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The Covid-19 pandemic and the global lockdown have upended every industry sector, some positively, but 
most negatively. The pain and opportunity are not evenly distributed. The telecommunications sector has its 
share of both. Altran, part of Capgemini, has identified four areas of business activity for how companies can 
accelerate business recovery driven by product development and service innovation.

ONE. THE CUSTOMER

THREE. PRODUCT DEVELOPMENT & SERVICE INNOVATION

TWO. SUPPLY CHAIN & OPERATIONS

FOUR. SUSTAINABILITY & PLANET CENTRICITY

The telecommunications sector has been investing heavily in laying the foundation for 
immersive experiences in autonomous driving, e-sports, and gaming, and for enabling 
advances in smart factories and cities, industrial automation, and telemedicine. To get there 
requires replacing copper with fiber, 4G with 5G, and moving compute closer to the point 
of consumption. The Covid-19 pandemic has accelerated the digital transformation of 
communications service providers (CSPs) and network equipment manufacturers (NEMs). 
However, both have their own set of challenges. CSPs are being pressured to reduce costs, 
and NEMs are being squeezed by commodity hardware companies. At the same time, digital 
companies like Google, Amazon Web Services, Microsoft, and others are pushing into the 5G 
infrastructure business, creating value through intelligent products, services, and experiences.
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ONE. THE CUSTOMER

CUSTOMER EXPECTATIONS FOR PRODUCT AND SERVICE 
EXPERIENCES WILL BE DIFFERENT THAN BEFORE THE PANDEMIC, 
SO COMPANIES MUST CONTINUOUSLY LEVEL-SET ON THEIR 
CUSTOMERS’ NEW REALITIES.

Social and physical distancing and other restrictions will be part of our lives and will influence our behavior 
for the foreseeable future. Network operators and their ecosystems will need to find out quickly what their 
customers’ new expectations are so they can make products and services that align with their needs. Post 
Covid-19, consumers, enterprises, and governments will focus most notably on keeping workplaces safe 
and clean. There is a long list of action items required that include regular decontamination of offices and 
factories, wearing masks, social distancing, mandatory compliance with corporate apps that track employee 
health and movement, and demand for more touchless and virtual technology. 

While many industries have been devastated by Covid-19, the telecommunications sector has seen an 
increase in demand for services as customers adopt new digital platforms and software tools to support the 
connectivity needs of employees who are working from home.

   WHAT’S CHANGING?

EMPATHIZE WITH YOUR CUSTOMERS
As the Covid-19 virus spread around the world, billions of people have been forced to work and keep in 
touch with friends and family virtually from home. This has presented an opportunity for CSPs to expand 
services and improve customer loyalty by provisioning broadband for quarantined families that need high-
speed service for their meeting and entertainment apps.

CSPs have an opportunity to simplify security offerings for each target segment and help monitor compliance 
with track-and-trace software to keep people safe as they return to work. They will be expected to solve and 
simplify home networking challenges and manage the increase in computational work by heavy data users 
such as scientists and engineers who are working from home.

Many employees will likely continue to work from home as business returns to the new normal, and even 
after the pandemic has passed. Those that have slow service because they are not close to a hotspot, network 
access is poor, or service is slow because of data-hungry applications will need better service. Consumers will 
expect consistent performance from high-bandwidth services, eased restrictions on data limits, and leniency 
in paying their monthly bills. CSPs can address the service issues by increasing system capacity in specific 
locations, installing more base stations, and increasing traffic loads. 
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DISRUPT BUSINESS MODELS TO MEET SHIFTS IN LIFESTYLES 
CSPs are getting a shot in the arm by supporting an increasing number of applications for at-home workers. 
For instance, Verizon Communications capitalized on the virtual work trend by acquiring video-conferencing 
company BlueJeans Network, a rival of Zoom Video Communications. Unlike Zoom, BlueJeans targets the 
business sector.1  

CSPs are also increasing service for Covid-19-related applications such as collaborative telemedicine and 
diagnostics services that include sharing huge files, such as MRI results and ultrasound images. Other 
applications requiring high bandwidth and low latency include managing pilotless drones that deliver 
medicines, smart-city surveillance systems for track-and-trace applications, retail and office touchless 
technology, and managing complex, data-intensive factory automation applications. 

