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Introduction 
Across the globe, the COVID-19 pandemic accelerated technology 
adoption to enable workers to work from anywhere at any time. The 
dramatic shift to fully remote and hybrid work models exposed critical 
technology, policy, and process gaps that continue to challenge 
organizations seeking to offer equal access to essential resources for all 
employees. At a time when both desk and deskless workers are dispersed 
across many locations and when new safety protocols, work policies, processes, and schedules are frequently updated, 
employee engagement is more critical than ever. And yet, organizations struggle to manage a diverse set of collaboration 
and communication channels to ensure all employees reliably receive information in the right way, on the right device, 
and at the right time — delivering the same experience across locations and functions.  

Businesses that can rapidly evolve, effectively manage distributed teams, and calibrate operational requirements will 
succeed. IDC's COVID-19 survey data suggests that 47% of organizations that had longer-term digital transformation 
strategies and investments before the pandemic are showing strong signs of business growth. Organizations that struggle 
with these essential elements will find themselves challenged to move beyond business continuity during the economic 
downturn, trailing behind competitors that find a foothold toward resilience. Whether employees are working in the field,  
in the office, or from home, their ability to connect and feel connected to work has never been more essential.  

This IDC Technology Spotlight explores the key trends shaping work transformation as organizations manage new ways 
of working in and beyond the COVID-19 era. This paper also describes the role of the intelligent digital workspace in 
addressing the challenges of providing secure access to the integrated resources all workers need regardless of their 
location or job, and it details the benefits of workplace solutions that enable individual workers and teams to operate in 
agile, flexible work conditions with technology as an underlying enabler. 

  

This IDC Technology Spotlight explores how work transformation is driving new 
requirements for a hybrid workforce in and beyond the COVID-19 era. 

KEY STAT 
47% of organizations that had longer-term 
digital transformation strategies and 
investments before the pandemic are 
showing strong signs of business growth.  
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Trends  
While much of the hype around work transformation has focused on enabling remote work, IDC's recent research suggests 
that the future of work will undoubtedly be a hybrid model (see Figure 1). This approach will make employee access to key 
tools, applications, content, and technologies an essential element to driving productivity, business resilience, and growth. 
What's certain in a world of uncertainty is that we will not return to the ways of working from 2019. 

FIGURE 1: Global Work Location Shifts Over Time 
Q What percentage of your country's workforce was, is, or is expected to be in each of the 

following categories: primarily working from home, in a physical facility, or in the field? 

 
n = 670 (North America n =100; APAC n = 347; EMEA n = 223) 

Source: IDC's COVID-19 Impact on IT Spending Survey (conducted August 5–17), 2020 

 

IDC believes that to successfully support the hybrid workforce, organizations must offer technology parity to workers in 
different locations. All workers must have secure access to the resources required to do their jobs, no matter their preferred 
device or location (local/remote/in the field). IDC's survey data suggests strong support globally for investment in key 
technologies that drive technology parity — especially those that are essential to employee communication and collaboration. 
Even before the pandemic, workers were overwhelmed with having to switch between multiple applications and devices to do 
their jobs. IDC's December 2019 U.S. Future of Work Worker Survey showed that on average, workers use more than seven 
applications and seven content types to accomplish their day-to-day work. They reported difficulty communicating, both 
internally and externally, and those who tried to access corporate resources remotely often struggled. IDC's survey revealed 
the top communication and integration challenges workers encounter during day-to-day activities include:  

» Dealing with inefficient and/or manual processes (57%)  

» Communicating and/or collaborating with internal colleagues (50%)  
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» Communicating and/or collaborating with external stakeholders (43%)  

» Getting status of processes (lack of visibility into processes) (42%) 

» Coping with a lack of effective remote access (40%)  

Information overload and the need to use many applications not only affects employee productivity and experience 
short term but also affects talent acquisition and retention in the long term. When the COVID-19 crisis forced many to 
work from home, some of the same challenges were amplified: A May 2020 IDC poll conducted in North America found 
that respondents working from home had difficulty not only accessing data, content, and/or applications but also 
communicating with other team members.  

