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The Business Case

In preparation for the mandated national 
lockdown period, BCX successfully 
connected the majority of its 6 500 

employees to work from home without any 
connectivity issues in a week. Only staff 
supporting critical client services continued 
work on-site before the lockdown period, 
but these employees were then also enabled 
to work remotely from home or on-premises 
across various client locations after the start  
of the lockdown. 

Ways of working and how we adapted
BCX’s overall success in converting to a fully-
fledged work from home scenario can be 
mainly attributed to agile work culture and 
a well-entrenched digitalisation journey 
implemented over the past couple of years. 
The work from home conversion was ultimately 
done to enable BCX personnel to continue 
working collaboratively together as a team. 

For instance, we are currently relooking how 
we have traditionally conducted meetings. 
Gone are the days where half-day meetings 
were considered a necessity. These instead, 
have been replaced with frequent check-ins to 
understand and gauge what the team is busy 
with and take stock of their wellbeing. The 
teams also reported an increase in productivity 
although our workforce is distributed all over 
South Africa and within Africa. 

Although our workforce demographics lean 
more towards the mature workforce, our 
employees adopted this work methodology  
as millennials would. Most of the teams adopted 
an agile work approach with set deliverables per 
day and week. Standard ways of working for the 
Exco team are also being revisited and regular 

progress and status check-ins with their  
direct reports have also been successfully  
taking place. 

The leave application process was adapted 
to log work from home every morning, which 
is also used to track the number of possible 
infected and tested employees and also 
provide line management with an overview  
of the general health within their teams.

The technology used
The entire company workload was driven to 
Microsoft Teams, allowing staff to collaboratively 
conduct calls, collaboratively action input to 
documents, ideas, and even host online events. 
We have also successfully connected with our 
external partners and clients using Teams Live 
Event Broadcast for bigger engagements.

We have managed to successfully connect 
our entire sales force regularly, and in addition, 
provide the event organiser with an entire 
bouquet of technical event director options. 
The team members in the other parts of the 
country did not feel locked out. Oddly, we are 
also seeing a spike in attendance over the past 
couple of events when compared with the 
weekly face to face engagements. We have 
managed to work successfully off the Telkom 
and Telkom Mobile network. In recent news, 
the app Houseparty has become the most 
popular video chat which we use for social 
engagements.

Remote working lends itself to big threats as 
people are not all connecting from secure links. 
Also, our internal IT manager has mentioned 
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that, in terms of the link between technologies 
and security, the BCX Corporate environment 
has been supporting workplace agility including 
Working From Home for the bigger part of 
the BCX user community for many years (long 
before the COVID-19 crisis). 

This is one of the main reasons why we could 
still effectively operate from the first day of 
lockdown. Our security policies and procedures 
generally support remote working practices. 
However, we had to enforce certain operational 
changes that fast-tracked Multi-Factor 
authentication deployment as well as enabled 
improved device management capabilities and 
visibility – these changes allowed for a stronger 
security posture especially from a remote work 
perspective.

Impact on customer support
The client support team, despite having to 
navigate through unchartered territory, have 
seen most customers being accepting of 
remote working practices and have been 
understanding of the circumstances that are a 
challenge for us all. Field service teams have 
continued in seamlessly supporting health 
and retail clients despite some difficulty in 
accessing certain sites due to overcrowding 
and associated health risk.

Overall, we have maintained effective support 
of critical elements of customer services, 
focusing on the support of essential services, 
including our large footprint in pharmacies 
and food retailers. Additional plans are being 

Impact and Future 
implications

made to arrange “failover” sites for example for 
workshop staff in the case of infection where 
one venue is locked down for deep cleaning, 
alternative sites can be utilised without disrupting 
customer service.

Several challenges have also had to be 
overcome involving procurement and shipping 
of PPE to our various centres of operation and 
points of presence, but these are now under 
control. Initial challenges with distributing 
the correct lockdown documentation were 
also swiftly overcome by the team. Further 
opportunities are arising where customers need 
increased support as their teams are currently 
not able to work in an agile fashion.

The emotional wellbeing of staff
Our leadership has also been concerned that 
some team members would fall into depression, 
specifically the extroverts as they will have little 
to no social interaction with team members 
and colleagues. Through our regular check-ins 
as a group, we still have fun and have realised, 
that we are all more or less sharing a similar and 
relatable experience. This is our online social 
interaction. 

Although we are successfully applying social 
distancing from a human-to-human physical 
engagement point of view, we still have social 
interaction in the online space. While it is a big 
adjustment to work from home, it has resulted in 
some initial anxiety, but also a new camaraderie 
that has emerged in the remote interactions. 

People require solid contact and support to 
avoid anxiety and the feeling of being distanced.
A different style of interaction is also required 
in meetings, with new speaking protocols and 
sensitivity to get high-quality collaboration 
between all parties attending meetings, and 
not just a few speakers. Another learning is 
re-developing a new “home/work” routine, 
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Our most important customer is yours.

that is very different from the usual one, and 
also coping with family members constantly 
underfoot, while maintaining professional  
work habits.

Among these are:
•  Ensuring that the employees have proper 

internet connectivity with enough data 
capacity when working from home.

•  Ensuring that your remote access platforms 
can cater to the required account of 
concurrent remote connections.

•  Ensuring that the necessary system 
redundancy is in place to cater for high 
availability or fail-over in case of emergency.

•  In terms of end-user devices, catering to 
laptops as opposed to desktops as not all 
users have end-user devices at home. To 
this end, BCX has helped many clients by 
providing devices and hardware specifically 

through our rental and buy-back options we 
offer of devices. 

•  Ensuring that you can manage your EUD’s 
remotely i.e. patching, anti-virus, remote 
support tools, etc.

•  In the case of Plan A failure, 
having a Plan B & C ready  
for deployment.

We are committed to 
our partnership with 
you to keep your 
business running 
efficiently and 
growing. At the heart 
of BCX, lies the spirit of 
innovation even  
in the hardest of times.