In the short term, communications companies will have to rethink their resource allocation to focus on specific 
offerings for different types of customers. For example, CSPs are tasked to continue their operations, as 
well as support the operations of governments, emergency services, and enterprise customers, including 
hospitals, healthcare facilities, and educational institutions, and to ensure uninterrupted consumer services 
and continue their partner relationships.  Government and emergency services will demand the highest 
standard of network reliability and services to leverage network and customer data to identify spread patterns 
of the virus.

CSPs should look to quickly remodel their operations to focus on digital channels, enable new contactless 
retail models, and delivery mechanisms such as digital platforms for curbside pickup of online orders. Also, 
augmented and virtual reality (AR/VR) applications that were once just a cool niche market will become more 
mainstream as they are increasingly used to help remote coworkers engage. 

   THINGS TO DO

• Re-assess the customer journey and at-risk workflows that have changed as a result of the 
Covid-19 pandemic.

• Assess new offerings that improve the customer experience of engaging virtually.  

• Revisit the role of retail, labs, facilities, and centralized office locations, and the way 
workers interact with customers in the new normal.

https://www.theverge.com/2020/4/16/21223454/verizon-bluejeans-video-zoom-conferencing-rivals
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TWO. SUPPLY CHAIN & OPERATIONS

WE WON’T SNAP BACK TO THE WAY WE WORKED BEFORE. MANY 
COMPANIES WILL REEVALUATE THEIR GLOBAL SUPPLY CHAINS 
AND STREAMLINE THE WAY THEIR PEOPLE WORK TOGETHER, 
VIRTUALLY AND MORE AUTONOMOUSLY. THEY MUST MONITOR 
EMPLOYEE WELLBEING AS PART OF THE “NEW NORMAL” TO 
ENSURE A SAFE AND SECURE WORK ENVIRONMENT. 

One of the more urgent actions for global companies in the new normal is bringing people safely back 
to work—in offices, factories, and facilities—while minimizing risk and maintaining virtual work without 
compromising security. At the same time, they need to ensure their supply chains are resilient. This may 
require putting in place new measures to meet customer delivery and service expectations. As companies 
reevaluate the agility of their global supply chains and logistics operations, they will need to think beyond the 
Covid-19 crisis and take swift action to reduce cost, complexity, and risk. Equally important, they will need to 
improve the management of information across the value chain, including overcommunicating with suppliers 
to raise the confidence level of their partners and customers. 

SOLVE FOR EMPLOYEE WELLBEING
The most significant immediate impact of Covid-19 on the communications sector has been the skyrocketing 
demand for data fueled by the increase of employees working from home and the digital media consumption 
of citizens in lockdown. CSPs have a unique role in bringing employees back to work both as employers and 
as technology providers for enterprises. New protocols and practices include:

• New physical and digital tools to minimize the threat of a resurgence of infections. 

• Robust contact tracing applications and workplace testing programs. 

• Facility management and human resource workflows. 

• Symptom checkers, cough analysis and skin-tone analysis technology, and triage tools to 
detect early signs of infection.

• Strict protocols for sharing employee health information and contact tracing with 
government agencies while protecting personal privacy rights.

 
Contact tracing applications and workplace testing programs ensure a swift and safe return to work, but 
privacy protection needs to be included in HR workflows. The same goes for symptom checkers and triage 
tools that detect early signs of Covid-19. Companies need to be transparent with their employees about how 
health information and contact tracing data is shared with government agencies and how they are protecting 
employee privacy. 
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NORMALIZE TO YOUR UPENDED SUPPLY CHAIN  
Various supply chain forces will impact the telecommunications ecosystem. For example, most 5G network 
operators rely on equipment from Huawei, Nokia, and Ericsson, despite the rise of open radio access 
networks. 2 The 5G New Radio supply chain has been negatively impacted, mainly because most 5G radio 
units and active antennas are being manufactured in China.3 

Many companies will prefer local infrastructure players because of the challenges of dealing with global 
supply chain disruptions. At the same time, there will be a push for less dependence on network equipment 
makers that are national champion companies. Open-source software and hardware also offer a supply-chain 
model that reduces cost and favors speed and innovation. For example, carrier service providers will push 
to create ecosystems that rely on open-source software and agile partnerships. Network operators will likely 
accelerate to cloud-native datacenters, both in the core networks and distributed architectures.

ANTICIPATE THE DOWNSIDE RISKS OF NEW WAYS OF WORKING
OEMs everywhere, in every industry, are looking to jump-start their supply chains. In telecommunications, 
the trend in the US, Europe, China, South Korea, and Japan is toward a regional supply chain model that 
would increase visibility and potentially reduce the risk of supply interruptions from countries that are facing a 
second wave of infection.

Another priority is to add more intelligence to the supply chain to ensure continuity of supply in a time of 
heightened uncertainty. Of course, it is not easy to switch from one supplier to another as the qualifying 
process takes time. Every supplier decision should follow a formal risk assessment process. 

The cybersecurity risk profile in the post-Covid-19 world will apply to both enterprises and consumers 
because of new activity from changing suppliers and increasing the number of virtual workers. One emerging 
cybersecurity threat is an uptick in spear-phishing email attacks related to Covid-19, which have risen by 
667% since the end of February 2020. 4 This requires companies to understand the changes in network 
activity and, in turn, communications providers help mitigate risks to the enterprise, government, and 
consumer segments.  

MAKE PROBLEM RESOLUTION AN ESSENTIAL SERVICE 
The Covid-19 pandemic has forced carrier service and network equipment providers to operate under totally 
new conditions. It will be necessary to rapidly detect, anticipate, and isolate performance and security issues 
before they impact the quality of service and customer experience. That will yield additional investments in 
automated operations using bots, decision support, and recommendations for self-optimizing networks.

Digital twin technology should be brought to bear. For example, digital copies of network elements and 
equipment can be used to create and perform comprehensive training for different roles, and any type of 
standard operating procedures and maintenance tasks. Predictive analytics can save time and cost in spotting 
anomalies, but also anticipate workloads and shift network resources to where they are needed. Also, expert 

https://www.sdxcentral.com/articles/news/rakuten-mobile-plays-the-vendor-field/2020/03/ 
https://www.sdxcentral.com/articles/news/global-pandemic-strains-5g-supply-chain/2020/03/
https://www.techrepublic.com/article/667-spike-in-email-phishing-attacks-due-to-coronavirus-fears/
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maintenances crew can “teleport” into any piece of equipment virtually and with high fidelity to explore 
subsystems of the internal components and provide remote support to engineers that can fully interact with 
each other in position, as well as talk, draw and see data visualizations. 

   THINGS TO DO

• Leverage crisis disruption models to help inform supply chain risk and transparency as 
well as product mix over time.

• Install symptom checkers, epidemic sensing, and contact tracing systems and 
dashboards for the global health status of the organization.

• Continuously test evolving perimeters, create test levels, and improve network reliability.

• Institutionalize “citizen” tools and the ad-hoc ways of working remotely. 

• Make digital interactions as rich as physical relationships from remote field support to 
virtual training and sales.

• Invest in intelligent customer support, which is no longer a “nice to have” option, but a 
“must-have” requirement, especially for Level 1 and Level 2 suppliers.
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THREE. PRODUCT DEVELOPMENT & SERVICE 
INNOVATION

COMPANIES WILL ACCELERATE THE DIFFERENTIATION OF THEIR 
OFFERINGS, SO SERVICES PLAY AN EVEN MORE CRITICAL ROLE, 
INCLUDING DIGITAL PLATFORMS, ENGINEERING AUTOMATION, 
AND BROADER COLLABORATION TO SOLVE CHALLENGING 
PROBLEMS MORE QUICKLY. 

Telecommunications companies build infrastructure to power products and services that people love to use 
every day. That will not change. But the way they get there will. The consequences of social and physical 
distancing during the pandemic has been a catalyst for companies looking to increase factory, industrial, and 
office automation. Cloud-native companies and those that have moved to the cloud and digital platforms 
have done relatively well in the Covid-19 crisis as demand fluctuates. Investments in service platforms, 
network function virtualization (NFV) and software-defined network (SDN) initiatives will increase, enabling 
enterprises to apply automation to deliver cost-efficient, agile bandwidth that is incremented in their WANs 
where requested. 

GIVE PEOPLE NEEDED DEGREES OF FREEDOM, BUT IN A DEFINED WAY 
Covid-19 could permanently change attitudes and behaviors around working remotely, buying patterns, 
and personal safety protocols that utilize contact tracing. As employers, CSPs should proactively apply best 
practices that include:

• Reallocating resources and services for working remotely.  

• Provide connectivity and bandwidth to the cloud.

• Ensure the resiliency of critical infrastructure.

• Collaborate with partners and vendors, and provide them with remote-working solutions.

There is an opportunity to help enterprises and government agencies get their employees to become 
productive virtual workers. To do so requires CSPs to bring competitive offers and ideas to the market. For 
example, to simplify the creation of virtual workspaces, eliminate the friction of setting up meetings, and 
establish private, corporate, and industrial networks that connect research labs, remote locations, factories, 
and facilities.

VARIABLE BUILDER MODELS FOR VOLATILE TIMES 
CSPs already know they must accommodate sudden spikes in traffic and network quality challenges with 
minimal implications for CAPEX. With Covid-19, the need of the hour is to reallocate resources so they can 
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deliver tailored offerings to different types of customers, including healthcare, energy providers, utilities, 
schools, and universities. 

Underpinning go-to-market efforts with commitments to digital transformation with NFV, disaggregated 
hardware, and SDN initiatives will allow operators to achieve necessary cost efficiency and scale. These 
builder models allow CSPs to bring value-added applications and revenue streams that collide with over-the-
top players. However, to embrace the developer community and stay relevant to the end customer requires a 
shift in business culture and models.

MAKE IMPLICIT KNOW-HOW EXPLICIT
To accelerate product development, it is increasingly necessary to discover valuable information and increase 
knowledge by linking concepts across multiple sources, including sharing the expertise of subject matter 
experts. It is now well accepted to form multidisciplinary teams of data scientists, network operators, and 
engineers to solve problems. For example, if an operator wants to run a predictive network, it must invest 
in decision models that learn from observable data where someone must answer a number of questions, 
such as: What are the features that contribute to energy consumption in a 5G base station? What are the 
characteristics of an anomalous VPN? What are the design changes that need to be made to accommodate 
the quality of service? 

A vital knowledge source is ontologies that codify concepts and observations, including taxonomies, axioms, 
and semantic relationships. They represent a robust body of knowledge in a way that allows the organization 
to make sure machine learning models are designed so they are sufficiently validated and trustworthy. 
Ontologies help development teams reason through the predictions and recommendations, and supervise 
how they are enacted to achieve the right objective. 5 

CSPs must continue to ramp-up their cloud-native skills in an ever-changing 5G infrastructure landscape. 
For example, Microsoft recently acquired Affirmed Networks to bolster its edge computing strategy. 6 The 
acquisition brings telecommunications know-how, and a technology platform in 5G core networks and 
mobile-edge compute. Disruptive knowledge management solutions and methods to ensure the effective 
leveraging of competency are crucial for CSPs.

https://insidebigdata.com/2020/04/08/enhancing-predictive-cognitive-computing-models-with-traditional-data-modeling/
https://www.geekwire.com/2020/microsoft-acquire-affirmed-networks-bolster-5g-related-cloud-offerings/
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   THINGS TO DO

• Model the steps to restart and optimize projects, product roadmaps, and customer 
expectations.

• Virtually validate processes, assets, and products to reduce cost and speed time to 
market.

• Democratize cloud-native automation and simulation environments to mitigate the lack 
of an on-site presence.

• Deploy digital twins for remote-control, virtual-factory monitoring, and predictive 
maintenance.

• Deploy collaborative research platforms and open-source datasets.

• Promote your organization’s knowledge domains, such as explicit and implicit 
knowledge, technical documentation, know-how, and ontologies.
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FOUR. SUSTAINABILITY & PLANET CENTRICITY: 

COVID-19 IS A TAILWIND FOR COMPANIES TO CONSIDER 
STAKEHOLDER DEMANDS FOR GREATER ENVIRONMENTAL 
RESPONSIBILITY THAT WILL IMPACT THE R&D AGENDA FOR 
INITIATIVES IN AEROSPACE, PREVENTATIVE HEALTHCARE, SMART 
CITIES, URBAN MOBILITY, GREEN FLIGHT, AND OTHER AREAS.

Governments and businesses will learn many lessons from the Covid-19 pandemic. One of the most profound 
may be the newfound awareness of our planet-centricity, and the fragility of our interdependencies across 
national borders. There is a recognition that we are one planet, and we are more acutely aware of the need for 
more equitable healthcare, the importance of combatting climate change and bringing prosperity to all people.  

ACCELERATE TO A SUSTAINABLE FUTURE  
The telecommunications sector is projected to invest upwards of $1 trillion in 5G networks between 2020 and 
2025, which is expected to produce $3.5 trillion in economic value and over 20 million new jobs by 2035. 7, 8 
The promise of 5G goes beyond providing low latency, massive machine communication, and gigabit 
speeds. It will contribute to a more sustainable future by improving industrial efficiency, innovating healthcare 
services, and enabling new mobility services.

Here are a few examples of how telecommunications is positively impacting society in industry, health 
services, and transportation. 

• Smart manufacturing 
New 5G applications are expected to grow by sevenfold and reach 1.4 billion connections 
by 2025.9 5G use cases include complementing or replacing existing Wi-Fi service in 
factories, delivering industrial augmented-reality applications for digital workplaces, 
providing live remote monitoring and process configurations, and connected operational 
intelligence. Some major corporations, including BMW, Bosch, and Volkswagen, are 
launching private 5G networks.10 And cloud companies such as Amazon Web Services 
Wavelength and Microsoft Azure Zones offer alternative and sometimes competing 
options.

• Preventative healthcare 
There are several opportunities for CSPs to support the healthcare sector’s move towards 
curative and preventative services, including enabling remote monitoring of patients and 
using AI for diagnostics. Delivering care digitally will supplement and possibly replace 
doctor office visits. 11

• Connected virtual and adaptive clinical trials 
In the search for a vaccine for the SARS-CoV-2 virus, there is a focus on accelerating drug 
approvals—without forsaking the rigor of clinical trials—that is, virtual and requires less 
paperwork to be submitted for regulatory approval. 12

https://www.sdxcentral.com/articles/news/the-5g-economic-impact/2020/03/
https://www.ibm.com/thought-leadership/institute-business-value/report/5g-electronics#
https://www.gsma.com/newsroom/press-release/new-gsma-study-5g-to-account-for-15-of-global-mobile-industry-by-2025/
https://www.wsj.com/articles/german-industrial-firms-plan-to-build-private-5g-networks-11586191739
https://www.business.att.com/learn/updates/how-5g-will-transform-the-healthcare-industry.html
https://www.medscape.com/viewarticle/929072
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• Digital therapies 
The digital therapeutics market is forecast to grow by more than tenfold in five years, from 
$2.2 billion in 2019 to over $32 billion in 2024, according to Juniper Research.13 New cross-
industry opportunities are emerging that leverage wearables, sensors, and clinically validated 
software interventions to prevent, manage, and treat medical diseases and disorders. 

• Mobility as a service 
Urban planners consider MaaS a transformational act that improves the prosperity and 
wellbeing of the city-dwelling population. It is not about the car, or e-scooter, or free 
public transportation. Instead, it is about stitching together multiple models of transport 
into a system and optimizing the system, not each mode, to minimize emissions and 
maximize transport efficiency. 5G services are essential for this optimization.

• Autonomous driving 
Completely autonomous vehicles, with no need for any human oversight or monitoring, 
will not happen any time soon. Instead, elements of autonomy will be introduced in 
controlled environments such as city shuttles on dedicated roads, and long-haul goods 
transport, where parts of the drive will be managed by the driver while others will be 
handled by the vehicle. Here, ultra-low latency communications will play a pivotal road to 
connect vehicles to road-side units, toll stations, neighboring vehicles, and a diversity of 
other advanced driver assistance and mobility services.  

FORMALIZE YOUR APPROACH FOR THE NEXT CRISIS 
The Covid-19 crisis has created a window of opportunity for industry leaders to aggressively address the 
next Black Swan or rare but impactful event. 14 These usually arrive with shocks that pose a significant or even 
existential threat to a business. The challenge to traditional risk management models is the dependence 
on measuring the rate of loss due to some factor of behavior or pricing in the business model or seeking to 
insure against it. What’s needed is a more holistic view of risk by integrating sophisticated forecasting models 
to reflect more significant degrees of uncertainty. Crisis management and business continuity planning are 
also inadequate for businesses that will be subject to a systemic threat with severe consequences. 

   THINGS TO DO

• Align and reprioritize research and technology initiatives to the reality of post-Covid-19 reality.

• Understand new business models and the pace of sustainability innovation.

• Revisit your formal processes and standards for continuity and crisis management.

– Walid Negm, Group Chief Innovation Officer, Altran

This generation has its sights set on something different: moving the planet to a better 
place. So, as we ignite new categories of economic growth and prosperity, we should 
prioritize the vulnerable in our society and not take our environment for granted.”

https://www.juniperresearch.com/press/press-releases/digital-therapeutics-market-exceed-32-billion-2024
https://en.wikipedia.org/wiki/Black_swan_theory 
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Altran is the world leader in engineering and R&D services. Altran offers its clients a unique value 
proposition to meet their transformation and innovation challenges. Altran supports its clients, from 
concept through industrialization, to develop the products and services of tomorrow and has been 
working for more than 35 years with major players in many sectors: Automotive, Aeronautics, Space, 
Defense & Naval, Rail, Infrastructure & Transport, Energy, Industrial & Consumer, Life Sciences, 
Communications, Semiconductor & Electronics, Software & Internet, Finance & Public Sector. Altran 
has more than 50,000 employees operating in over 30 countries.

Altran is an integral part of Capgemini, a global leader in consulting, digital transformation, 
technology and engineering services. The Group is at the forefront of innovation to address the entire 
breadth of clients’ opportunities in the evolving world of cloud, digital and platforms. Building on its 
strong 50-year + heritage and deep industry-specific expertise, Capgemini enables organizations to 
realize their business ambitions through an array of services from strategy to operations. Capgemini 
is driven by the conviction that the business value of technology comes from and through people. 
Today, it is a multicultural company of 270,000 team members in almost 50 countries. With Altran, the 
Group reported 2019 combined revenues of €17billion. People matter, results count.

Visit us at altran.com.
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