For businesses whose essential workers never left or that are planning a phased return to the workplace, the addition of 
new employee communication, contact tracing, and other COVID-19-related applications only increases the number and 
complexity of information sources. Successful organizations are enabling a hybrid workforce to work in more agile ways 
that allow team members to effectively engage, collaborate, and communicate in context with the same experience. 
Investing in technologies to enable employee engagement across the spectrum of workers not only addresses immediate 
concerns but also lays the groundwork for long-term work transformation. IDC predicts that by 2024, two-thirds of 
employees in high-performing G2000 enterprises will shift from static roles and processes to dynamic, multidisciplinary, 
and outcome-focused reconfigurable teams. As teams become more dynamic, there must be a secure way to easily 
enable access to corporate resources anytime and anywhere. Secure provisioning and deprovisioning are also needed. 
This trend will be accelerated by the pandemic and the ebbs and flows of lockdown restrictions.  

Definitions 
At the core of the intelligent digital workspace is the worker. Whether on the shop floor, behind the wheel of a vehicle, or 
at a laptop at a desk, all workers want equal access to the applications that are essential to their jobs. They also need a 
keen awareness of which tasks are essential and where to access the necessary data — or, better yet, have that data 
pushed to them when and where they need it. Further, they require access to the core resources that enable 
collaboration with their workgroups and their community. The challenge for organizations is in quickly, securely, and 
intelligently provisioning and integrating the key technologies that workers need to do their jobs. As more core functions 
are automated and enabled by artificial intelligence (AI) and machine learning (ML), the promise of an intelligent digital 
workspace that delivers key resources across all functions, devices, and roles is becoming a reality, as shown in Figure 2.  
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FIGURE 2: Intelligent Digital Workspace 

 
Source: IDC, 2020 

 

Core Elements of the Intelligent Digital Workspace 

» A digital workspace includes physical spaces as well as devices such as laptops, smartphones, tablets, and PCs; it 
also includes connected, digital things in the workplace such as wearables, digital assistants, connected/smart 
whiteboards, and even industrial or specialized equipment. 

» An infrastructure layer sets guardrails and controls the framework for the digital workspace, providing identity 
authentication, provisioning, management, monitoring, and support. APIs connect to other applications, and a 
personalized user interface allows workers access to the key tools, data, and information they need. These 
elements are critical to making a worker's digital day-to-day activities frictionless. With analytics, knowledge graphs, 
and ML models, organizations can ultimately personalize and optimize the environment and provide proactive 
recommendations for next best action.  

» Digital interfaces and experiences are the gateway to applications, tools, and digital experiences that workers use 
every day. The digital workspace is tightly integrated with core capabilities such as collaboration and productivity 
software, email, and calendaring. It also connects to line-of-business apps, enterprise resource planning or 
customer relationship management apps, and vertically focused apps. The following activities are the source of 
most of the frustration and challenges that workers experience: switching apps, hunting for data, finding a function 
within an app, or finding the right subject matter expert. To avoid lost productivity, IT must get the digital 
workspace right. 

The primary differentiator of the new digital workspace is intelligence. In the new work experience, the workspace is 
personalized for the user and provides the specific resources that worker needs for the task at hand. This view of the 
intelligent digital workspace has not yet been fully realized, but innovative technology vendors and service providers are 
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rapidly making progress, effectively turning the traditional means of technology delivery on its head. This access to core 
content, applications, and technologies — the digital day to day — must extend beyond the traditional office to every 
type of worker, industry, and use case touched by digital technology. 

Benefits 
Intelligent digital workspaces enable core benefits for addressing the critical needs of hybrid employee engagement now 
and in the future. Organizations with a secure intelligent digital workspace create an environment where individual 
workers and teams can operate in agile, flexible working conditions. The key benefit is to balance a secure environment 
without impacting productivity or user experience, where technology acts as an underlying enabler and not as a 
hindrance. IDC's COVID-19 global survey from August 2020 shows that 62% of global respondents view their 
organizations as being "highly" or "very" effective in using technology to support a hybrid workforce.  

To support an intelligent digital workspace, employers need to provide uniform access to required corporate resources 
for a hybrid workforce (workers at company facilities, home, and transient remote locations) — anytime, anywhere, and 
via any device. When IDC asked about the benefits of allowing a portion of the workforce to primarily work from home, 
44% of respondents noted improved employee productivity and 41% noted improved employee experience.  
By minimizing context switching and enabling frictionless access to data, applications, and collaborators, organizations 
are seeing tangible benefits that enable hybrid work models. Beyond ensuring the health, safety, and productivity of 
employees, an optimized work experience helps retain and attract top talent. 

