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T
here w

ill be dem
and in all industries

for

1)
Em

ergency/m
ass notification services (EM

N
S), business 

continuity m
anagem

ent planning (BC
M

P) and crisis m
anagem

ent 
platform

s 

2)
C

ybersecurity netw
ork solutions and endpoint protection for 

rem
ote w

ork for end users
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B
esides that industries w

ill be im
pacted 

differently and long-term
 im

pact is still uncertain
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B
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S

ecu
rities

N
egative

U
ncertain

•
SaaS office applications

•
Surveillance and com

pliance tools for 
rem

ote w
ork

•
R

em
ote trading

•
U

nified com
m

unications

•
Increase in dem

and for rem
ote w

ork tools
•

Increase in dem
and for contact centers

•
Increase in dem

and for surveillance tools 
for rem

ote w
ork

•
N

onessential technology purchasing decisions 
w

ill be delayed
•

M
&A m

ight affect technology consolidation, 
w

hich w
ould create disruption

C
o

m
m

u
n

icatio
n

s
Positive

Positive
•

U
nified com

m
unications

•
M

obile app developm
ent

•
D

ata center, cloud
•

Security

•
Increase in dem

and for rem
ote w

ork 
collaboration and com

m
unication tools

•
D

em
and for better netw

ork connectivity

E
d

u
catio

n
Positive

Positive
•

E-learning applications, online portals, 
collaboration tools

•
N

etw
ork bandw

idth

•
W

ith school closures, then push tow
ard 

online learning and virtual classroom
 

collaboration technologies

•
Som

e e-learning tools, such as G
oogle 

H
angouts, are given as free solutions

•
C

oncerns that students w
ithout laptops/tablets 

w
ill not be able to access content and that 

m
obile screens are too sm

all

G
o

vern
m

en
t

Positive
Positive

•
C

loud services, w
ebsite content 

m
anagem

ent and other public 
com

m
unications infrastructure

•
M

ission-critical applications —
e.g., 

public safety, em
ergency 

m
anagem

ent,disease surveillance, 
online/digital public services

•
D

ata & analytics, and AI

•
Am

plifies need for robust and scalable IT 
infrastructure and 

•
Strong data and analytics capabilities, and

•
N

eed forcitizen services

•
Perform

ance issues on w
ebsites and m

ission-
critical support system

s for public health, public 
safety and em

ergency notification system
s

•
G

eolocation tools that track containm
ent and 

m
apping system

s w
ill have increased dem

and, 
leading to overburdened system

s

H
ealth

care
Positive

Positive
•

Telehealth/virtual care
•

AI tools, data and analytics
•

U
sage of telehealth and technologies that 

leverage rem
ote assistance and w

ill 
m

itigate the fallout
•

AI suite of tools that can quickly detect, 
track and diagnose conditions, and 
solutions that m

onitor locational outbreaks 
in this situation can be leveraged

•
Virtual care offerings are an attractive 
option, m

aking it high in dem
and

•
Interest in crisis m

anagem
ent platform

s w
ill 

increase

•
Tools to m

itigate the effects w
on’t be built 

quickly enough, and there w
ill be a lead tim

e
•

H
ospitals and diagnosis system

s w
ill be 

burdened, leading to increased pressure on 
vendors to supply tools w

ith lesser lead tim
es

Industry view
 (1/2)
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In
su

ran
ce

N
egative

U
ncertain

•
C

hatbots, collaboration tools, data and 
analytics, AI/M

L
•

Increased focus on key vendor 
partnerships that w

ill have 
betterBC

M
practices

•
G

reater need for data and analytics, and 
custom

er service tools like chatbots and 
conversational AI

•
Im

pacted insurance com
panies w

ill need 
to address additional reserves for likely 
litigation and settlem

ents. 
•

They also w
ill likely evaluate their 

distribution and supply chain risks. This 
w

ill lead to greater scrutiny of their 
existing vendor relationships and 
reprioritized technology investm

ents.
M

an
u

factu
rin

g
N

egative
U

ncertain
•

Supply chain softw
are, sourcing strategies

•
Supply chain data and analytics, AI/M

L, R
PA,

•
U

nified com
m

unications
•

E-com
m

erce and m
obile app developm

ent,
•

C
loud

•
Security

•
Increase in dem

and for business 
continuity,rem

ote w
ork com

m
unication, 

supply chain
•

Predictive AI, data analytics
•

For som
e sectors, B2B2C

 tools (e.g., in 
autom

otive)

•
C

hina, w
hich has a lion’s share of 

m
anufacturing, is affected. This situation, 

in turn, reduces its dem
and and the 

availability of som
e of its supplies 

globally. 
•

This, together w
ith transportation 

disruptions, creates ripple effects in the 
m

arkets.
R

etail
N

egative
U

ncertain
•

AI/M
L

•
Algorithm

ic retailing for supply chain, 
m

erchandising, planning and forecasting 
functions

•
U

nified fulfillm
ent and delivery solutions

•
E-com

m
erce w

ill enjoy increased sales 
in the near term

, 
•

C
ausing retailers to further revisit their 

digital strategy and investm
ents

•
Segm

ents particularly w
ith exposure to 

global supply chains (such as luxury, 
footw

ear and apparel, and 
drug/pharm

aceutical) w
ill likely pull back 

spending as they evaluate risk.

T
ran

sp
o

rtatio
n

N
egative

N
egative

•
Surveillance m

easures, IR
R

O
PS solutions

•
R

PA, AI/M
L, algorithm

ic m
odeling for supply 

chain, planning and forecasting functions for 
dem

and, assets and personnel
•

D
ata analytics, drone delivery and autonom

ous 
delivery, and robotics

•
Increase in dem

and for business 
continuity,predictive AI, data analytics, 
tracking flight and travel data w

ith health 
data. Investm

ents in autonom
ous 

vehicles, robot delivery and drone 
delivery w

ill continue.

•
C

orporate restrictions on travel, 
governm

ents blocking entry of certain 
passport holders, and pandem

ic fear and 
concern have resulted in canceled tickets 
and future airline revenue. 

•
Supply chain production disruption of 
parts and m

aterials also has im
pacted 

cargo/shipping.

Industry view
 (1/2)

IR
R

O
P

S
 = irregular operations
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•
W

e expect investm
ents in A

I/M
L

 projects to digitalize client interactions (contact 
centers, virtual assistants, etc.) and d

ata an
alytics projetcs to m

itigate risk 
(planning and forecasting of supply chains, etc.) 

•
Also clo

u
d

 services, ap
p

 d
evelo

p
m

en
t and eco

m
m

erce ap
p

licatio
n

s are 
expected to be in higher dem

and

M
id-term

 trends

Be aw
are that all non-essential projects are likely to be postponed –

thus, 
com

m
unicating business outcom

e and value becom
es even m

ore im
portant!



R
E

S
TR

IC
TE

D
 D

IS
TR

IB
U

TIO
N

7
© 2020 G

artner, Inc. and/or its affiliates. All rights reserved.

•
C

o
n

tin
u

e to
 en

g
ag

e w
ith

 yo
u

r b
u

yers an
d

 sh
o

w
 th

e valu
e yo

u
 d

eliver, 
notw

ithstanding delays in purchase decisions, so that you are able to proceed 
rapidly once the crisis is heading to resolution and buyers w

ish to m
ove projects 

forw
ard.

•
F

o
cu

s o
n

 secu
rity an

d
 co

m
p

lian
ce across industry solutions that are being 

considered for rem
o

te w
o

rkin
g, w

hich undoubtedly requires technology support.
•

Establish or enhance client relationships by offering to su
p

p
o

rt im
m

ed
iate, 

em
erg

en
cy-related

 p
rio

rities. Keep in m
ind that som

e industries are m
ore 

affected than others.
•

F
o

cu
s o

n
 h

ig
h

-reven
u

e-g
en

eratin
g

 cu
sto

m
ers, and reduce volum

e to a 
consistent level across all custom

ers to ensure a balance of service.

Final R
ecom

m
endations


