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A little more than a year ago, the 
pandemic caused by COVID-19 landed in 
Spain, putting citizens, governments and 
businesses in an unforeseen scenario: a 
general lockdown.

It is undeniable that COVID-19 has shaken 
our lives up, disrupting our routines, 
changing the way we communicate, the 
way we work and even the way we shop.

No industry has been immune to the 
pandemic’s side effects. In order to 
survive in this New Normal, companies 
have been forced to rapidly adapt to new 
digitalized social, labor and consumer 
relations.

In this sense, retailers that were already 
implementing digitalization strategies, 
leveraging the power of ecommerce, data 
and social media, found themselves at the 
upper hand.

INTRODUCTION

The collateral effects of COVID-19 have 
dramatically accelerated the adoption of 
state-of-the-art technologies, such as 
AI-powered solutions, to create new user 
experiences and personalized services 
that meet customers’ new needs, 
ultimately reinforcing their trust in brands.

Therefore, despite this climate of 
uncertainty, retailers have a halo of hope 
and a perspective of opportunity, looking 
for new business models that allow 
innovative ways to interact with customers 
and generate continuous business value 
leveraging AI-driven solutions.

In this report, we will present our views on 
the retailers’ main changes in the context 
of New Normal, and we will map these 
changes to different AI use cases that 
have translated into tangible value to our 
clients.
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Building new communication 
methods is paying off as clients expect 
that brands better understand and 
address their wants and needs. 

Companies that can offer supportive 
advice and recommendations will be 
perceived as a source of trust.

Similarly, becoming more relevant in terms 
of value proposal and service delivery 
will make a difference for customers now 
constrained by the lock-down situation.

Whereas online transactions involving 
culture and leisure services or travel 
arrangements and transportation services 
have declined significantly(4), by 67.8% 
and 51.6%,respectively.

And luxury purchases will likely fall by 25% 
30%(5) as consumers continue to reduce 
their discretionary spending.

BUILD NEW DIALOGUES 
FOR A NEW NORMAL

CHAPTER INSIGHTCUSTOMERS, CITIZENS, PERSONAS

COVID-19 has raised…
Under the New Normality, individuals are 
facing new concerns related to the unstable 
financial situation and challenging 
employment market.

Due to such fears and constraints, 
purchasing habits are changing, conscious 
consumption is gaining space, and new 
options are being considered.

The citizen-consumer is open to replace the 
usually trusted brands with alternatives that 
may be more convenient.

During the lockdown, the consumer 
spending plunged, as 51% of the Spanish 
population had experienced a decrease in 
their household income(1). This was 
considered a historic drop, reflecting the 
intensity of the impact of the crisis on the 
labor market.

Thus, as a result of the pandemic waves, 
56% of consumers(2) prefer to spend less 
and are only buying what they need given 
the current landscape. For instance, 
significant increases(3) are observed in food 
and beverages (48%), sanitizing products 
(25.7%), and health (23%).

Spain’s people with decreased income

Significant increases on food and 
beverages, sanitizing products and 
health. 

Seamless Interactions: Brand understands Personas

Overcoming Physical Barriers: Smart & paperless

A 360 view of Personas across touchpoints channels

Geolocation and AI are merging to enrich at distance interactions

Being Relevant and Aside: Recommendations and Advice
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https://gotoclient.com/blog/estadisticas-mercado-covid19-lideres-marketing-ventas/
https://repositorio.bde.es/bitstream/123456789/14450/1/be2004-art43.pdf
https://www.oecd.org/coronavirus/policy-responses/e-commerce-in-the-time-of-covid-19-3a2b78e8/
https://www.oecd.org/coronavirus/policy-responses/e-commerce-in-the-time-of-covid-19-3a2b78e8/
https://www.bain.com/insights/luxury-after-coronavirus/#:~:text=The%20luxury%20market%20is%20expected,the%20first%20quarter%20of%20
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In this new scenario, brands struggle to become more reachable to their 
clients, get to know them better, and shape stronger relationships. We are 
behaving differently due to financial concerns, and changes in our interests and 
purchasing patterns should be anticipated and addressed in advance.

As we are becoming home-based, remote interactions are increasing. Now, 
brands have the opportunity to truly foster and scale, with low financial impact, 
their customer service by allying with conversational agents to speed up their 
customer response.

The pandemic has generated fear of physical interactions that may not comply 
with the social distancing. That is why we have become more conscious about 
the need for digital tickets, contactless payments, and information delivered 
through apps.

To truly build new dialogues, organizations need to manage their big data, 
squeeze the value of analytics, keep a unique view of the customer, and be 
consistent across every channel interaction. Operational data hubs will play an 
essential role in building a 360-customer view.

Similarly, to real-time interactions, the convergence of AI-enabled interactions and 
geolocation becomes more relevant than ever, with mobile as the best ally for 
brands to strengthen the bond of customer intimacy. Enriching distance 
interactions will be key to shaping a more significant series of services leveraged 
to understand better where and how to deliver.

As freedom of movement is limited, customers are demanding what is called 
“here and now services,” this means, they expect brands to deliver a 
real-time response to their requests and accessible services on the move. 
Real-time gains space over batch processing as digital interactions should 
become straightforward.

We all are familiar with Amazon’s other customers also purchased feature. 
Now, in the context of New Normal, we expect brands to make our lives easier 
and provide relevant advice. Recommendation algorithms are becoming more 
popular across the retailer customer journey: from pre-sales to post-sales, and 
recommendations are positively valued as it strengthens the customer bond 
and boosts sales.

Seamless Interactions: 
Brand understands Personas
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COVID-19 has raised…
As a result of the lockdown, people have 
discovered that home is also that place 
where one can spend money on leisure 
activities and services.

