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                                                                                        3 Practical part

                                                                3.4 Response of the market and businesses

                                
                    In uncertain times, those who stay flexible and are able to adapt to unexpected changes 
 are usually the ones who succeed the most. As the consumers experienced several changes in 
 their typical manners, the businesses, similarly, needed to take required transformative changes 
 in  order  to  continue  running.  In  this  part  we  will  identify  the  most  significant  measures 
 implemented by firms to be able to continue in their operations, measures introduced in order 
 to prevent unfavorable situations should similar crisis outbreak in the future, as well as the main 
 forces driving said measures. Lastly, we will explain permanent changes to stay present in the 
 industry that should be followed by the companies in order to succeed. 


3.4.1  Measures taken by companies during COVID 


To  meet  sudden  demands  unfolded  during  the  pandemic,  significant  changes  were 
 required (Euromonitor, 2020c) to meet unprecedented shifts (see figure 11). In such situation, 
 improving marketing is not really going to save the business and laying off the employees is 
 not the most pleasant way to cut the costs down which, however, occurred in 25% of the cases, 
 unfortunately. Therefore, a re-evaluation of strategic aspects required a closer attention. 


Figure 11: Companies' actions taken to support operational continuity during crisis 


Source: Euromonitor 



 https://download-portal-euromonitor-com.zdroje.vse.cz/documents/70%5Cpdf%5Cf-825043-34599570.pdf?sv=2019-02-


02&sr=b&sig=f5jKGNtwGjM%2F41BNzkH%2F%2FVw2fQOrddqwzohXsyOjes4%3D&se=2021-01-14T14%3A18%3A03Z&sp=r&rscd=attachment%3B%20filename%20%3D%20Where_and_H 


In general, the steps the companies took include implementation of alternative business 
 models  and  revaluation  of  current  strategies.  Following  the  research  (Euromonitor,  2020c), 
 different work patterns are being adapted (57%), business supply chain strategy (29%) and mix 
 of sales channels (37%) re-defined as a result. 


25%
 new tools to support working from home



Companies' actions taken to support operations during crisis


10/2020
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 The major force behind driving the transformation is the digitalization (will be explained 
 further  in  the  chapter).  Most  widely  taken  action  by  companies  (70%)  to  adapt  during 
 COVID-19 is implementation of tools supporting working from home as the whole world has 
 been forced to turn digital to some extent as several lockdowns were imposed. Working from 
 home also requires better, more efficient internal communication which was supported by 64% 


of  the  firms.  This  changes  set  the  future  trend  regarding  the  development  of  working 
 environment. 


3.4.2  Measures to prevent similar risks in the future 


The COVID pandemic has brought a reason for the companies to re-think their current 
 position  in  a  digital  transformation  process.  The  evidence  that  digitalization  is  such  an 
 important aspect is 60% of the industry respondents identifying this trend of having a proper 
 technological backbone in their firms as the most important measure to prevent future business 
 risks in case of a similar crisis (Euromonitor, 2020c). The research also says, that digitalization 
 was  identified  even  more  important  than  crisis  contingency  planning  which  was  the  second 
 most important aspect  which 50% of the respondents agreed at. Similarly important  features 
 important for potential future risks mitigation are improving customer communications and 
 e-commerce/omnichannel distribution with 50% incidence, 47% respectively. 


Figure 12: Measures to prevent similar business risks during crisis in the future 


Source: Euromonitor 



 https://download-portal-euromonitor-com.zdroje.vse.cz/documents/70%5Cpdf%5Cf-825043-34599570.pdf?sv=2019-02-


02&sr=b&sig=f5jKGNtwGjM%2F41BNzkH%2F%2FVw2fQOrddqwzohXsyOjes4%3D&se=2021-01-14T14%3A18%3A03Z&sp=r&rscd=attachment%3B%20filename%20%3D%20Where_and_H 
 30%


47%


50%


50%


60%


0% 10% 20% 30% 40% 50% 60% 70%


global scenario planning to forecast potential impacts
 e-commerce/omnichannel distribution
 improvement of customer communications
 development of crisis contingency and response


procedures


implementation of digital strategies



Measures to prevent business risks in the future during crisis


10/2020


35 
 3.4.3  Technology driving the transformation 


Digitalization 


The trend of digitalization is not a brand-new topic brought by the pandemic, rather an 
 unfolding movement of the last years even before COVID-19. As mentioned in the previous 
 part, its importance grew significantly during the crisis due to fundamental necessity to survive 
 economically. Due to several closures and restrictions, especially hospitality and retail industry 
 have shifted their business operations to digital environment hoping of making up for the losses 
 in  revenues  caused  by  the  pandemic.  For  these  sectors,  the  implementation  of  omnichannel 
 strategy would be the right step forward in order to grow (Deloitte, 2020d). 


Using technologies in business generally helps the companies with a quick adaptation 
 to  changing  consumer  preferences  using  the  tools  of  business  intelligence,  artificial 
 intelligence,  machine  learning,  etc.,  in  order  to  process  and  analyze  data.  Resulting  insights 
 might be used to conclude predictions about customers behavior, forecast demand and stock, 
 accordingly, reduce costs and improve the customer satisfaction (Statista, 2020b). 


Figure 13: Planned industry technology investments in the next 5 years 


Source: Euromonitor 



Planned technology investments in the next 5 years


in the next 5 years no investment not sure
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 According to Euromonitor (2020c) and as illustrated in figure 13, we can expect more 
 than  half  of  the  companies  in  the  market  invest  into  cloud  technology,  artificial  intelligence 
 (AI),  Internet  of  Things  (IoT)  and  automation  in  the  next  5  years.  These  technologies  are 
 expected to improve the customer relationship management (CRM), decrease costs of business 
 operations and boost revenues, eventually improve profitability. 


3.4.4  Permanent shifts expected by industry 


As  we  have  discussed  supposed  long-term  impacts  of  COVID-19  on  consumers  in 
 chapter 3.3.3, a similar situation can be assumed for the industry spotting particular shifts in 
 business behavior and functioning. The following shifts are in general the most expected to get 
 retained in long-term, for many years after the pandemic (Euromonitor, 2020b): 


•  growth of mobile e-commerce  


•  displacing cash by card and electronic payments that continue to rise in popularity 


•  more versatile businesses being less dependent on one format or sales channel 
 Mobile commerce  


According to Statista (2020b), the usage as well as the time spent using mobile devices 
 is increasing each year. The growing tempo and the demand for mobile e-commerce has now 
 even outpaced the adoption of mobile e-commerce by merchants. To keep up, optimization of 
 the environment for mobile customer is inevitable. To implement mobile features in a sufficient 
 degree,  understanding  of  the  importance  of  customer  experience  is  required,  focusing  on 
 seamless functioning and simplicity. 


Additional emphasis is put on social media as a significant share of social media and 
 news content has moved to mobile platforms. Focusing on mobile users is, therefore, highly 
 relevant for various marketing activities such as product placement. 


Electronic payments 


The outbreak of COVID-19 helped to reduce the amount of cash used, shifting to digital 
 payments driven mainly by health concerns and hygienic reasons. In this time the contactless 
 payments were utilized in higher volumes. Total consumer spending declined globally for the 
 first  time  since  the  global  economic  crisis  in  2009  (Euromonitor,  2020b).  According  to  the 
 research, the payment value of cash declined at faster rate than any before (see figure 14). 


On the other hand, the volume of electronic and card transactions rose. To adapt to this 
 situation, merchants needed to deploy the necessary technology in order to accept payments in 
 a contactless form. It is believed that this behavior will continue beyond pandemic as well. 


Compared to historical development, there have been several barriers to faster adoption 
of electronic payments in a form of consumers’ access and literacy. However, now when the 
consumers  had  sometimes  little  or  no  choice  to  use  electronic  form  of  payments,  they 
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 experienced  many  benefits  arising  from  usage  of  electronic  media  such  as  convenience  and 
 security, therefore, they are likely to continue to use them. Thanks to COVID-19, the users have 
 also had an opportunity to increase their knowledge, being now more aware of the benefits. 


As depicted in figure 14, the long-term trend is found in replacing cash with electronic, 
 especially card payments. Even though this trend could have been spotted before the crisis, we 
 believe that due to pandemics, the shift was just accelerated. 


Figure 14: Global consumer payment value 2021 - 2025 


Source: Euromonitor 



 https://download-portal-euromonitor-com.zdroje.vse.cz/documents/08%5Cpdf%5Cf-818406-34545008.pdf?sv=2019-02-


02&sr=b&sig=Zz7FBTWOM9sa5eUKyCqZk4%2ByS%2Fy0RLAHm5cvKLwak1o%3D&se=2021-01-14T14%3A36%3A07Z&sp=r&rscd=attachment%3B%20filename%20%3D%20The_New_Norma 


Business versatility 


During  the  crisis,  several  businesses  have  unfortunately  been  brought  to  a  standstill, 
 many of them recording sales declines, some even forced to shut down. Many times, the key to 
 survive was found in altering firms’ current business models to appeal to consumers affected 
 by the pandemics. 


As  an  example,  we  could  mention  the  restaurant  industry.  Negative  projections  have 
 forced many of them to think about reshaping of their current business models, experimenting 
 with delivery services, takeaways, partnerships with other businesses etc. As a result, those who 
 had  effectively  updated  their  models,  introduced  omnichannel  strategy  eventually,  become 
 more versatile, digitally native and more integrated within several sales channels. Eventually, 
 these businesses became less dependent on their current formats, exploring new possibilities of 
 development.  Apart  from  the  restaurants,  similar  methodology  could  be  applied  to  other 
 negatively affected businesses from different industries, indeed. 


5.2 5.5 5.9 6.5 7.1 7.3 7.9 8.4 9.0 9.5 10.1


2015 2016 2017 2018 2019 2020 2021* 2022* 2023* 2024* 2025*


trillion U.S. dollars



Global consumer payment value 2015 - 2025


electronic paper card *forecast
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