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FOREWORD

“Change is the only constant in life” 

Heraclitus

I have always been a proponent of challenging the status quo,
recognizing what might work better, and finding new and
better ways to deal with old practices. My motto is that only
with positive changes can things improve, develop, and give
better results. The immutability of the way we work and
function not only slows down our development, but also leaves
us exposed to the effects of the changes that have taken place
in the environment in which we operate. This is characteristic
of both private and business life, for individuals, organizations,
businesses and countries.

Sometimes changes are small and slow, do not cause
significant consequences and give enough time to respond to
them. Sometimes, however, they are lightning fast and
widespread. They do not allow time for reflection and do not
forgive mistakes. We are currently in exactly such a period of
lightning fast and great changes, which changed some of the
basic principles of life and functioning of people, organizations,
countries and societies. These events have caused and will
continue to cause a chain of changes in the way organizations
operate. And their success in the new world will depend on the
speed of reaction and the way they respond to the changing
environment.
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Foreword

What every company had to do was adapt to the new working
conditions. But what sets some companies apart from others
is recognizing the opportunities that the new world brings. The
companies that will be able to see the new opportunities, and
that will react in a way to use the best of those opportunities,
will stand out from the others for their success. As we will see
in this book, there are several things companies can do to set
a new strategy, improve the way they work, set up a faster and
more agile structure, protect and motivate their people, create
a winning corporate culture, and all this led by the leaders of
the future.

This book is written to give practical advice and solutions to
organizations, describing the effect of the changes, how they
affect the organizations, and what organizations can do to be
successful in the new world.

I hope you can use what is written in this book to create a 
more successful, faster, more adaptable and more sustainable 
company!

Yours Respectfully,
Dejan Madjoski
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THE DAWN OF THE 

NEW WORLD

The success of companies greatly depends on their power of
forecasting and speed of monitoring trends and changes in the
business environment. Among other things, we can mention
the changes in the competition, customer habits, the changes
in the prices of products and production materials or the
changes in the regulation. The next thing that significantly
affects the success of companies is the wider environment
including geopolitics, changing priorities and habits of people,
new generations of employees, etc. Companies that are good
in these areas will be successful in their business. Companies
that are slow to adapt to change will have problems with their
operations. For example, not adapting the employer branding
strategy to the new generations of employees can lead to a
reduced number of (quality) candidates for open positions.
Insisting on the immutability of services or products versus
changing consumer needs can lead to a decline in demand. We
can give such examples in abundance for almost every aspect
of the operations of a company. However, it is positive that a
good part of the trends are predictable, and the changes
themselves do not happen overnight. Or at least they did not
until now.

At its dawn, 2020 did not indicate any change in trends or any
major changes in the environment. Until March, this year was
no different from the previous ones. However, the pandemic
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that erupted around the world in early March caused a chain of
change that affected every part of life. From closed borders,
traffic restrictions, quarantines and social distance, to work
from home, digitalization and the use of technology. All this
significantly influenced the change of the environment, and
among other things, the habits, interests and values of the
people.

Industry has suffered shocks and changes such as global
restructuring and repositioning, the collapse of one type of
industries while others are rising, declining or increasing
demand, lack of production materials, supply chain problems,
logistics, and so on.

Realizing all this, companies have tried and are trying to adapt
in different ways. Each according to their abilities and
opportunities guided by the changed working conditions for
their business and their industry. Thus, while some try to
optimize and prioritize, others try to introduce lean and agile
methodologies, or try to locate and take advantage of new
opportunities. Furthermore, the strategies that the companies
had set for 2020 could only be used in the first quarter of the
year, and in some countries, where the pandemic took off
earlier, not even by then. Many items in the plans were
deleted or postponed for better times.
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The Dawn of the New World

In just two months, a whole
new world was born that
changed or brought about
things that we could not have
foreseen or that we might
have foreseen but did not
expect in the near future.
Many things in the
environment have changed so
much, so fast. Many of the
things that worked until
February or March do not
work anymore. Today we have
new ways of working, new
habits of customers and
employees, and above all
people.

All this has created a new
environment with a variety of
changes that affect business,
society and personal life. Most
importantly, many of these
changes will remain after the
end of the Covid-19 crisis. For
example, many people will
remain working from home,
many companies will
introduce flexible working
hours and hybrid work, some
of the new expectations and
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54%

14%

32%

What is your working from home 
experience so far?

Better than the office The same
Worse than the office

44%

11%

45%

After the end of the Covid-19 crisis I 
would like to...

Continue working from home
Don't know
Go back to the office
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habits of customers will
remain. And of course, getting
used to the technology and
digitalization will change
many things.

In that direction are the
results of our latest research
conducted in the period from
July to September 2020,
which says that 44% of people
who work from home, plan to
continue working like that
after the end of the Covid-19
crisis. 54% of those who work
from home say that working
from home is better than
working from the office.
Furthermore, 25% of people
who work for a company,
after the end of the crisis,
plan to start their own
business. Finally, 70% think
that after the crisis, we will
face a completely new
environment compared to
what the world looked like
before the crisis.
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42%

25%

33%

After the end of the Covid-19 crisis I 
plan to...

Continue working for a company
Start my own business
Don't know

70%

22%

8%

After the end of the Covid-19 crisis, 
compared to how things were before...

We will face a new reality
There will be small differences
Things will go back to normal
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As we have seen above, companies have been forced to
change many things in their way of working to accommodate
the large number of drastic changes that have taken place in
the environment overnight. But this is not the end of their
battle with change. As things change from day to day,
companies will need to keep adjusting. For a start, they will
need to redefine their priorities and rewrite their short-term
strategies. Changing short-term strategies will inevitably
affect both medium-term and long-term strategies. The three-
or five-year strategies that companies have set are no longer
working. Or at least not to a significant extent. This raises the
question of whether companies, from today's perspective, can
even make a solid three- or five-year strategic plan. In some
industries it may be possible, but for the most it will certainly
be difficult.

As a result, many companies will have to make structural
changes and change the way they work to meet the
challenges. They will need to become leaner, faster more agile
and focused on what really matters. Anything that does not
work, does not create results, or creates results that are not
relevant at the moment, will need to be reviewed, simplified,
replaced or removed from the company.

To be faster in decision-making and operations, but also to
respond to local challenges, global organizations will need to
give their local subsidiaries more freedom in decision-making.
And companies will need to give more freedom to middle
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management, departments and units. This is needed to
respond to challenges more quickly, as well as to make
decisions that address changes in the micro and macro
environment.
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Achieving Greater Freedom and Speed in Decision 

Making

To achieve greater freedom and speed in decision making,

top management can start by asking a few simple

questions:

• Should every decision go to the top?

• What decisions can be delegated?

• Which decisions can be easily made by lower

managerial levels?

• What managers from lower managerial levels need

in order to be able to bring these decisions?

You can then create a decision matrix and build

delegating and decision-making skills for your managers

at different levels .

Speaking of strategy, as they continue to operate in an
uncertain environment, companies will have to change their
planning process. It will need to be more flexible and
adaptable than before no matter how good the companies are
at forecasting the market movements, competition and
environment trends. Of course, forecasting remains an
important element of business planning, but companies will
not be able to rely on it to the same extent as before.



The Dawn of the New World

13

Strategic Planning Will Be Different in the New World

Companies need to consider how to move from the current

way of planning, which includes annual, medium-term and

long-term plans, to a more flexible, simpler and more agile

way of planning. They will need to monitor changes in the

environment and adjust their plans accordingly.

And none of this is new. Even before the crisis we lived in a

VUCA world, but the changes were not so sudden and big,

so the companies tended to adhere to their plans.

The crisis has shown that a new way of thinking and a new

way of planning is needed. They can no longer be carved in

stone.

What companies can do to meet the challenge is create a

separate team that will follow and predict changes,

anticipate their effects on the business, and look for new

opportunities. In close collaboration with other departments,

this team can develop scenarios and ideas, and test them

through agile teams, before acquiring approval for launch.

To survive in the new world, many companies will have to
think about developing new products and services, entering
new markets and seizing opportunities. This means that they
will need to simplify their processes and change the innovation
process. Agility as a methodology or way of working will gain
more momentum across industries.
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Eventually, companies will
have to rethink their
approach to people because,
according to the same
survey mentioned above,
42% of people feel less
connected to their
companies, and as we will
see below according to the
answers to other questions,
the crisis itself, the changes
in the environment and the
way companies deal with the
crisis have an impact on
people's commitment, health,
safety and plans.
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Innovation Will Become Even More Important

Innovation will be even more important than now.

Companies will need to focus on building a culture of

innovation not only to gain an edge over competitors, but

also to be at the forefront of the changes that have become

a necessity in the new world.

This will require a change in mindset and the way of

working, as well as abandoning the traditional

organizational set-up.

25%

33%

42%

Living more than 6 months with the 
COVID-19 environment, how connected 
do you feel you are to your company?

More than previously
About the same
Less than previously
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What happens to companies during and after the crisis largely
depends on how they react during the crisis. Companies that
were faster in forecasting, responsiveness and agility were
able to adapt more quickly to the new environment and
respond to the challenges. Companies that were focused on
protecting their people, at least to the extent of protecting their
business, achieved greater employee loyalty and engagement.
The way companies positioned themselves towards their
employees, customers, suppliers and the environment, will
have a big impact and how all these entities will react to the
company after the end of the crisis. In addition to the example
with the employees, here we can also mention the customers.
Thus, companies that, in addition to taking care of themselves,
have shown care for their customers, will be able to hope for
increased loyalty on their part.
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The Way Companies Deal With the Crisis Will 

Have a Big Impact on the Outcome

Asked about it, 84% of
survey participants said
their company handled the
crisis well. Although a high
80% said their company had
the right approach to people,
only 57% said they were well
supported by their employers

during the crisis, and 60%
that they felt protected.
However, 82% said they were

84%

6%
10%

How well did your organization handle 
the COVID-19 crisis?

Good Neither good nor bad Bad
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well supported by their line
manager. Speaking of
resources, 84% of the
participants think that people
were the most important
factor in dealing with the
crisis, but they, the people,
were also the most missing
thing. Also, while 50% believe
that their companies had the
necessary capabilities to cope
with the crisis, 35% believe
that it was only to some
extent, and 15% that their
companies did not have the
necessary capabilities to cope
well with the crisis.

Looking to the future, we
asked if their companies have
a clear plan on how to move
forward. Here, 44% answered
in the affirmative, 32% that
they seem to have, 16% that
they do not seem to have, and
8% that their companies do not
have a clear plan on how to
move forward. Still, 67%
believe that their companies
will emerge stronger from the
crisis, 13% that they will
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80%

2%

18%

Did your organization have the right 
approach towards people during the 

COVID-19 crisis?

Yes I don't know No

57%

14%

29%

How well supported do you feel by your 
company (during the COVID-19 crisis)?

Well supported Somewhat supported

Not supported

60%16%

24%

How well protected do you feel by your 
company (during the COVID-19 crisis)?

Well protected Somewhat protected

Not protected
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emerge weaker, and 4% does
not believe that their companies

will survive the crisis.

Referring to the effect that the
way of dealing with the crisis
had on employees, as many as
56% answered that the way
their company handled the
crisis made them feel less
connected to it. Answering the
same question, 47% answered
that they are more engaged
and 35% that they are less
engaged.

Looking at the end of the
crisis, 57% believe that the
most severe consequences of
the crisis will be on the
mental health of the people,
40% on the economy, and 3%
that the most severe
consequences will be on the
physical health of the people.
However, looking at the
positive side, a high 72% think
that they will come out of the
crisis mentally stronger, and
only 10% think that they will
come out weaker.
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82%

13%
5%

How well supported do you feel by your 
line manager (during the COVID-19 

crisis)?

Well supported Somewhat supported

Not supported

84%

16%

0%

What resources proved crucial for your 
organization during the COVID-19 crisis?

People Financial Material

57%
35%

9%

What resources lacked the most in your 
organization during the COVID-19 crisis?

People Financial Material
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Finally, the view of the
participants in the research
towards their future is also
interesting. Thus, while 42% of
the participants plan to
continue working for a
company, 25% plan to start
their own business, and 33%
have not yet decided what to
do. Of those who plan to stay
working for a company, 68%
plan to continue working for
their present company, 9% are
determined to look for work
elsewhere, and 23% have not
yet decided what to do.*
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50%

35%

15%

Did your organization have the 
necessary capabilities to deal with the 

crisis?

Yes To some extent No

44%

32%

16%

8%

Does your organization have a clear 
plan how to move forward?

Yes It seems so It doesn’t seem so No

67%

13%

4%
16%

How do you see the future of your 
organization after the crisis?

We will get out of it stronger
We will get out of it weaker
Not sure we will survive

11%

33%
56%

The way your company handled the 
crisis made you...

More connected to it No difference

Less connected to it
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47%

18%

35%

The way your company handled the 
crisis made you...

More engaged No difference

Less engaged

40%

57%

3%

The most severe consequences of the 
crisis will be on...

Economy Mental health Physical health

72%

18%

10%

From the COVID-19 crisis I will get 
mentally...

Stronger No difference Weaker

42%

33%

25%

After things settle down I plan to...

Continue working for a company
Start my own business
Haven't decided yet

68%

9%

23%

After things settle down I plan to...

Continue working for my company
Look for a job elsewhere
I don't know

* The survey was conducted 
in the period from July to 
September 2020 on a 
sample of 450 respondents
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WINNING IN THE

NEW WORLD

The new world, with all the changes it brings, requires
changes in the way companies work. Without repeating all that
has been said before, three elements will be key to the
success of companies in the months and years to come. These
are the people, the company culture and the leadership.

At the following pages we will dedicate a separate part to each
of the three key elements to winning in the new world,
describing why they are important for the success of the
company and what each company should do to get the most
out of each of them.

PEOPLE

We should not give a special introduction to the importance of
people for the success of companies. There is simply no
company without people. And without engaged, competent and
skilled people, a successful company cannot be built. Hence,
people are the first key element in the success of companies.
Although they are important at all times, the importance of
people is especially emphasized in times of crisis, where their
competencies, skills, connection to the company and the
determination to give their maximum for mutual success come
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to the fore.

In order to be successful in the new world, companies need to
start preparing today. In the direction of people, there are two
things they need to do. First, they need to protect their people,
and then prepare and equip themselves for the future.

Protecting the People

Although the main shock of the Covid-19 crisis may be behind
us, we are still on the doorstep of a whole new dimension of
an uncertain and changing world. That requires from
companies to take care of their people on a different level than
usual. To take into account all the things that have changed,
that put pressure on and make life difficult for people, because
they are first people, with their own private lives, families,
priorities, and only then employees. The way companies will
position themselves and the care they will show towards
employees, as we have already seen from our research,
significantly affects their focus, engagement and connection
with the company now and in the future. Companies that do not
show the necessary care to employees, will have difficulty
getting the most out of them. And here we are not talking only
about the performance, but also about their engagement
reflected in the interest in the success of the company, finding
creative solutions and innovative new ways to deal with
challenges and seize opportunities.
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When deciding what measures and activities to take to protect
their people, companies need to have an eye on all of their
employees, as well as a special focus on those they consider
talented. In other words, they should answer the following two
questions:

1. What will they do for all people?
2. How will they protect the talents?

In that direction, the first thing companies need to ensure in
times of crisis is that employees are protected and safe. That
their safety, wellbeing, physical and mental health are not
endangered. Continuing from here, the next thing is to unite
them around a common goal and cause related to the survival
and success of the company. In order for employees to unite
around a common cause, they will need to be well informed
about the situation in the company and understand the
direction in which it is moving. This is a good basis for further
action on their engagement.
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Keeping People Safe and Engaged

What companies will need in times of crisis are engaged

and committed employees. But for employees to be

committed, they must first feel protected and cared for.

What companies need to do here is:

• Frequently ask people how they feel and what they

need

• Make a list of protective measures. Update it as

frequently as needed

• Act quickly in implementing the measures
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However, working in a fast-changing environment, that alone
will not be enough because changes in the environment affect
changes in people's needs, priorities, motivation, mental health
and wellbeing. And what we have seen so far is that big
changes that affect people's lives happen on a monthly basis.

Because of this, companies need to maintain active two-way
communication with their employees, which means not only
conveying information to them, but also hearing their voice,
hearing and understanding what people are telling them. By
using formal and informal communication channels and
routines, organizations will be able to anticipate these changes
in people and act accordingly.

Here we need to emphasize communication as an extremely
important tool within any change process or crisis situation.
Without proper communication, neither change can be
implemented properly, nor will we be able to deal with the
crisis properly. And at this moment, as we have already seen,
we have them both, a major crisis and daily changes.

Therefore, what companies need to do is:
• Use formal and informal channels and communication routines

to inform and stay connected with people
• To allow and enable managers to take the lead in the

communication with their employees and in understanding
their condition and needs

• Ask for feedback on company’s activities. Ask employees what
the company is doing well and what needs to change. Ask
them what else they need and what more can the company do
for them

• Encourage people to speak whenever they have something to say
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Finally, when we talk about communication, we should be careful
what messages are conveyed to employees, not only in words, but
also in deeds, i.e. what the company does or does not do (and
maybe should do). Each activity is a type of communication that
tells us what our priorities, intentions are, what is important to
us, etc.
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Communication Plays a Key Role in Crisis

Companies can use formal and informal communication

to hear the voice of employees. Speaking of formal

communication channels, companies can organize regular

employee surveys, but also set up other routines such as

regular meetings with the management team, regular

sharing of key information, and regular meetings with line

managers.

Line managers play a key role in listening to employees'

voice and sharing the most important information with them.

What companies need to do here is ensure that line

managers play their role successfully because managers'

failure to communicate with employees can greatly hurt

crisis management efforts.

Employee feedback plays a key role in adapting measures

to meet their needs. Companies can establish formal

feedback routines, but they can also once again use line

managers to make their voice heard.

Lastly, companies need to ensure that employees speak

up whenever they have something to say. To enable this,

companies will need to value and respect any opinion, as

well as take appropriate action where possible.
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Once companies succeed in doing this, their next focus should be
on talent and highly productive employees. That is, to make sure
that they are protected, engaged and loyal to the company so as
not to lose them during the turbulent period. Although in such
times companies are generally not focused on employment, still
competitors will find it difficult to resist the talents if they appear
on the market. If companies need anything in these times, it is
talented and highly productive employees and managers who will
help them overcome the crisis and prepare for the future.
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Protecting Talent is Crucial in Times of Crisis, But Also 
in the Aftermath

Talent is important for any company in times of crisis and

beyond. Whether they stay in the company or seek their

way out depends a lot on how the company treats them

when times are tough.

What companies need to do here is:

• Identify who their talents are

• Hear their voice

• Protect and support them

• Form groups of talented employees and involve

them in routines with the senior management

• Involving them in meaningful activities that will

increase their engagement (e.g. activities connected

to dealing with the crisis, finding new ways and

opportunities, redesigning processes etc.)
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Preparing and Equipping for the Future

The next step when talking about people is preparing and
equipping for the future. And it should start now because no
matter how long the crisis lasts, eventually it will end and
bring with it a new and different world. Here is also valid what
we mentioned when we talked in general about the strategies
and operations of companies, and that is that what made them
successful until 2019, will not make them successful in the
new world.

What companies need to do in this direction can be divided into
three groups.

The first thing to put in focus is the organizational structure
and decision making. What companies need to do right now is
look at their structure and see how to make it leaner and
simpler. This will help them to be faster and more agile in the
future. Related to the organizational structure are the
decision-making capabilities within the company. For
companies to be faster and more agile, decision-making will
need to be decentralized to lower levels of management, and
managers and employees to be empowered to make decisions
within their scope of work.

Immediately after that come the capabilities, i.e. the skills and
competencies that people in the company possess. The first
step to take here is to create a list of competencies and skills
that will be key to the success in the new world. The next step
would be to assess what the employees own and what is the
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difference that will need to be bridged. This evaluation will
provide the data needed to create an appropriate plan for
overcoming the differences.

Finally, the third thing to do in this part is to align people and
equip the teams. It means to select people with the right
mindset and abilities, and to align them, i.e. unite them around
a common vision and purpose.

28

How Can Companies Prepare for the Future 

Sooner or later, the crisis will come to an end. To be ready,

companies need to start preparing today by reviewing

organizational structure and empowering people, foreseeing

the capabilities needed for the future and assessing current

ones, and finally equipping the teams.

Organizational Structure & 
Decision Making

Capabilities

Align & Develop People, & 
Equip Teams
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CULTURE

Talking about people, and especially about the mindset, vision
and purpose, we come to organizational culture as the second
key element for success in the new world.

In one of its shortest definitions, defined as "the way we do
things in the company", culture affects all aspects of business.
Culture is the heart and soul of the organization and makes
every company different from the others. Companies that have
a strong, positive and winning culture achieve significantly
more than those that have a weak or negative culture. In this
regard, if we try to tell the history of a certain company as a
story, culture is not just one part of that story, on the contrary,
it is culture that defines the story and determines its success.

Various studies show that organizations with the right culture,
emerge faster and more successfully from crises compared

29

to those for whom the
organizational culture is a
weak point. In our survey,
48% of respondents believe
that their company culture
had a positive effect in
dealing with the crisis, 33%
neutral, and 19% that culture
had a negative impact.

Companies that have
previously focused on culture

48%

33%

19%

What kind of effect did the 
organizational culture of your 

company have on handling the crisis?

Positive Neutral Negative
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and actively worked on its development, should be able to
cope better with the crisis than others. These companies need
to continue their focus on culture and continue to care for and
develop it. The other companies should start working on their
organizational culture as soon as possible so that it does not
become a barrier for them to face the challenges.

But what can be done at this point?

The first thing, of course, is to lay the foundations, that is, the
purpose, the values and the behaviors that arise from those
values. The purpose or the reason for the existence of the
company is to define the company "Why". Why does our
company exist? Why do we exist? Values are the core of
culture. They define the company "What". What do we advocate
and value? Finally, the behaviors, i.e. the values translated into
concrete behaviors that will be a guide for the way of working,
cooperation and communication, for setting the principles and
creating new habits. This is the company "How".

Laying the foundations is a good start to creating the desired
culture. The next step is to create a comprehensive plan for
creating a culture that will give life to purpose, values and
behaviors. Given that these are fundamental changes in
people's behavior and habits, the plan and activities should be
good enough to inspire people to make key changes in
themselves.

A key step in reaching people is building an alliance with those
who are the first to embrace change and live the values of the
culture the company wants to create. A plus step here can be
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creating a special team that will be involved in project
activities and take part of the lead. The celebration of success,
recognition and promotion of these culture ambassadors or
champions will give boost to the changes.

In the end, the Covid-19 crisis showed us that the changes are
constant, unpredictable, and many of them have serious
consequences. Therefore, when talking about the
characteristics that the new organizational culture should
have, companies should ensure that their culture will be
characterized by adaptability, endurance, resilience, agility and
simplicity.
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Use Purpose to Better Your Odds  

In times of crisis, people turn to those things that are

important to them. Companies need to find a way to climb to

the top of the priority lists of their employees. One way to do

this is to reach out to them through the basic elements of

organizational culture. Purpose is the best place to start.

If the company does not have a defined purpose, it can use

the situation to connect people and set the purpose, i.e. the

company purpose and the purpose of each employee.

If the company already has a defined purpose, it can use it

to remind people why they exist as a company, what and

whom they serve to, what is their role in society and what is

their mission. This will help companies connect with

employees and achieve a higher level of commitment and

engagement.
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LEADERSHIP

Leaders are the third key element in success, and they are the
ones who will make the other two elements successful or
unsuccessful. In order to be successful in the new world,
companies will need the best leaders not only in terms of
competencies, skills and experience, but also in terms of
values, personal commitment, engagement and mindset.

Reiterating that what worked until 2019 will not work in 2021, in
the new world companies will need a new kind of leaders with
a different set of characteristics. The first characteristic of a
new type of leader should be authenticity, which means that
every leader should explore and find out who they really are,
what they believe in and advocate for, and then build their
leadership style based on that. Immediately after is emotional
intelligence with empathy as one of its key components.
Leaders need to be able to understand people's emotions and
moods in order to be able to adjust their actions accordingly.
Looking at the bigger picture, the new environment requires
resilient and adaptable leaders. This on one hand means that
leaders will not be easily demotivated, discouraged or
disheartened, and on the other hand that they will be able to
easily adapt to the changing conditions and circumstances.
Going further, another important leadership characteristic for
the future is agility, which among other things includes
courage, simplicity, focus and fast decision making. Finally,
moving to remote work and the global workforce, tech savvy,
cultural intelligence (and inclusiveness) will be important
characteristics for leaders.
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The Crisis Can Help You Choose the Right 

Leaders

If anything can come out of the crisis positively, it is that it can
help companies see who their true leaders are, because in
times of crisis, stress and pressure, people's natural traits,
behaviors and values come to light. Companies can use this to
identify the right leaders, position them, support and develop
them, and give them the freedom to lead and decide.
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The Leaders of the Future Will Need a New Set of 
Competencies 

Authenticity

Emotional 
Intelligence

Resilience & 
Adaptability

Agility

Cultural 
Intelligence

Tech Savvy
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Preparing the Organization

REVIEWING THE STRATEGY AND THE 

STRATEGY SETTING PROCESS

When it comes to strategy, there are two things companies
need to focus on. The first is the process of defining the
strategy, and the second is the strategy itself. As mentioned in
Part One, the changing environment requires a revision of the
current way of defining company strategies. If until now it was
less flexible and cyclical, divided into short-term, medium-
term and long-term plans, from now on, the process of
defining the strategy will have to be faster, more flexible and
adaptable to the changes in the environment. The new strategy
setting process will need to help companies make strategic
plans that will meet the challenges of the new environment.
The plans, on the one hand, will have to be innovative and
enter new directions and areas in which companies have not
operated until then. On the other hand, they will have to be
flexible and follow the changes in the environment. Medium-
term and long-term plans will continue to be as important as
ever but will not be carved in stone. Companies will need to
keep a close eye on changes in trends, supply and demand,
competition moves, consumer and social groups behavior,
changes in society and, based on that, revise their strategy.

Setting Up the New Strategy

1. Understanding the new world
The first step towards redefining the strategy is to anticipate
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the changes that the new world brings, that is, what is
different from the world in which we lived until now, and what
remains the same. Points to consider here are:
• Key environmental changes globally, regionally and locally
• Changes in the economy
• Changes in the industry
• Changes in the supply chain
• