
Real-time Communications and Digital Engagement 
Take on New Meaning in Post-COVID-19 Era

The 451 Take

451 Research is a leading information technology research and advisory company focusing on technology innovation and market disrup-
tion. More than 100 analysts and consultants provide essential insight to more than 1,000 client organizations globally through a combina-
tion of syndicated research and data, advisory and go-to-market services, and live events. Founded in 2000, 451 Research is a part of S&P 
Global Market Intelligence. 
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The COVID-19 pandemic has been severe, affecting organizations across all industries. According to 451 Research’s Voice 
of the Enterprise: Digital Pulse, Coronavirus Flash survey (March 2020), 52% of enterprises believe the outbreak could 
lead to a major disruption of their business – such as the inability to repay delivery services or the loss of a major client – 
over the next six months. Survey results also show that a substantial number of respondents expect the policies imple-
mented by their organizations in response to the outbreak to be permanent. 

As they implement what under any other circumstances would be radical mitigation measures, like enforcing travel restric-
tions and expanding work-from-home policies, enterprises are sorely in need of ways to minimize disruption and ensure 
business continuity. Yet, the measures adopted in response to the current crisis only highlight a trend we were already 
seeing: the growing primacy of the digital experience for customer and employee engagement. 451 Research contends 
that these measures reflect a continuation of trends that were already evident with digital transformation leaders before 
the outbreak. Our Voice of the Enterprise: Customer Experience & Commerce: Digital Transformation (Q2 2019) found that 
real-time customer collaboration tools (e.g., chat, video) were one of the top two customer experience technologies that 
digital transformation leaders were looking to adopt this year. 

Communication and Collaboration Technologies Became Top Priority for IT  
Technology Investments Post-COVID-19.
Source: 451 Research, Voice of the Enterprise: Digital Pulse, Coronavirus Flash survey (March 2020)

Q: Which of the following products or services do you expect your organization to spend more on as a result of the circum-
stances surrounding the coronavirus outbreak?
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The 451 Take (continued)

These trends are now accelerating as a result of changes in consumer behavior as customers adjust their habits to the 
quarantine. If these conditions remain in place long enough, they could lead to irreversible changes in consumer behavior, 
which in turn will influence how organizations operate post-COVID-19. The Coronavirus Flash survey by 451 Research 
reveals that COVID-19 has shifted the spending priorities for businesses. The technologies topping the list for expected 
spending increases are: employee communication and collaboration tools (43%), mobile devices and services (37%), 
bandwidth and network capacity (32%) and information security (28%). All of these relate directly to the remote working 
use case, which is clearly an immediate and growing IT priority. Larger firms are projecting to have an even higher spending 
increase on communication and collaboration technology (63% increase over pre-COVID-19 spending in this category vs. a 
projected 34% increase by smaller businesses).

The pandemic has compressed the user-adoption cycle for digital services and will require that organizations 
respond in an agile manner, revamping their digital transformation initiatives to adapt and remain competi-
tive in the post-COVID-19 era. Real-time communications has emerged at the top of the list of priorities for 
businesses as a critical mechanism to ensure business continuity during and following the pandemic, allowing 
organizations to comply with potentially ongoing social distancing requirements while addressing the needs 
of their customers and employees. Communications platform as a service (CPaaS) is emerging as a critical 
component for business continuity planning, enabling real-time communications and more effective ways for 
organizations to engage with their customers, partners and employees.

Soprano Connect, a CPaaS solution used by Global Fortune 2000 businesses on four conti-
nents, has witnessed a 15% usage increase in March vs. February, and a 23% jump vs. the same 
month in 2019. Soprano Connect has become a critical tool for enterprises, healthcare institu-
tions and governments during this coronavirus pandemic for critical incident management, 
“are you okay” staff-safety tracking, real-time remote worker communications, and dissemina-
tion of important advisories and updates. Learn more on our COVID-19 information page. 

Looking Ahead

Business Impact

COVID-19 IS DRIVING MAJOR BEHAVIORAL CHANGES IN THE WAY WE COMMUNICATE, AND SOME 
CHANGES MAY BE PERMANENT. All types of organizations are affected, but those that depend on consumers leav-
ing their homes – including retail, bars and restaurants, transportation, and travel and hospitality – are at greater risk in the 
near term and are scrambling for alternative distribution methods and new communication technology to help them stay 
afloat. The shift to takeout and delivery for food and groceries has led to a surge in demand for services like DoorDash, In-
stacart and Uber Eats, which present new communication challenges related to logistics of deliveries and keeping custom-
ers informed of when (and how) deliveries can be made. Traditional businesses where people gather, such as movie theaters 
and fitness centers, are facing unfathomable closures and are scrambling for ways to stay in front of customers. At the 
same time, traffic for streaming services like Netflix and Hulu has hit an all-time high with millions of users binge-watching 
during self-isolation, and companies like Peloton, with internet-connected home fitness classes, also stand to benefit from 
users having to stay at home.

DIGITAL ENGAGEMENT BECOMES CRITICAL TO ENSURE BUSINESS CONTINUITY.  Social distancing 
means that for many organizations, digital channels will be the primary means for customer and employee engagement to 
remain operational in the foreseeable future. This crisis has highlighted the reality that business-continuity planning must 
be factoring for worst-case scenarios and has placed more emphasis than ever before on the digital experience, as the nor-
mal user adoption curve is being compressed and reduced from a period of several years into a few months or even weeks.

THE PANDEMIC WILL ACCELERATE DIGITAL DISRUPTION. COVID-19 is accelerating digital trends across 
all industries; this also applies to those that were already being disrupted, such as transportation and travel and hospitality. 
Our research shows that before the outbreak, 64% of millennials were already using their smartphones for mobile orders 
and delivery services compared to only 8% of the over-65 population. Self-isolation will result in a dramatic increase in the 
adoption of digital-native and mobile communication services across all age brackets, including laggards.

https://www.sopranodesign.com/covid/