Thus, there is room for opportunity in 
bringing home what used to be delivered 
as in-shop service.

To succeed in customer demand, it will be 
essential to shaping tailor-made offerings.

Compared to the pre-Covid period, 23% 
of users have made online purchases(6) for 
the first time in the lock-down caused by 
the pandemic.

It’s time for truth, and it’s time for value. 

No doubt pandemic context has 
confronted humanity to the foundations of 
life. It is time for reflection as individuals, 
and the time to focus on what really 
matters.

This anthropological phenomenon impacts 
what we expect from organizations: 
True Value Services and Experiences that 
do understand our new constraints and 
expectations. 

In order to be more “human”, companies 
will rely on AI solutions that place people 
in the center of their design.

amazon ebay milanunciosEl Corte Inglés AliExpress

ADDRESS TRUE VALUE 
FOR PERSONAS
REDESIGN SERVICES

The top 5 Spanish E-commerce Platforms in Spain are(9): 

New Pricing Strategies

Everything at Home

Human - Centered Service Design

In-depth Understanding of the human language

Customer Service that makes a difference

Financing Services, Measuring Risk

Early indicators of Churn
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Overall, 74% of consumers(7) tell us that 
their habits have changed. According to 
European e-commerce news, 62% of 
the Spanish population has been surfing 
online to purchase and sell products.  

And about 15% of them(8) have used 
smartphone devices to order items.

https://elpais.com/economia/2020-12-08/un-23-de-los-espanoles-se-estreno-en-la-compra-on-line-en-el-confinamiento.html
https://elpais.com/sociedad/2020-06-12/el-consumidor-tras-el-coronavirus-mas-compras-por-internet-y-menos-ropa.html
https://www.growthgrasp.com/top-e-commerce-sites-spain/
https://www.similarweb.com/top-websites/spain/category/e-commerce-and-shopping/
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In the near future, financial scenarios are becoming more challenging. For 
instance, as household economies are being affected, the design of new 
innovative products and services, as well as, the implementation of new pricing 
strategies will be required to adapt the business portfolio to private consumption 
without an important erode of margins. ML algorithms will play an essential role in 
new pricing strategies for organizations to surf the upcoming waves.

As we are consuming more services at home, new commercialization ways 
may be a good option for brands to gain ground in our living rooms. Data 
analysis will help to define new formulas on pay-per-use or subscription may 
ease tailor-made offering while anticipating our consumption and forecast 
customer needs on the so-called replenishment economy.

As our home-based consumption increases (and direct interaction with the 
physical realm of brands shrinks), it is becoming paramount for brands to 
enhance customer service for everything, addressing new questions and issues 
to be remotely solved. Elevate employees’ capabilities through collaborative 
intelligence will be key to balance human and machine interaction.

New Pricing Strategies

Algorithms

User Interfaces

Real Time, 
Ubiquous & Contextual Conversational AI

Differential Products 
and Services

XaaS, Pay per Use 
and Subscription

Operational 
Competitiveness

Replenishment 
Economy

Collaborative 
Intelligence

Everything at Home

Customer Service 
that makes a difference
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The pandemic has generated a set of new market opportunities. For example, 
budget constraints will foster a greater variety of financing services provided 
by brands to ease access to products and services. Managing all the possible 
options for every customer to finance their purchases is vital for brands to 
reduce risk while targeting and keeping customers.

Designing AI with a human-first approach means shaping our relationship with 
AI to gain trust & confidence in systems. AI, as a disruptive technology, should 
help to design a human-centric approach experience. At this point, we expect 
brands to capture and address the subtle messages we deliver across digital 
touchpoints and communication channels.

As remote conversations are increasing, brands need to assess the trade-off 
between replacing tasks performed by a human agent with virtual ones. If so, 
companies must focus on maintaining a high quality level and a clear language 
understanding.

Identifying in advance those customers showing signals of detachment towards 
the brand might enable early reaction. The economic crisis has already 
jeopardized loyalty and increased price sensitiveness. Therefore, companies 
might need to take care of churn before it’s too late.

New Business 
Models

Mobile

User 
Interfaces

Human Centered Service Design

In-depth Understanding 
of the human language

Financing Services, 
Measuring Risk

Early indicators of Churn
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COVID-19 has raised…
The power of delivery is one of the most 
precise outcomes of how societies have 
dealt with the pandemic.

During this year, companies that included 
delivery services blossomed and helped 
keep the economy afloat.

Since the pandemic, customers demand 
a clean and safe service and have opened 
up the scope of the products they are 
willing to order; as we have witnessed 
through the surge in fresh food delivery.

In Spain, the supermarkets’ online sales 
have risen coinciding with the pandemic 
and confinement, a situation that will mark 
“a before and after” in the supermarket 
industry.(10)

Operations are rational processes 
now struggling to address irrational 
behaviors. 

For retailers, this is time to deliver not just 
goods but also TRUST. 

Trust translates into operational 
transparency and accurate response to 
customer needs and translates into a 
better market positioning like Operational 
competitiveness.

Efforts will also come from better 
managing operations to gain 
efficiencies, reduce costs and anticipate 
better than others the variations that may 
be appearing in the business during the 
pandemic.

