing I infrastrucihee of 3 company. I is also
imporfant to consikder factors such as organizations
SECUFitY ecosyslem, service support, ease of use,
employes  wdersianding  and  manageability  while
selecting the platform,

For many enterprises catering to hospitality and
travel, these are owerwhelming times, “Work from home
as a palicy ks commonly followed by owr leams in limes
of personal need but when we implemented a self-
quarantine policy for team members, it sesmed alimaost
difficedl 1o Poencton. Tirme like this, where the enlire
office acrass the cities including our sales team who are
raajerly an the field will work from home IS something
we never imagined,” says Ankit Mehrotra, Co-Founder
and CEC of [hneeart, 2 doing ot and restaurant tech
solutions platloem.

| e - ciplt ey Sans I IS bsveraging lool s such s
Gxmagle Hangouts, Slack, Trello, and Google Meets 1o enable
waork-Tromm -hoame and 1o ensure Business contimily,

However, lor online and digital company like ADDA
[hal provides app-based managemsen! Solulbon for gated
cormimamdlies the transition was relalively easier S rom
thee very beginning s system has been crafted n such
a wiay thal we can allend 1o our work from anywhene and
al amylime, This foundation is coming in handy oday
T ADDA app has in built Systems o ensune gong 1o an
exter nal plallanm (o commaeicale with the support team
is nol ecessary,” says San Banerjes, CEQ of the company.

CallHealth  Services, which  peovides  healthcare
consuliation throwgh its online platform, also has @
similar story to share, "Our platform by design is enabled
for virtual engagerment for both internal and external
meetings. We hawve different home-grown solutions for
rmanaging o Condacl Centre inbound and oulbound
calls, for managing our audio and videp consultations
between doctors and customers, and for managing
internal collaboration theowgh chat, audio, and video
rmieduems, highlights Ratnesh Sharma, the comgany’s
Pariner Bcosysiern and Chiel of Human Hesoscoes
Operations,

Security is the ey

One of the Empartant questions thal many organizalons
b Ter Thinks sl wers heir preparedness 1o open upg the
entire information and data infrastructure o multiple,
external home- and mobile-networks, which in turn can
prowe o be asecurity mighirmare. Whike many of The new-
age organizations, incheding T and services companies
and start-ups, were comparatively less worred, &
miagority im the manufacturing sector and those with
highier headcounts and madtiple operational teams had a
bigger Lask cul oul for them

Heing FY closing, it was critical that departments are
abe Lo work Loget her seambesshy, Il was adso imgartant Lo



ensure that we continue to service our partners without
disruption,” says Neeraj Mehta, Head of Corporate IT at
Apollo Tyres. “While opening our core restricted area for
operations from home, we had to take utmost care about
the protection from possible data leakage. Users were
advised not to download data on thew personal machines
and all large queries, and report creations are being
monitored by the Business Applications Support teams.”

His concerns were echoed by Sterling & Wilson's Chief
Information Officer Manoj Deorukhkar: “The sudden
lockdown meant that many employees did not have
their laptops to work from home and there was no way
for thern to pick it up from the office. Hence, employees
started using their personal computers. This prompted
us to quickly come up with Use Your Own Device (UYOD)
policy, with necessary precautions, to ensure continuity
of work,”

“This large scale (almost 100%) shift to work-from-
home had a massive implication on |T security posture,
especially on network and application security. This
involved revisiting our security policy, processes, and
tools,” he added.

“Despite being the financial year-end, our
business operation went on as usual, like
any other normal day.”

Malaya Kanta Barik, General Manager-IT & (150,
Shriram General Insurance Co

“We are maintaining business continuity

by focusing on preventing outage through
redundancy of telecommunications, systems
and business operations.”

Adarsh Noronha, Director-Indian sub-continent, HubSpot

Most of the organizations that responded 1o the
Voice&Data survey indicated that they facibtated
Virtual Private Network (VPN 1o all remote-workers
to ensure seamless and secure access to business and
critical apphications like ERP and CRM, "While we are
using sewveral tech tools for our internal and external
communication to maintain transparency n work, VPN
connectivity and Citrix log in 1S helping us manage work
desk at home and provide global support,” says Shivaji
Chatterjee, Sr. VP and Head of Enterprise Business at
Hughes Communications India.

Reports also indicate government organizations were
not behind in quickly ramping up their infrastructure to
enable rermote working. The Goods and Services Network
(GSTN), for example, provided VPN for its 1700 tax
officers across India to enable them to work from home.
This enabled the officers to process over 10,000 new
GSTN registrations and about 8,000 refund applications
during the first 10 days of lockdown until 3 April 2020,

Planning for business continuity
While many enterprises had already spotted the future of
work early and were ready to deal with the situations like

“For resourceswithout alaptop, wemade a rangerments
to handover the devices wilth only the required software.
These have been configured in a way thal no new
software can be installed without the approval from the
admin. We also ensured that data transfer access using
USH was disabled.” B Mohan, Chief Innovative Officer
IIA Global said.

lockdown, several others were caught off quard. A virtual
meeting s agood idea 1o dodge distuptions, however only
for those who are prepared for this sudden transition.

"We had decided to move 1o a work from home
enario, even before the lockdown, which—looking
hack—proved 1o be a smart move. We had identified such
ployees who did not have a reliabile internet connection




“We had anticipated that people would
have connectivity issues as they move
out of the cities and back to their
home towns.”

Aftab Ullah, Chief Operating & Delivery Officer, Brillio

and asked them 1o procure internet devices such as a
Wik1 or a portable internet connection such as holi. We
ensured that our employees have access to at least two
different networks af thelr respective places,” says Ami
Aggarwal, Co-Founder and Director of Effectual Services,
an advisory firrm offering ¥ support solutions,

Situation like this presents loss of productivity
and low employee morale due to lack of continuous
face-to-face teractions and discussion when the
workplaces are active. Moreover, the market sentiments
are expecledly low, and uncertainty Is looming large,
For many companies, existing customers have either
asked 1o temporaily discontinue thelr services or
make payment considerations. The absence of a strong
business continuity plan can, hence, make it really
dificutt to keep your workforce motivated while staying
alloat in the business,

According to Altab Ullah, Chael Operating & Delivery
Officer of Britlio, it took the organization five working
days 1o implemnent 100% WEH across all s offices
globally. "We were fully on the cloud, had laptops for all
our people, and most importantly had an organizationa
culture that had previously been very fexible with WEH.
Of course, we had to augment connectivity infrastructure
for our prople, especially Since we anticipated that people
would have connectivity issues as they also moved out of
the cithes back 1o their home towns,” he sad,

Industry experts point out that business continuity
planming should be built with a sense of urgency and
empathy. “To ensure the health and safety of our
employees and of the communities, we serve we closed all
global offices and implemented rermote working o across
the organization, We are in the process of evaluating
it anything requires shutting down. However, we are
malntaining business continuity and disaster recovery
plares focusing on preventing outage through redundancy
of telecommunications, systems and business operations,
and rapid recovery strategles in the event of an avallability

or performance 1ssue,” says Adarsh Noronha, Daector of
Indian Sub-Continent at HubSpat.

Understandably. due to the current raved restrictions
and work-from-home pohicy implementation, compames
are experiencing higher traffic on thelr digital channels,
requiring them 1o grow their |1 capabilities. “We've had
multiple all-hands meeting globally, dalty stand. up
routines that cover the entire fiem, and digital channels
like WhatsApp groups, Teams and Slack channels to
make sare that everyone 15 heaning directly from the
leaders and the leaders are able to rapidly change policies
and support for our people as we all adjust to this new
normad,” says Ullah,

It s important that organizations which started Lie
should also look at providng virtual training for those
employees, who may not be ot ease with working from
horne, it's equally important that the technology 15 used o
engage ermnployees, not just frorm a work perspective, but
also to conduct team-buildng activitkes in these stressful
times, “As far as the work environment 15 concerned, we
have virtual cales setup where employees hang oul, share
a cup of coffee together etc. This is o ‘water cooler’ zone
that we are tryng to creale, We atso have a separate Slack
channel where we share jokes, memes, eic 10 keep the
laughter going during sach stressiul times” says Kavita
Viswanath, GM ol Jfrog (indial, & comgany that provides
DevOps solutions and platforms for enterprises.

I is likewsse important to note that in such conditions,
the overall risk to the data also gets increased. This may
require organizations, especially who are new 1o the rermote
work culture, to revisst some of thew policies, evaluate and
upgrade Latest technologies and dentily areas to ensure o
secure work from horme experience of thelr employees.

“Our business continuity planning efforts are manly
concerned with keeping the organization's business
operation intact while ensuring every individual's safety.
We have allowed work-from-home lor all employees,



Tech practices for the remote workforce

GET SUITABLE COLLABORATION TOOL: Supparting emgloyees

to work remately by providing them access to the best collaboration
technologees and tools such as Zoom, Microsoft Teams, Webix, Skype,
Yammer, Googhe Hangouts, WhatsApp, GotoMeeting, Slack, Flowdock,
Google Docs, and Quip, among others,

PRIORITIZE COMMUNICATION PLAN: During tough times ke these,
communication is paramount, be it internally amongst employees

of with customers, Ensure daily check-ins with learms so that work
continues 1o progress without any hicoups.

PROVIDE WORK ESSENTIALS:  or resources not possessing a
laptop or work essentials, organizations should arrange to hand over
the devices wstalled with onty approved software, configured with all
SOty measures.

ENABLE WEB SUPPORT! i nsure that the technologes deployed
such as laplops, private corporate networks, of even employes
communications and collabaration tools are at par to support our
workforce working remotely for extended periods.

PROVISION DATA CONNECTIVITY: Talk to your connectivity service
providers to ensure uninterrupted network connectivity supply from
thewr end. Ensure taking various techmcal measures for network

comnnectivity and provide redundancy through datacards and mobie
connectivity.

.@0@@00

PROVIDE REGULAR TRAINING: | everage virtual traimng tooks, and a

transparent reporting mechanism Lo ersure that employees work is Tully
visible, and they stay highly productive during this time.

ENACT STRONG POLICIES: implement strong policies to ensure that
ol critical data remains within the company’s 1T pereneter and doesnt

Qo out unkess it s absolutely required and is approved by the relevant
management team members,



"We have suspended fleld operations
as per the government directives
and are mitigating the impact via

mobility solutions.”
Mangesh Wadaje, (1O, Hhghbar Techivcr st Linited

be at the branch locations or at contralived support
office and meticulousdly planned the entire stratogy and
enecuted the same 0 a minimal benetrame provideyg
the necessary remote indrastructure 1o all employees. n
fact, despste bewng the financil yeor end, our business
operation wend on as ussl, like any other normal day,”
oty Mulays Karta Bark, General Manager 1T and CI50,
Shrwam General bsurance Ca

Getting ready for the future
Ower the next Tew months s we come out and hght this

s, ceganizations across the world are expected to
gatin nobd experience and take in how remote processes
wn be done offectively. Chents are also expected to
gain meannglul comfort wieh remote ways of workng,
Socal meda is playng an important robe 100, and many
companies are constantly avallatile on ther social media
platforme for customier inferactions,

Senang) slowdown in busness, many companes are
UERZInGg Bhe Tane 10 innovate and rework theyr stratoges
lor the fubure “We are using this tme 10 tework on
o busaness strategles and research  designs. We
mpect 10 develop advanced products whim the market
opens hor business. We are also leveraging our social
e channeds 1o keep i touch with our existing ad

ospective custome s’ says Tarun Bhutani, Managey
Nrector, AMANL & mobdle acoessonies cormpany

Marry start ups and technology peoviders are also
offerng extended trials 10 ther sobutions 10 keep thei
oustomers engaged and belp them cut costs during these
tenes. “Rogaeding rew chents, most orgarszations. e
reductant to experiment with rew technologes duning
the uncertanty. We have tried to custiion this by grvng
all new custormers @ free two.manth el 10 ride this
storm and experiment with the product " says Saddbarth
Goonka, CEO and Founder, Alosell Techradoghes, a
| Dased B2 startup that leverages artificial

hgence (AR and machew learming (ML) o dynamc
priceg and reverne optimization of hotels,

Strrar ly, beading technobogy company Saledorce has
made sorme of they sltionn free lor the nest

couple of months 10 help thetr cstomers and partnes
ravigate theough the s The company recrely
Lnwched Sabestoroe Care raped tesponse sohfions to help
unors stay cormected to ther errployees, astomrs and
cornmunities, Besdes, it hus s made avallabile Quip
Starter, a wiee of collaboratve platharmi 10 any business
and 5 providing access 1o Health Cloud for heslthoare
systoms oxponencing an wiflux of COVID 19 requests

I ity report ‘Coronaveus Peogle Technokogy Pathy,
Dwlontte notes that the current ormis i a bag opportursty
for organszations 10 acoelerate into the Ruture of work,
According o the posre of perspective, many of the magor
technodogy shfts proposed are esther underwary or oukd
be underway for many ongarrsations. As the current crisn
urdokds, there ran opponurty to acodetate these efforts,

“The key 1510 enable presert workar ounds and use ths
A% an opportunity 1o shape the luture says of working,
which e more officent, effective and collsbrative,
aeyorsd the boundaries of the lurchon and the erterprise.”
Deloimie adds.

Given the hestory of sach pandomics, remareng
focused, calm and human contric behaviow  should
e most arganezations th ough the nes noomal. in the
long term, howewer, according 1o the indusdry expurts,
the lessons luarred from the terrporary crises will present
AN PPty 106 GrGANE At Ins 10 (1 0a10 & M ¢ 1eibernt
worklorce, with & foous on eenployee health and well.
bt erabled theough a new perspective on the digital
workgplace &
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