
DECODING THE NEW NORMAL



A couple of months ago, the word ‘lockdown’

seemed like a distant theory in India. It was

happening somewhere in the world, but we

had not thought of how it would affect us.

Today, the word is part of our daily lingo. In

fact, it has redefined our lives and how! We

have celebs penning lockdown diaries, we have

lockdown menus, lockdown parties, lockdown

hobbies…we could go on with our list.

On a more serious note, what we are seeing is

that we have not come to a standstill. We have

managed to develop a lockdown routine. We

have realigned ourselves to ensure that it’s

business as usual. At least many of us are

fortunate to have been able to do so.

Welcome to the new normal.

For many economic sectors however, the pace
of disruption has been unprecedented. And
those disruptions have affected everyone,
either directly or indirectly. As we tread
cautiously towards the lockdown exit path, a
new realization dawns upon us all. Life may
never be the same for a while at least. For how
long, we do not know. But most disruption-led
changes may be here to stay.
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Consumers are adopting new behavioral trends. While those trends

may seem like an immediate response to the pandemic-related

concerns, many of them will be a result of adapting to the new normal.

This is because the lockdown has conveyed a very strong message - we

are safest in our cocooned environment as of now. At least until the

world discovers a foolproof solution to overcome the virus. Amid such a

scenario, it is only natural for a typical consumer to react with an

instinctive sense of paranoia.
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Consumers are going slow on unrestricted spending.

Skeptical outlook to eating out will continue for a 

while but spending on food takeaways might 

soon be well on track.

Increased spending on home entertainment-

subscription plans for various reading and 

entertainment avenues. 

Increased spending on home appliances that 

make domestic chores easier.

Increased spending on groceries, household supplies, 

personal care & grooming products, pet supplies and 

hygiene products will continue. 
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Reduced footfall in shopping spaces like malls and 

other brick-and-mortar stores for a while.

Increase in preference for online shopping. 

Contactless deliveries and contactless 

payment options will be the new normal.

Individuals and organizations may expect more 

assurance on product hygiene standards and the 

current health status of people they interact with.
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We may see a surge in the consumption of non-essential products for a while as soon 

as restrictions for e-commerce platforms are relaxed.

A survey by the e-commerce company Snapdeal noted that there has been a 
whopping "24 times" increase in the number of products being added to customers' 

shopping carts and wish lists, since the nationwide lockdown began on March 25. 

Since the Indian economy is predominantly fueled by domestic

consumption, Indians are more optimistic about the economic recovery,

thereby driving expectations of increased spending in select sectors.



As per a McKinsey survey, Indian consumers are expected to expand
online shopping to most categories.

While McKinsey’s survey timeline throws light on the current pattern, it

gives us an idea that these trends are here to stay for a while.

A Nielsen investigation has identified the following six key consumer

behaviour threshold levels reflecting concerns around the COVID outbreak.

Survey Speak

Chart Courtesy: McKinsey

Image Courtesy: Nielsen
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COVID-19 has disrupted supply chains like never

before. That said, past disruptions are perhaps the

best lessons for the current crisis.

Need of the hour: RETHINK. REFOCUS.

More supply chains/ multiple 
chains - larger firms may 

consider this option

Larger companies may think
beyond concentration of supply
chains- resulting in regional
segmentation.

Even in a global crisis scenario
such as this, the likelihood of all
the units getting disrupted at
the same time is lower. The
timings of peak disruptions do
vary, after all.

More dependence on technology- This 
is a good forward-thinking strategy 

especially for smaller firms

• Efficient mapping of supply networks
for better visibility into their supply
chain structures.

We may see a new breed of service
companies that can help acquire and
analyze supply network data and
organize the results in a user-friendly
way.

• 3D-printing could be a blessing for
smaller companies to make a
fundamental shift in their supply chain
strategy. The ‘portable’ nature of this
technology enables decentralization of
production. If viable, it could be an
extremely sensible alternative for
businesses/ companies to produce
components closer to home and reduce
their dependence on imports.

Therefore, we may see a paradigm shift-
significant dilution of mass production
hubs concentrated in certain countries,
resulting in more local assembly hubs.

What
To

Expect

Further automation and artificial 
intelligence will strengthen the 

resilience of supply chains.
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Work from home. This may well be crowned the leader of the shift pack.

With governments worldwide looking to ease lockdowns, curtailing the

virus spread at work tops the agenda for all the organizations. The work-

from-home trend is expected to continue, at least in several pockets.

A recent Bloomberg Quint survey shows that most Indian IT companies

are accepting remote working as the new normal.

According to Rajesh Gopinathan, the CEO and MD of Tata Consultancy 

Services Ltd., the work-from-home model is here to stay. He feels that the 

transition has helped the company leapfrog into a new model from the current  

20-year-old legacy model. 

Wipro’s CEO & MD Neemuchwala agrees.

Every employee becomes a virtual employee and whether you’re sitting 10 
miles away from customers in the U.S. or you’re 10,000 miles away working 

from home, the experience is same. 

According to Sunil Sharma, MD of Atom Interiors, a leading Bangalore-based 

interior design firm, people are reviewing their home-offices with a long-term 

approach. He is seeing an upsurge in demand for designing workstations at 

home to simulate the office environment.

This situation has turned into a proof of concept of sorts- showing the way

for organizations to adapt to changes that might result in lowering the

average cost of infrastructure per person. It also reduces travel time for

employees.

This model may open up considerable opportunities for many people for

whom stepping out of home for work is a primary stumbling block.

However, sectors like banking and healthcare may have to deal with

regulatory challenges –it may take a while to find work-around solutions.



As far as physical office spaces are concerned - we may see rearrangement

of workstations to ensure more space, the way people greet each other and

use of common facilities such as pantry, washrooms, etc. The use of air

conditioners is another aspect which will continue to remain a cause of

anxiety due to its role in virus transmission.

A Statista survey reveals that productivity tools such as MS Teams and the like have 
seen tremendous growth in the last couple of months. Microsoft Teams recently 

reported a user base of 44 million – up from 20 million in one month. Slack has also 
seen a sharp increase in daily concurrent users- adding up to more than 12.5 million. In 
the current restrictive scenario, digital and technology companies are continuing to see 

exponential levels of user growth. 

Video conferencing company Zoom released data showing that the number of daily 
users in meetings is roughly 300 million. That’s a shocking 50 percent increase from the 

200 million number they released just a month ago. Zoom’s daily user rate was just 
about 10 million in December 2019. That’s a thirty-fold increase in just four months.

Chart Courtesy: Statista

Survey Speak
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Lots of challenges for the education sector to go completely ‘online’, yet
we are witnessing a tectonic shift. Several educational institutions have
started virtual classes. Mainstream institutions will plan on including
online teaching as part of their regular strategy. Blended learning
(combination of classroom and online modes) may soon be the new
normal. Tactical blending based on content and context will continue to be
the need of the hour in the near future at least.

Interestingly, a KPMG and Google study notes that even before the 
COVID-19 crisis, the online education market in India was set to grow 
to $1.96 billion, with 9.6 million users, by 2021 - up from $247 million 
and 1.6 million users in 2016. In January, the Indian ed-tech company 

Byju’s hit unicorn status with a valuation of $6 billion with support 
from financiers Tiger Global.

It is not just them.

A Fortune India report reveals that several startups, often powered by 
artificial intelligence, have been grabbing market share and money in 
the country—from Simplilearn to Vedantu—thanks to India’s young, 

ambitious and career-driven population. India’s education market is set 
to hit around $180 billion this year, doubling from 2016 levels.

However, online learning opportunities for students of low-income
private schools and government schools are a distant dream.
Policymakers will have to find an effective way to tackle the digital divide.

COVID has disrupted the higher education sector as well. A significant
number of students who enroll abroad for their higher studies may have
second thoughts. Never have students studying in different countries
faced challenges like this before. We may soon see a decline in the
demand for international higher education.

Survey Speak
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The harshest impact has been on travel and tourism, and unfortunately, it
may have left a very gaping wound. The risk of not being able to return to
one’s home at will, especially from a foreign land, suddenly seems very
real. Foreign travels may decline dramatically. Overseas travel planning
may involve a hyperbolic exercise to account for quarantine period as well.

The impact is so brutal that the comeback for peak travel might be a
distant dream. It could take a while for people to revert to their jet-setting
ways. It is really difficult to predict the course of direction for travel and
tourism, and how long the recovery will take.

A report by Vox states that the UN World Tourism Organization 
counted 1.4 billion international tourist arrivals worldwide in 2018, 

and, well before this crisis, it had predicted 1.8 billion arrivals by 
2030.