AI-Driven Strategies for Supply Management

Fleet Management, Having Data-driven Decision Making

AI-powered Inventory

Forecasting Demand

Efficiency and Cost Reduction in the Warehouse

Reducing Operational Risk

Process Optimization
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The number of «mixed» consumers who 
use both on the internet and the 
physical channel has increased from 
22.3% to 28.5%.(11)

While those who only buy in person at 
the supermarket and do not try the web 
have fallen from 77% to 61%.(12)

Overall, online food delivery and online 
supermarket services are expected to 
reach $98,207.32 million by 2027.(13)

Online supermarket services and food 
delivery profits

2020 2024 2027

$98,207.32 million

https://www.abc.es/elecciones/abci-coronavirus-marca-antes-y-despues-venta-internet-supermercados-espana-202007040206_noticia.
https://www.abc.es/elecciones/abci-coronavirus-marca-antes-y-despues-venta-internet-supermercados-espana-202007040206_noticia.
https://www.abc.es/elecciones/abci-coronavirus-marca-antes-y-despues-venta-internet-supermercados-espana-202007040206_noticia.
https://www.globenewswire.com/news-release/2020/04/22/2019842/0/en/Food-Delivery-Services-Market-to-Cross-98-Billion-by-2027-Assessment-of-the-Impact-


22 23

We are getting used to the New Normal, and so, our behaviors are not rational 
yet. Retailers need to gain efficiencies in areas like network planning or 
predictive demand by improving AI capabilities. 

Their capacity planning and accurate demand forecasting. As personas might 
vary purchasing patterns from one day to the other – moved by scarcity 
concerns-, guaranteeing supply becomes a critical driver to build trust. 

By adopting AI-driven strategies for supply management, retailers might better 
understand what the market expects, by quickly focusing on the areas with 
more demand, reducing operational costs and applying the most efficient ways 
to move products from the factory to the warehouse to the store.

AI fleet management will support fleet responsible, foster data-driven 
decision-making, and minimize human error from the transport process. 

AIbased recommendations ensure that diverse stakeholders involved (from 
drivers to managers) can make informed decisions that improve the fleet’s 
performance.  

Attaining efficiencies and cost reduction in a turmoil situation is the 
objective for many retailers warehouses, which are leveraging AI-powered 
solutions to streamline the value chain workflow while also designing and 
tracking the fastest and most efficient formulas for shipping goods.

AI-Driven Strategies 
for Supply Management

Operational 
Competitiveness

Operational 
Competitiveness

Operational 
Competitiveness

AI Driven 
Operations

Replenishment 
Economy

Fleet Management, driving 
data-driven decision making

Efficiency and cost reduction 
in the Warehouse
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Measure, manage, and reduce operational risk. As a consequence of the 
pandemic, we are witnessing a new context where retailers might want to 
measure their risks KPIs on an ongoing basis as operating with financial 
balances.

AI-powered inventory addresses questions such as how to control excess stock 
– and therefore reduce working capital-, and the range that better optimizes
safety levels of inventory. Retailers will rely on the capacity of AI to address
real-time inventory, forecasting different scenarios, and even generating
recommendations to be automatized — with the appropriate human oversight.

Demand planning applications of AI will support a more precise forecast of the 
demand for products. In the retailers’ arena, AI is already being used to classify 
better the SKUs (stock-keeping units) and forecast demand by reference or even 
groups of products. Accurate sales forecasts are also enhanced by using ML of 
downstream data, such as the records generated by the point of sale.

One of the crucial areas where retailers might find the immediate return is on 
optimizing processes. Process mining is a promising application of AI that 
enables an in-depth understanding of business processes, providing a 
straightforward view of which are the events and actions (also related to 
customer service) that are positively and negatively influencing business 
outcomes, and then, implementing corrective measures for a better 
performance and results.

Operational 
Competitiveness

Operational 
Competitiveness

Operational 
Competitiveness

Operational 
Competitiveness

Dahsboards and 
Data Visualization

AI Driven 
Operations

Computer 
Vision

AI-powered Inventory

Forecasting Demand

Reducing Operational Risk

Process Optimization
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COVID-19 has raised…
The most self-evident transformation that 
COVID-19 has brought us is probably 
remote working. 

Remote working is a new reality, as 
evidenced by the promulgation of Spain’s 
Royal Decree-Law 28/2020 of September 
22 on remote work.(14)

Now companies have to increasingly 
leverage the digital ecosystem to maintain 
their productivity standards while keeping 
their employees safe at home.

After a year, 87% of professionals 
consider that their company has known 
how to adapt to the current situation and 
80% are satisfied with the management 
and measures taken regarding protection, 
flexibility, workers’ well-being and 
communication.(15)

The 99% of people who work remotely 
would like to continue doing so at least 
some of the time- but 18,2%of remote 
workers struggle with unplugging. Overall, 
the global remote workforce increased by 
140% between 2005 and 2021, although 
the rise peaked in 2020 when COVID-19 
hit. Translating this percentages into 
monetary value, the global market for 
video conferencing was worth $3.85 billion 
in 2019. However, by 2027, the value of 
video conferencing is expected to grow at 
a rate of 9.9%, with more people unlocking 
this functionality than ever before.(16)

The Most Popular Video Conferencing 
Platforms (2020-2021)(17)

•Cisco Webex Meetings + 600
million active users

•Zoom has helped +300 million
daily meeting participants
stay connected during this
pandemic.

•Microsoft Teams has + 200
million active users.

•Google Hangouts Meet had
+100 million daily meeting
participants

•GoToMeeting has +12 million
active users 3.

COVID-19 may have impacted forever 
the way we used to understand work-
places.

There is a shared opinion that the New 
Normal is fostering the acceleration of 
Digitization. 

Our homes have become our work-
spaces. And even if this pandemic will 
soon over, organizations look forward to 
maintaining a hybrid model where 
teleworking gains space for many roles.

The paradigm shift may become an 
opportunity to foster internal collaboration 
–even remotely- and enable decision
making across the organization.

