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There’s no denying the impact that the pandemic has had on companies 
of all sizes forcing organizations from every sector to adapt to confusing 
conditions and ensure business continuity. While some groups were 
already equipped to handle the distributed workforce, most were thrown 
into a landscape that they had no clue how to handle. 

Studies suggest that remote work was already on the rise long before the 
sanitary situation arrived, with around 55% of companies allowing for 
some aspect of remote work. However, it reshaped the technology 
priorities for 95% of companies, demanding new security, connectivity, 
and collaboration strategies.

The days of all employees commuting to the office every day ended with 
the rise of the first lockdown in many countries. The safety of employees 
and clients is paramount, and the traditional office environment no 
longer provides the protection that companies need. 

In this new landscape, people are more distributed than ever, with many 
employees working from home with limited access to the functionality 
they used to have in the office. Communication plays a mission-critical 
role in this new environment, enabling people to perform incredible 
business operations, interact with colleagues, and reach suppliers or 
customers.

Unfortunately, communication services intended for the old way of work 
just aren’t suitable in this new environment. They need to be adapted 
and reshaped to meet the requirements of a new landscape, where the 
office is everywhere, and anywhere. 



Around 74% of CFO’s say they’re planning on moving on-site employees to remote 
positions following the end of lockdowns. For most brands, the pandemic has been 
the catalyst for encouraging a faster move to an anywhere-work environment. 

However, it’s important for business leaders to remember that all of their 
employees will have unique requirements to consider. Though it’s true that every 
employee needs access to meaningful and reliable services for collaboration and 
communication, there are some major differences to think about. The kind of job a 
person has, and their mobility patterns will influence their requirements for 
communication. Business leaders will need to start creating user profiles to 
determine when and how to invest in certain technology solutions. 

Questions to ask include:

• What percentage of time will the person spend at the desk?

• How often is it necessary to access information stored in business databases and 
applications?

• What kind of devices are necessary to perform tasks – like smartphones or soft 
phones?

• Are there any customer interactions (service or otherwise) to be aware of?

• Is it critical to reach the person anywhere, anytime? (for safety or business 
reasons)

Conducting this assessment into the different profiles present in a team will make it 
easier for business leaders to identify at least three to five categories of people 
they need to match their enterprise communication services and applications to. 
For instance, you might notice that some of your employees are “site roamers”, 
moving around frequently on site. Other groups might include “team workers”, who 
spend a lot of time at their desk in video and audio conferences. 

Some patterns and profiles might appear across multiple industries, but each 
business group needs to be properly matched to the tools they need most. For 
instance, a nurse in a healthcare sector and a warehouse worker in the eCommerce 
landscape could both be categorized as “site roamers”. However, emergency 
notifications and instant access to information might be more critical for a nurse 
than for a warehouse worker.
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During 2020, many companies took the 
opportunity to explore communications and 
ensure business continuity on a greater scale. 
However, over half of employees believe that 
their companies need to invest in better 
technology.  

The key to continued success in the new 
anywhere work environment is ensuring that 
you have the right long-term solutions in 
place to support more than just business 
continuity. Organizations also need to ensure 
people safety and customer satisfaction on 
the highest level.  

The following customer use cases are real, 
existing examples of Alcatel-Lucent Enterprise 
solutions deployed by genuine companies. 
These cases show that often, putting the right 
solutions in place for a massive shift in 
business operations can be quick and simple 
with the right planning. More importantly, 
with the assistance of the right partner, 
companies can access communications 
services that they need to not only survive 
but thrive in the years to come.

Customer case: Healthcare (Australia)

This company needed to ensure safety and 
efficiency could continue at a consistent scale 
during critical situations. The challenge was 
figuring out a way to better protect caregivers 
during critical missions with communication 
solutions, while limiting the spread of the 
virus and boosting operational efficiency. 

The solution was giving hundreds of 
caregivers DECT mobile devices that could 
take advantage of call routing capabilities to 
enabling hunting groups and prevent teams 
from having to deal with shared devices, 
which could have enabled virus spread. 
Integration with notification and alarming 
systems made responding to medical 
emergencies quick and easy. 

Customer case: Healthcare (France)

This company needed to quickly adapt the 
capabilities of customer service solutions to 
cope with social distancing and 
homeworking. The solution was to deploy 
hundreds of desk phones in the home 
environment in four days for all responders 
through secure VPN connections, compatible 
with all ISPs. 

For some companies, the ideal solution will 
be to enable BYOD strategies that allow 
employees to use their own equipment in 
the environment of their choice. For others, 
access to full desk phone technology will be 
crucial to continue the same quality of 
service for all customers, and the same level 
of crucial compliance. 

http:// invest in better technology
http:// invest in better technology
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Customer case: Healthcare (France)

For this company, the key to success was 
improving teamwork and access to 
information exchanged between people in 
spite of distance. Connecting frontline 
personnel equipment with DECT mobile 
devices with back-office staff using Teams 
was a problem here. However, the company 
was able to enable resilient and secure 
telephony services for Microsoft Teams 
through the integration of Rainbow services 
while keeping their corporate telephony 
infrastructure under a- hybrid cloud model. 

Thanks to Alcatel-Lucent Rainbow, the 
company could unlock the high-quality 
business telephony features they needed 
that don’t come enabled on Microsoft Teams 
automatically. The result was a consistent 
collaboration experience combined with a 
better quality of telephony, in respect of the 
highest security standards. 

Customer case: Healthcare (Germany)

This business needed to improve the 
mobility of caregivers, enabling seamless 
mobile communications across a range of 
13 buildings. The challenge included 
ensuring that roaming and hand-over 
functionality was possible, while equipping 
caregivers with mobile devices compliant 
with the healthcare environment. 

The solution in this case was to deliver 
seamless hand-over and roaming 
functionality through sanitized IP DECT and 
DECT phones operated from a resilient 
platform for communications – with hot 
switching capabilities. 

Customer case: Retail (Germany)

This German retail company needed to figure 
out how to continue customer service 
operations during the lockdown with agents 
who hadn’t worked from home before. The 
solution was to provide remote agents with 
softphone functionality within four days, 
emulating all the corporate telephony 
features and functions of the workplace, as 
though they were in the contact center 
building.

With Rainbow, the business was also able to 
deliver screen-sharing, mentoring, and 
training facilities to help employees become 
more efficient immediately. 

Use cases for work from anywhere and everywhere  (Cont’d)
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Customer case: Education (USA)

For this educational group, the biggest 
challenge was figuring out how to 
implement distance learning opportunities 
for teachers working from a remote 
environment, while ensuring that student 
personal information remained confidential. 

Using their existing telephony 
infrastructure and implementing hybrid 
cloud communications allowed the 
company to unlock new opportunities. 
Softphones and Rainbow technology 
supported 600 teachers, and enabled calls 
with students without disclosing personal 
numbers. The system also integrated with 
the existing LMS (Learning Management 
System). 

Customer case: Transportation (Spain)

The challenge for this transportation 
company was to maintain customer 
satisfaction levels through peaks in activity.

The organization needed to determine how 
they could process an increased number of 
interactions with customers and suppliers 
in the pandemic, while reducing latency 
and increasing first call resolution rates. 

The solution here was to deliver instant 
access to all customer data during incoming 
calls, through integration with Microsoft 
Dynamics CRM. This enabled instant access 
to customer or supplier historical 
information and automatic capture of 
phone numbers to reduce mistakes and 
limit hours of frustration. 

Customer cases: Government (France and 
California)

For these two government groups – one in 
France the other in California - same challenge 
was figuring out how to answer citizen 
requests when working from a traditional 
office environment was no longer possible.

 The solution was enabling a local government 
department to configure and build 
communication systems without any IT 
knowledge, by providing off-the-shelf auto-
attendant call routing to the correct 
department. Each department could record 
and publish voice messages without IT 
guidance.
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The key to enabling work from anywhere

Opening the door to anywhere and 
everywhere remote work doesn’t have to 
be as complicated or expensive as it 
seems. There are no rip-and-replace 
stories in our customer stories above. 
Instead, we’ve covered situations where 
the existing communication system could 
become the foundation for something 
better, more diverse, and more digital.

Enabling the perfect outcomes with 
anywhere work can be as simple and 
flexible as any business needs it to be. 
The key to success is simply figuring out 
how to work with the right partner. By 
working with ALE on custom solutions, 
the companies in the case studies above 
were able to create tailored strategies 
for overcoming their most pressing 
problems.  

So, how do business leaders ensure that 
they’re choosing the right partner?

• Examine the deployment models 
available: Some companies moving 
forward will switch entirely to the 
cloud, while others focus on hybrid 
deployments. Finding the right partner 
will ensure that you can continue to get 

a choice and offer a comprehensive 
path to what’s really needed in terms 
of cloud architecture

• Know your equipment needs: Some of 
the people in your team might be able 
to get by with a softphone or 
application on their existing 
smartphone apps or computers. Other 
people in your organization will need 
their own deskphone or conference 
phone. Having a partner that can apply 
all the technology solutions you need 
is essential. 

• Stability and support: Your provider 
needs to be able to promise you an 
incredible level of uptime, no matter 
what. When you’re moving your 
communications to the cloud, you’re 
looking for consistent business 
continuity. The right provider will be 
able to deliver a high quality of 
performance, no matter what happens. 

• Feature flexibility: All companies have 
their own demands when it comes to 
moving into the cloud environment. 
Your solution needs to be equipped 
with the features that are right for 

your employees. For some, this will 
mean having access to instant alerts on 
a smartphone, for others, it will mean 
being able to connect with other 
devices and technology through IoT. A 
flexible environment for facilitating 
and accessing new features is crucial. 

• Integrations and customization: 
Leading cloud solutions like Rainbow 
can work with third-party solutions 
and services through integrations using 
APIs, and SDKs. This ensures that 
there’s no limit to how you can build 
the communication system that’s right 
for your business. Flexibility is key in a 
world where employees are reliant on 
more apps every day.

• Security and compliance: Your provider 
should be able to keep your 
requirements in mind when it comes to 
security, compliance, and privacy in 
your industry. The best partner for you 
could offer extra support for HIPAA 
compliance, GDPR, PCI, and so much 
more. Make sure that you know what’s 
possible with your partner before you 
get started.
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With every change, there’s an opportunity
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Optimistic people always say that each change brings a new 
opportunity. Even chaos can be a catalyst for positive change and 
innovation. This might sound like an old-fashioned concept to some 
people, but it’s more accurate than you’d think. The amazing success 
stories that we’ve seen from companies lately, following the recent 
crisis, shows how resilient people can really be. In six months, 
organizations have transformed like never before, opening new doors 
to ensure business continuity, and ensure ongoing customer 

satisfaction. The transformation of these businesses have wiped away 
any remaining skepticism around the ability of companies to be able 
to adapt to a digital landscape. 

We can see now, more than ever, that wherever the office is, 
communications are the key to success. The right communication 
connects everything from business processes to applications and 
objects. When your communication is strong enough, no virus will 
ever be able to break your business down.



We are Alcatel-Lucent Enterprise. 
We make everything connect by delivering 
technology that works, for you. With our  
global reach, and local focus, we deliver 
networking and communications.  
On Premises. Hybrid. Cloud.
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