The report also states that industry experts are of the opinion that 
technology will play a key role in the revival of travel, with electronic 

passports and IDs, boarding passes, medical screening, and robot 
cleaners being deployed widely to limit physical contact between 

people and surfaces. 

Hotels, airlines, and cruises especially, will have to determine how to 
give travelers personal spaces they feel they can control. In the 

short run, drivable local trips to vacation rentals may attract 
travelers.

Local tourism may see better times, once the near-term paranoia settles down. 

Survey Speak
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Wealth management firms will be adopting new client engagement
measures leveraging digital tools for secure, real-time client-advisor
interactions and portfolio reviews. More dependence on robust digital
operations will emerge.

1 2 3
Shift in Investment Patterns

Flight to SafetyWeightage to Asset AllocationIncreased Preparedness

Under normal 
circumstances, 
emergency fund with 
enough money to cover 
about 6 months of living 
expenses would 
probably suffice, but 
people will look to 
advisors for staying 
prepared for as long as 
a year, or even more, if 
one is nearing 
retirement. 

We will see increased 
allocation to various forms 
of insurance. The role of 
insurance as a critical 
protector in times of crisis 
will be increasingly 
recognized. 

High-yield savings may 
gain more traction. 

Allocation to investment 
options that provide 
liquidity may increase. 

Allocations for 
objectives that are 
expected to be met in 
the next three to four 
years will need to be 
planned for even more 
carefully.

While the importance of 
asset allocation is widely 
recognised, it will actually 
be taken very seriously, 
hereon. In the aftermath of 
COVID, more people will 
seek professional advice.

Many investors who burned 
their fingers during the 
pandemic will opt for 
professional recourse- for a  
comprehensive approach to 
building their portfolios, 
getting advice against 
panic-selling, and staying 
prepared with contingency 
plans, should the 
emergency fund also get 
depleted. 

More DIY Mutual Fund 
investors will seek 
professional help for their 
expertise and guidance 
especially in crisis 
scenarios.  

More than anything, they 
will turn to advisors to up 
their overall game-to plan 
for staying focused on the 
bigger picture. 

Most of us had not even 
heard of ‘pandemic 
insurance’. However, 

Wimbledon organizers had 
the foresight to buy 

pandemic insurance in 2003, 
post the SARS outbreak. 

They paid around 1.9 million 
USD per year. As it turns 

out, they are set to receive 
an insurance pay-out of 

around 142 million USD for 
this year’s cancelled 

tournament, making it one 
of the most sensible 

investments.

People will also take 
legacy planning very 
seriously. They will be 
more meticulous in 
drawing up their wills 
and creating trusts to 
ring-fence their wealth.
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Collating COVID data using AI tools to mitigate problems and using
predictive methods to halt its growth. Chatbots and videobots
assuming the role of ready reckoners. Facial recognition to screen air
passengers and citizens showing signs of illness. Drones for video
surveillance. The list goes on.

COVID has suddenly sent the world zooming into the AI trajectory.
Contactless-operations is the name of the game today and will define
the new normal.

An Italian additive manufacturing start-up, Isinnova, used 3D-printing to make 
a crucial valve available for a choked hospital in Chiari, a small town in 

Lombardy, one of the worst-hit COVID areas. The valve, a key component of 
Venturi oxygen masks, is connected to ventilators and is used to help patients 

with respiratory diseases to breathe. They used reverse engineering to 3D-
print the first prototype within 6 hours! 

AI will make a rapid entry into our day-to-day lives- helping us adapt to
the shifts in trends. Be it in remote working, digital shopping or online
advisory, AI will be the most effective enabling factor.

An interesting article by BCG India states that AI will play a major role in helping 
companies reproduce live work environments, detect new consumption patterns 

of online customers and also develop ‘hyperpersonalized’ products for them. 

AI cannot and will not replace human judgment and experience. Not for a

while at least. However, a seamless integration of the two, after an initial

bumpy ride, may soon define the new normal.

Technology is expected to encompass supply chains and will be used
even more extensively in medical and research lines. Wuhan saw robot-
staffed hospitals. Robotic automation was used for monitoring and
disinfecting several facilities across the world.

Closer home as well, we saw humanoid robots dispensing masks,
sanitizers, food and medicines in Rajasthan and Kerala.
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WISHING EVERYONE A SAFE AND HEALTHY MONTH AHEAD
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