Working Remotely

Enable decision making across the organization

Crowdsource Talent

Safe Access to facilities 

Enabling Internal Collaboration

Digitalize documental processes

People Analytics
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Microsoft 
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Google 
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GoTo 
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Zoom

https://www.boe.es/buscar/act.php?id=BOE-A-2020-11043&p=20200923&tn=1
https://www.iic.uam.es/rr-hh/estudio-experiencia-teletrabajo-covid-19/
https://www.uctoday.com/collaboration/video-conferencing/video-conferencing-statistics/
https://getvoip.com/blog/2020/07/07/video-conferencing-stats/
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Many employees are starting to stress the need for seamless work 
environments that genuinely replace their enterprise environments’ 
communication and information capabilities.

We are not likely to deal with paper anymore, but tons of informational sources 
are still kept on physical. Digitalizing documental processes and applying NLP 
may facilitate remote access to all those documental databases that employees 
need for their day-to-day tasks.

To make decisions, data visibility is more necessary than ever. Defining reliable 
KPIs that may work as an internal and across department monitor of 
performance is a great glue to show employees transparency and enable 
decision making across the organization.

Smart work environments –even used remotely- enable employees to have 
real-time recommendations on documents, processes, or even colleagues to 
solve any issues.

Augmented 
Workforce
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Digital 
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Collaborative 
Intelligence

Collaborative 
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Flexibility in the labor market seems a constant characteristic, so companies are 
starting to use AI on their selection processes, crowdsourcing talent, and 
planning more flexible roles and collaboration models.

One side effect of the pandemic has been the increasing fear of closed spaces. 
Thus, technology will play a key role in supporting organizations to 1) guarantee 
safe environments for their employees; 2) tracking building affluence; 2) 
registering contact tracing to monitor, and 4) any other Covid-19 related issue.

Due to the pandemic, managers are now challenged to lead remote teams and 
facilitate both personal and professional conciliation.
People Analytics become a good ally for diverse reasons: 

• On one side, these may support more efficient and accurate recruiting
processes and career path definition.

• On the other hand, it may also become a vital tool for understanding people’s
subtle drivers, feelings, and expectations and analyze their opinions on an
ongoing basis to better address them.

Crowdsourced 
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Staff on Demand

Collaborative 
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Connected 
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Digital & 
Data Culture

Computer 
Vision

Crowdsourced Talent

Safe Access to facilities 
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COVID-19 has raised…
Even after the first pandemic wave, which 
happened a year ago, coronavirus’s side 
effects are still very recent. For example, 
people still can’t travel freely, many stores 
have shut down, the tourism sector is 
struggling, and governments are incurring 
significant deficits to overcome the 
economic and labor problems caused by 
the pandemic.

COVID-19 has shaken not only the 
Spanish financial pillars but the whole 
world’s. Economic instability will be 
present for the months to come, and we 
will need to get used to sailing these 
troubled waters.

Liquidity Challenges

Financial planning

Scenario Modelling

Understanding Market Business drivers

Applying new rules (documental management)

Fraud Detection

Real Estate optimization
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In Spain, the economic cost of containing 
the COVID -19 pandemic is just now 
beginning to emerge. After the series of 
pandemic waves, the economy sank an 
unprecedented 18.5%, according to a 
flash estimate provided by the National 
Statistics Institute (INE) of Spain.(18)

These concerns are carried over to the 
banking industry as well, the Spanish 
financial institutions are presenting losses 
for the first time in decades, and 
European Central Bank (ECB) is releasing 
extraordinary resources to tackle the 
uncertainty and the recession.

Under this exceptional circumstances, 
the debt of Spanish financial entities with 
the European Central Bank (ECB) stood 
at 268.74 billion euros in March 2021, an 
amount 2.9% higher than the previous 
month (261.21 billion) and almost double 
that of a year ago.(19)

Organizations are adopting new tools and 
integrating new suppliers in the 
production chain. 

The pandemic has raised several risks and 
threats that must be addressed, such as the 
potential risk of scams made by fraudulent 
customers or the credit default risk.

Furthermore, even though the remote 
working revolution is rising to the occasion, 
this situation is leading to an 
unprecedented change in how the office 
space is conceived, impacting real estate 
expenses.

https://english.elpais.com/economy_and_business/2020-07-31/spains-economy-posts-historic-185-quarterly-fall-due-to-coronavirus-lockdown.html
https://cincodias.elpais.com/cincodias/2021/04/14/mercados/1618392161_132331.html#:~:text=El%20importe%20total%20de%20268.740,registr%
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Instability and alterations in consumption patterns will most likely make financial 
constraints a constant for the New Normal. Companies’ cash flow will change, 
businesses may need to rely on bank credit, and they will need trustworthy 
data and advanced algorithms to better foresight future scenarios.

New work practices and the integration of new tools could result in 
cybervulnerabilities and collaborating with disreputable suppliers. Moreover, 
these harsh times may as well increase the probability of suffering fraud coming 
from clients. ML models for fraud detection should be updated, weighting data 
relevancy, and integrating active monitoring of real-time – real-world data.

Companies will need to rethink their human talent needs and reorganize teams 
to invest where the opportunities are. Simultaneously, as uncertainty is the 
norm, forecasting may complement real-time data analysis, where the focus is 
on agile responses. BI Dashboards appear more useful than ever, and 
organizations should focus on making this information available to financial 
planners.

New regulatory changes are coming, and so, businesses will need to adapt to 
them with agility. Dealing with physical documentation entails delays and 
inefficiencies. Digitization of documents appears as the best option to keep up 
with the requirements and perform queries, analysis, and changes across 
relevant documentation.
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What have you learned from the pandemic’s first wave that may be useful for 
potential future waves? Those who can generate adaptative and customized 
models will be in the pole position for success.

Model auditing, simulation running, and taking plausible scenarios into account 
while shortening the time used for model development and deployment are 
good starting points. As we have already stated, New Normal asks for agility 
and speed.

At the same time, internal data may not be enough in these times of uncertainty. 
That is why it will be interesting to embrace the use of external quality data.

Under uncertainty and instability, businesses need to keep up to date with the 
most relevant insights published by the specialized press and research 
institutions. Automating information extraction, summarization, and presenting it 
to the employees in an accessible manner can save hours of work, avoid risks, 
and enable opportunity seizing.

It is not clear yet whether remote working is here to stay or not. Companies 
should develop a strategy for efficient use of their Real Estate assets in the 
New Normal and different plans for returning safely to the offices. New ways 
of organizing work, giving employees more flexibility could result in the same 
productivity levels and considerable savings in office space.

Scenario modelling

Understanding Market Business Drivers

Real Estate optimization
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COVID-19 has raised…
Covid-19 has speeded up the technology 
growth rate. Every day we discover new 
things and AI is becoming more and more 
efficient.

When you think about it, it’s not crazy to 
conclude that 90% of our existing jobs will 
be automated in the next two decades.(20) 

But here is the thing that people usually 
don’t grasp: To say that 90% of our 
existing jobs will be automated doesn’t 
mean that 90% of people will be out of 
jobs. AI is reshaping the way we work, 
it’s a disruption, not destruction.

Gartner’s report On strategic technology 
trends for the upcoming years noted that 
the combination of AI technologies and 
human capabilities is on the rise.(21)

Firms achieve the most significant 
performance improvements when humans 
and AI machines work together. Through 
such a collaborative Human-AI model, 
profitability and efficiency can be improved 
by 38%, freeing up valuable time for 
employees.(22)

Moreover, this collaborative model can 
also enhance each other’s complementary 
strengths: leadership, teamwork, creativity 
and scalability.

However, in order to benefit from the 
improvements that offer the Human-AI 

Human-Centered AI

Explainability

Out of the Bubble

Privacy by Design

Human Oversight

Fairness

Future of Work and Collaborative Intelligence
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In 2019, there were 23 million 
software developers in the 
world. 

By 2023, that number is expected 
to grow to 27.7million.

model, workers need to understand how AI 
works. For that reason, in recent years, one 
of the most promising fields for young 
workers has been computer programming 
and coding. 

In 2019, there were 23 million software 
developers in the world. By 2023, that 
number is expected to grow to 
27.7million.(23)

The rise of AI supporting New Normal 
challenges may run simultaneously to a 
Human-Centric culture that empowers 
people and places humans at the center of 
AI systems and developments.

Ethics-compliance starts becoming a must 
for organizations to build transparency on 
the application of AI.

Explaining to users the data-driven 
decisions will be an essential requirement to 
support trust, as well as promoting fair 
algorithms that prevent discrimination 
towards any group of the population.

https://www.marvelous.digital/post/theriseofai
https://www.gartner.com/smarterwithgartner/gartner-top-strategic-technology-trends-for-2021/
https://www.business2community.com/tech-gadgets/how-artificial-intelligence-increases-business-productivity-02059942
https://www.daxx.com/blog/development-trends/number-software-developers-world
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For designing AI -driven services and applications that make a difference in 
people’s lives, the approach should root an in-depth understanding of key 
drivers and subtle feelings of real personas.

Service design and tools such as design thinking merge with AI to explore 
individuals’ real needs and expectations and be the drivers for them to 
embrace a new service.

AI professionals and other stakeholders involved in AI initiatives development 
should guarantee no bias may discriminate against any population. Auditing 
algorithms for such a purpose is critical to support minorities to access financial 
credit or even employment.

Algorithm explainability becomes critical for companies to communicate why a 
given decision has been taken by an automated system, to different 
stakeholders, in a comprehensive manner that guarantees responsible and 
auditable use of AI. 

Automation might not eclipse the role of professionals in guaranteeing 
decision-making is accurate. Human supervision – and integrating it across the 
AI Governance- will be an essential requirement of AI systems, overall on those 
outcomes that may significantly impact people.

Human-Centered AI

Machine 
Learning

Machine 
Learning

Machine 
Learning

Traceable and 
Trustable

Deep
Learning

Deep
Learning

Persona-centric 
Interactions & Experiences

Knowledge-Bsed 
Hyper-personalization User Interfaces

Collaborative 
Intelligence

Augmented 
Workforce

Explainability

Human Oversight

Fairness

01

04

02

03
Big Data

AI recommendation engines are an excellent tool for advising customers on 
a myriad of related-products and services to their preferences. However, it 
may also generate “a bubble” that limits access to new references from the 
real world on their digital consumption, and so, it should be assessed and 
prevented.

In a society where surveillance seems to gain space due to COVID-19, 
companies will have to address privacy concerns carefully. Brands can only build 
trust if providing their customers transparency on how personal data is being 
used, for which purpose, and the limits of consent that are applying.

The potential of AI for replacing tasks that can be automated or do not bring 
differential value should progress simultaneously to enabling digital and data 
literacy across the employee base to foster a collaborative model that leverages 
human capabilities and prevents negative social impact.
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COVID-19 has raised…
New Normal challenges are fueling the 
adoption of automation across 
industries and pushing business interest 
towards embracing AI technology 
solutions that focus on efficiency gains, 
particularly within operational 
competitiveness.

Implementing Augmented AI can support 
companies in scaling value for the 
business by delivering augmented 
automation, leveraging Human + Machine 
collaboration, and contributing to a better 
post-COVID-19 future of work.

According to the last Gartner report – IT 
Automation without boundaries, predic-
tions for 2020 (& onwards)-.(24)

Organizations need to find a balance 
on the hybrid model of collaboration 
across human talent and AI 
capabilities, acquiring a real commitment 
on the shape of a New Normal society 
that faces a huge crisis of unemployment 
at the same time that may take advantage 
of automation.

With this premise in mind, the potential 
of AI to speed up decision making and 
become a true pillar of business value will 
rely on elevating the impact of AI together 
with other technologies such as 
Blockchain and Robotics.

Augmented Intelligence: Human-Machine collaboration

Massive amounts of market data

Integrating Blockchain

A contactless solution: Robotics

Accelerate insights with Auto ML

Transfer learning for new business challenges

Streamline & Scale with IPA
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•By 2023, AI’s computational resources
will increase 5x from 2018, making AI the
top category of workloads driving
infrastructure decisions.

•By 2023, there will be a 30% increase in
the use of RPA for front-office functions
(sales and customer experience).

•By 2024, organizations will lower
operational costs by 30%by combining
hyper-automation technologies with
redesigned operational processes.

•By 2025, more than 90% of enterprises
will have an automation architect.

As a result, AI will push organizations 
to acquire more advanced automated 
systems and solutions.

https://www.advsyscon.com/blog/gartner-it-automation/
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While AI provides valuable insights, it doesn´t generate real business value until 
augmented with human cognitive capabilities. 

Empowering employees with AI systems built with a collaboration-first mindset 
offers more creative and innovative approaches to critical operational areas. 
Now is the time to accelerate investments in becoming a data-driven 
organization, reinforcing the commitment towards elevating internal digital skills.

As consumers shift to digital platforms across industries, retailers will process 
much more information about the market, including in-depth consumption 
behaviors. Leveraging open data across industries might help businesses want 
to understand better the situation through relevant comparisons.

During times of crisis, reality changes rapidly, causing analytical obsolescence 
since past patterns can´t accurately adapt to current scenarios. Adopting an agile 
implementation of AI through Auto ML shortens the development lifecycle and 
accelerates the generation of valuable insights for decisionmaking. 

Augmented Intelligence: 
Human-Machine collaboration

Machine 
Learning

Massive amounts 
of market data

Accelerate insights 
with Auto ML
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Companies wanting to apply AI to tackle new solutions might want to rely on 
transfer learning to leverage knowledge from previously trained models for 
training newer models. This practice is particularly relevant in a context with 
data shortage or inexact data available, but a similar business problem might 
have been solved with an existing model.

As retailers are rapidly moving into a digital-first operation, the convergence 
between AI and Blockchain gains traction on processes involving multiple 
stakeholders needing verification and enhanced trust. The use of blockchain 
guarantees product quality and traceability through enhanced security in and 
immutability in key domains such as supply chain management.

The increasing attention on contactless solutions fuels the interest in robotics due 
to related efficiency and health-related benefits. Solutions regarding 
autonomous delivery systems or disinfection systems should be built with a 
human-first approach.

Retailers are experiencing a surge in processes that were not fully streamlined 
and have found themselves unprepared for handling these at scale. Solutions 
that infuse AI in RPA can help retailers drive better value and customer 
experience from key processes such as return, exchange, and refund 
processes.

Blockchain

DronesRobotics
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COVID-19 has raised…
Covid-19 has indeed slowed the economy 
in many sectors and industries, such as 
retail, hospitality and tourism. But unlike 
them, the New Normal has accelerated 
the development and embracement of AI 
technologies.

Usually, most AI solutions take about 
18 to 36 months to complete, but some 
may take as long as five years. However, 
due to the new trends and the upcoming 
opportunities in the market, the 
governments are creating strategies and 
launching plans to support AI solutions’ 
innovation and development.

Consequently, companies are planning 
to invest even more in AI and are looking 
forward to boosting the adoption of 
digitalization.

AI contributed 1.76 billioneuros to global 
GDP in 2018 and its contribution is 
estimated to exceed 14 trillion euros in 
2030.(25)

Since December 2, Spain counts on 
the new National Artificial Intelligence 
Strategy (ENIA), which aims to deploy 
and accelerate AI technological solutions 
throughout the national territory.(26)

And an innovation laboratory for new AI 
services and applications (GobTechLab) 
will also be created, accelerating AI’s 

Artificial Intelligence gets it true 
impact on at-scale deployment. 

On the current state of the art of AI, we’re 
not just talking about developing the 
best algorithms anymore, but about the 
capacity of companies to scale it 
operationally. 

The New Normal poses a significant 
challenge: a changing environment 
requires new AI-driven business models, 
services and experiences. Thus, also 
orchestrating AI development and 
operations at speed.

Real-world patterns and behaviors change dramatically… 
as so does data

In times of uncertainty, you may want to roll-back 
assumptions and predictions 

Although COVID, we’re still on the race for becoming 
Data-Driven

Need to govern the AI activity and processes

Customers and market are demanding accelerated response 
to their needs

Decision making has to be scaled now at speed, minimizing 
time and cost impact

Humans should not make wrong decisions, now neither 
should AI algorithms 
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adoption and usage across society.
Its implementation will mobilize a public 
investment of 600 million euros in the 
period 2021-2023.(27)

AI contributed 1.76 billion euros 
to global GDP in 2018 and its 
contribution is estimated to 
exceed 14 trillion euros in 2030.

Spain counts on the new 
National Artificial Intelligence 
Strategy (ENIA), its 
implementation will mobilize a 
public investment of 600 million 
euros in the period 2021-2023.

https://www.lamoncloa.gob.es/lang/en/presidente/news/paginas/2020/20201202_enia.aspx
https://www.lamoncloa.gob.es/lang/en/presidente/news/paginas/2020/20201202_enia.aspx
https://www.lamoncloa.gob.es/lang/en/presidente/news/paginas/2020/20201202_enia.aspx
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Predictive algorithms rely on historical data to forecast potential future 
scenarios with a certain level of accuracy. But what about if reality makes such 
behaviors change dramatically? Analyzing input data (functional monitoring) is 
key to address rapidly, reacting to what’s going on.

Orchestrating decision-making is another topic that takes time and 
investment, as many diverse stakeholders are involved. Taking advantage of 
existing AI platforms, workflows, and pipelines enhances AI initiatives’ 
deployment and reduces timing and cost.

Having launched an AI initiative in a productive environment implies an 
important effort of processes and steps. What about if the new AI assumptions 
are wrong? AI professionals will need to rely on the capacity to roll-back to 
previous versions of the AI models if something fails.

One of the key capabilities of building a consistent MLOps lifecycle is enabling 
data scientists may easily experiment, seamlessly accessing data sources and 
testing their analytical approaches. For brands to respond at speed to new 
customer needs, enabling ML experimentation frameworks will be key.

Real-world data changes dramatically 
as so do patterns and behaviors

Big Data
Machine 
Learning

Machine 
Learning

In times of uncertainty, you may need 
to roll-back assumptions and predictions 

Customers and market are demanding 
an accelerated response to their needs
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Brands have invested many efforts during the last years to enable Data-Driven 
organizations to elevate their professionals towards insight-based decisions.

More than ever, and given the changing context, a sound talent strategy 
becomes a critical need to foster the data & AI Culture that enables an ongoing 
analysis of reality and supports data-driven decision making.

Investing in educational activities around Data & AI and understanding how 
to augment human capabilities through AI might also guarantee to shape a 
human-machine interaction context, appropriately balancing the potential of AI 
and professionals’ value.

The increasing number of AI initiatives requires orchestration to elevate, scale, and 
democratize AI, providing the standards, processes, and controls to 
translate AI-driven initiatives into business value through trustworthy systems, 
fostering continuous innovation that meets the speed of market opportunities. 

Monitoring algorithm behavior through the appropriate AI governance and 
operational tools is a key requirement to audit the AI definition, development, 
and deployment processes, documenting every step and establishing key 
accountability for the decisions being made.

Machine 
Learning

Although COVID, we’re still on the race 
for becoming Data-Driven

Need to govern the AI activity 
and processes across participants

Humans should not make wrong decisions, 
now neither should AI algorithms 
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COVID-19 has raised…
Social distancing and contact-tracing 
have proven to be effective ways to 
prevent contagion from COVID-19 and to 
restrain the coming of new waves. 

The digital era has already canceled 
every distance.  However, the New 
Normal poses a new challenge: to turn 
digital what would almost certainly be 
physical under normal circumstances, and 
therefore support people overcome the 
barrier that COVID-19 has built between 
human beings.

Setting sensors for data collection, 
identifying objects & people, and tracking 
their movements are only a handful of the 
tasks that are now becoming essential. 
However, companies and public entities 
cannot forget to meet privacy standards.

Biometrics as an essential source of data

About Privacy: freedom vs. safety

Tracing products and physical assets

Drones in a contact-less environment

Time for computers to See

Sensors, Things & Interconnectedness

Safe spaces, safe customers, sound business
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While avoiding large crowds, people have 
also increased their concern for personal 
hygiene and disinfection of surfaces.

Citizens feel uneasy when it comes to 
having physical contact with objects in 
public spaces. This leads to a variety of  
initiatives to help people reduce risks while 
facilitating everyday activities and raising 
concerns on a hyper-connected 
environment where surveillance and 
privacy should be appropriately balanced.

Contact-tracing apps help to contain 
COVID-19 at all levels of adoption. Por 
example, in Spain, more than 4 million 
people have downloaded the Spanish app 
RadarCovid.(28)

The app sends alerts to its users 
anonymously concerning the risk of 
exposure and any possible contact with 
anyone who subsequently tests positive 
for coronavirus. The app uses the mobile 
‘phone’s Bluetooth technology to detect 
the risk of possible infection and gives 
advice as to how to proceed.(29)

The app keeps a register of all the people 
you have been in contact with over the 
past 14 days, if you have been less than 
two metres apart or have been together 
for more than 15 minutes.

In this line, data privacy concerns across 
Spaniards has diminished during the first 
wave of the pandemic by 16%,as people 
believe the massive treatment of our data 
could be beneficial to getting us back to 
normal.(30)

https://www.thelocal.es/20200826/what-you-need-to-know-about-radar-covid-the-tracing-app-spains-pm-wants-you-to-download
https://www.thinkspain.com/news-spain/32413/spain-to-test-interoperability-of-radar-covid-app-in-October
https://www.aepd.es/es/prensa-y-comunicacion/notas-de-prensa/aepd-publica-estudio-tecnologias-covid
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The biometrics market has been profoundly shocked by COVID-19. Detection 
systems, empowered mainly by infrared technologies, are experiencing a boost, 
but at the same time, applications that require any skin contact, like fingerprint 
identification, are likely to be put off. Brands applying on the customer 
interactions the analysis of our bodies will meet a grateful demand.

Internet of Things smart solutions can be key to monitor the physical spaces. 
As sensors and 5G capabilities will experience growth and expansion, retailers 
may extract real value from the merge of both to track real-time interactions on 
their stores and facilities.

Although privacy concerns decreased in Spain during the first wave of the 
pandemic, this trend would most likely disappear if citizens cannot trust using 
their personal data. In this era of image recognition, those companies who can 
earn the confidence of their clients through well-established and well-explained 
Data Privacy policies can exploit a source of differentiation from their competitors.

Computer vision and object recognition systems through DL techniques have 
been of great help at COVID-19 related tasks, such as controlling the use of 
the mask in public spaces. They can also facilitate the transition into the New 
Normal, as virtually every business that deals with physical products can extract 
value from these technologies. Identifying empty shelves and monitoring how 
consumers interact with the products will be interesting in retail environments.

Biometrics 
as an essential source of data
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Analytics challenges ever faced. Most mobile apps focus on preserving as much 
of the individual’s privacy as possible with a decentralized approach.

In this sense, Bluetooth-based contact-tracing systems, like the one developed 
by Google and Apple (Exposure Notification), represent an excellent example 
of how the goal can be met without monitoring all movements from individuals. 
However, they hinder data analysis due to the lack of a centralized record of the 
data generated by these apps.

In conjunction with computer vision systems, Drones can be a tremendous help 
for businesses, specifically those that rely on the efficiency of stock & inventory 
management. They can as well be allies to fulfill the safety requirements. However, 
to leverage its full potential, one should respect the ethical and privacy standards 
in its use, as most people perceive them as more invasive than a static camera. 

Technology and AI can help businesses in guaranteeing the new hygienic 
standards. A sound video monitoring system, enriched with ML, allows for 
people-counting, automated access control, or queue management. Smart 
systems can deal with some of the new challenges and let employees focus on 
their “old normal” tasks. Some businesses may also need to incorporate other 
safety protocols, such as temperature control systems.
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COVID-19 has raised…
Due to the pandemic, companies are 
developing IT tasks previously planned for 
the next few years, in just a few months, 
rethinking IT infrastructure and operations 
to build resilient businesses.

Finding themselves forced to boost 
operational reliability and efficiencies on 
systems and IT infrastructure, CIOs can 
find an all-winner bet by implementing 
AIOps initiatives, which allow to reduce 
costs, enhance security, and improve 
systems resiliency.

The impact of COVID-19 on businesses 
has set a profound “before” and “after” 
for companies as digital transformation 
went from a strategic business driver 
to business survival mode.

The rise of remote working and online 
shopping is putting IT operations on the 
spot with increasing pressure to ensure 
business continuity while experiencing 
never-seenbefore stress on IT 
infrastructure.

Infusing AI into IT Operations through 
advanced algorithms that detect, prevent, 
and resolve issues with higher accuracy 
and fewer resources than traditional 
platforms position AIOps initiatives as 
quicks wins to start tackling the New 
Normal challenges.

Remote working: Moving to the Cloud

Cybersecurity-as-a-priority

Proactive Monitoring: Smarter Alerts

Breaking silos & Sustain Business Continuity 

Identify the root cause & Mitigate Risks 

Anomaly detection for changing times

Automate towards an Intelligent IT Service Desk
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During 2020, the total amount paid by 
ransomware victims increased by 311% to 
reach nearly $350 million worth of 
cryptocurrency.(31)

According to a World Economic Forum 
survey:

•The 3rd most worrisome fallout for
companies is an increase in cyberattacks
and data fraud – according to 50% of
respondents.(32)

•And, 30% mentioned the breakdown of
IT infrastructure and networks as a top
concern for companies.(33)

https://blog.chainalysis.com/reports/ransomware-ecosystem-crypto-crime-2021
http://www3.weforum.org/docs/WEF_COVID_19_Risks_Outlook_Special_Edition_Pages.pdf
http://www3.weforum.org/docs/WEF_COVID_19_Risks_Outlook_Special_Edition_Pages.pdf
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Under the New Normal context, agility and flexibility are essential requirements 
for successful business operations. Efficient transitions to working remotely can 
only be achieved through leveraging the cloud for core operations components, 
IT Ops included. Fully reaping the cloud’s benefits towards IT Ops translates 
into gathering insights about the system behavior, supporting a predictive and 
real-time IT monitoring platform.

Business leaders should seek capabilities that enable companies to handle 
unpredictable scenarios. Leveraging AI strengths for detecting patterns hardly 
visible to even the most experienced staff,  AIOps can improve anomalies 
detection processes and alerting ops teams to potential issues, reducing mean 
time to discovery (MTTD) and mean time to respond (MTTR).

The rise in remote network connections and the use of tech devices by 
employees to fulfill their jobs opens the door to network vulnerabilities that 
can jeopardize the business.   AIOps can focus on de-risking remote workers’ 
consequences, reinforcing data security through enhanced threat detection 
algorithms, and smarter access control.

Robust AIOps implementation provides end-to-end solutions to mitigate 
operational risks. Algorithms can be leveraged for pattern detection and generate 
actionable insights by accelerating resolution time by identifying root cause 
issues and recommending optimizations. As a result, teams are more productive 
when guided toward the root causes of issues.

Remote working: 
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Companies that experience massive alerts have difficulties navigating due to 
their IT Operations’ complexity, leading IT staff to alert fatigue and visibility gaps. 
AIOps uses algorithms to reduce noise and reveal the most relevant information, 
applying advanced analytics to reduce false alerts and accelerate proactive 
identification with reduced time to resolutions.

A key advantage of AIOps is ingesting different types of data across siloed 
technology stacks and using algorithms to filter and organize the data. 
Companies have become victims of their infrastructure, causing siloed incident 
management and alert processing generating operational inefficiencies and poor 
customer experience.

AI Ops initiatives pursue a holistic view of business operations through increased 
system visibility, putting an end to data silos across systems operations.

Focus IT staff work on the business value drivers by automating routine tasks 
such as password resets, updating VPN, and other common incidents through 
self-service platforms supported by intelligent chatbots. Consider leveraging 
NLP to initiate requests and automate ticket analysis redirecting to the optimal 
service workflow.
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