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The effects of the COVID-19 pandemic will change 
workplace structure in ways that affect business 
operations for years to come. According to 
Gartner, ‘COVID-19 has been disruptive for every 
organisation’, and this fracturing will lead to nine 
major shifts in work.

These changes revolve primarily around the move 
from in-person to remote work, necessitating 
the need for more employee data, a contingent 
workforce and resilience in workplace planning. 
Companies will also be judged on their COVID-19 
response, and those viewed as dehumanising 
employees may struggle to find qualified staff 
in the future.

Nine predictions 
for the post-COVID 
future of work

‘As HR leaders prepare to move 
out of response mode and into 
recovery and renewal, they 
can use these nine predictions 
as input when setting their 
strategies. HR leaders can 
take action now to shape 
what the future of work will 
look like for their organisations 
post‑COVID‑19’.

– Gartner, ‘Nine Predictions for the  
Post-COVID Future of Work’

Overview of the post-COVID-19 future of work trends

• Remote work increases
• Expanded data collection
• Employer as social safety net
• Expansion of contingent 

workers

Source: Gartner
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Accelerated trends New impacts Pendulum swings

• Separation of critical skills 
and critical roles

• Humanisation (and 
dehumanisation) of workers

• Emergence of new top-tier 
employers

• Shift from designing for 
efficiency to designing 
for resilience

• Increase in organisational 
complexity
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Gartner, 9 Predictions for the Post-COVID Future of Work, Human Resources Research Team, 14 May 2020
This graphic was published by Gartner, Inc. as part of a larger research document and should be evaluated in the context of the entire document. 
The Gartner document is available on request from Zendesk.

For a complimentary copy of the full report, click here.
Learn more about Zendesk.

The key highlights of the report:

• As nearly half (48%) of employees become remote, 
it’s essential to stay connected to them. Zendesk is 
a partner who will ensure that workforces have the 
tools they need to succeed.

• Employers are expected to act as social safety nets, 
making transparency and strong communication 
critical to gaining employees’ trust.

• More employers will rely on gig workers to fill in 
gaps. Zendesk offers light agent resources, plus 
knowledge-base software to speed up onboarding.

• COVID-19 will cause many mergers and acquisitions, 
expanding company size and leading to the need 
for easily implemented, agile service software.

150,000+ customers, and growing

Zendesk is a service-first CRM company that builds 
support, sales and customer-engagement software 
designed to foster better customer relationships. 
From large enterprises to start-ups, we believe that 
powerful, innovative customer experiences should 
be within reach for every company, no matter the 
size, industry or ambition. Zendesk serves more than 
150,000 customers across hundreds of industries in 
over 30 languages. Zendesk’s headquarters are in San 
Francisco, and it operates offices worldwide. Learn more 
at www.zendesk.co.uk.

Percentage of employees working remotely, pre- and post-pandemic
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Source:  Gartner COVID-19 Crisis Benchmarking Against Your Peers webinar poll (n = 421 HR leaders, 2 April 2020), 2020 Gartner Cost 
Cutting and Employee Experience survey (n = 4,535 employees), COVID-19: How Finance Leaders Are Responding to the Emerging 
Situation webinar poll (n = 317 finance leaders, 26 March 2020).

 Modelled based on responses to three Gartner surveys.
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