Considering SocialChorus 
Founded in 2008, SocialChorus is an American multinational software company headquartered in San Francisco that 
designs, develops, and sells workforce communications software. The SocialChorus digital workplace platform helps large 
companies (3,000 or more employees) manage communications with employees and partners, aligning communications 
across disparate internal channels from digital signage in office hallways with internal email newsletters, intranets, and 
internal social networks and chat tools. SocialChorus' digital assistant also provides employees with personalized access 
and deep integrations to the systems and resources they need to do their jobs, wherever they are. 

The company also has integrations with collaboration tools such as SharePoint, Slack, and Workplace. 

The SocialChorus digital workplace platform provides integrated web-enabled communication solutions focused on 
digital employee experiences, frontline worker experiences, and workforce intelligence. Solutions include: 

» Personalized communications and user experience for all workers across enterprise systems, on any channel driven 
by an orchestration engine 

» Internal communication tools to support CEO and leader communications; events communications, sales 
performance, safety and compliance, company alignment, culture, and engagement; and board communications 

» Extended enterprise communications tools that support outreach to partners, alumni, channel partners, and 
extended supply chain 
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» Digital transformation communication tools and strategic communications support for organizational change 
management, crisis communications, mergers, and acquisitions 

» Enterprise workforce tools that analyze workforce performance scores based on all push and pull interactions via 
the communications backbone  

Organizations looking to manage content sharing across disparate audiences in varied locations can use the platform to 
create automated campaigns and target specific employee groups. API integration enables access to a variety of content 
and enterprise services for employees via secure channels that require user authentication. The FirstUp platform also 
connects channels and enterprise systems, providing analytics that enable a unified view of communications, data 
sharing, reporting, and employee polling. Employees looking to find critical information or share feedback receive 
guidance from a digital assistant that provides two-way interaction across integrated communication channels and 
enterprise systems including mobile and web, email, and collaboration tools. Analysis of employee communications and 
interactions offers real-time visibility for organizations to address challenges when processes are failing or there is other 
misalignment of people or processes. 

Challenges 

Large vendors are looking to stake a claim as preeminent providers in delivering intelligent digital workspace offerings for 
new and existing clients. SocialChorus will need to implement a go-to-market strategy that takes into account this 
competitive landscape and differentiates its own offerings based on the clear business value of an inclusive employee 
engagement strategy.  

Highly specialized smaller vendors with industry expertise in mobile outreach to field and facilities-based workers are also 
competing for market share and are investing heavily in AI algorithms to deliver targeted solutions. 

Conclusion 
To effectively navigate current challenges and truly drive work transformation, 
organizations need a workspace that can accommodate every worker and every use 
case, no matter where the worker is located. To address concerns about the 
proliferation of devices, collaboration and communication tools, and shared content 
across functions, resilient organizations need:  

» Secure access to an intelligent digital workspace that provides the resources that 
workers need 

» The ability to easily provision access across all types of workers as more employees 
work remotely and as teams become more dynamic 

» Integrated communication channels to engage employees across all functional 
areas and to offer technology parity regardless of location or job 

In the current era of digital transformation and organizational disruption, organizations have a unique opportunity to rethink 
and rebuild the day-to-day experiences of all workers for the better. Intelligent digital workspaces can transform a team  
and individual workers across a multitude of vertical industries and use cases — including at-home and frontline workers. 

Organizations have 
a unique 
opportunity to 
rethink and rebuild 
the day-to-day 
experiences of all 
workers for the 
better. 
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Behind this transformation, AI and analytics have become essential in workspace management, enabling advanced 
orchestration affecting business outcomes. Combined, these technologies are no longer just nice to have; rather, they are 
essential components for ensuring that all employees have access to the tools, people, and information they need to build a 
successful future enterprise. 
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MESSAGE FROM THE SPONSOR 

SocialChorus is the workforce communication backbone that orchestrates the digital employee experience for every 
worker, automates communication workflow to drive alignment and action, and delivers enterprise-wide insights 
from every interaction. As digital transformation and the future of work converge, the employee experience is critical 
to business success. Companies need to create a unified digital employee experience for all employee categories—
not just wired office workers, but frontline, remote and distributed workers too. We are proud to be the 
communications backbone at more than 150 of the world's largest employers, including 10 of the Fortune 50. 
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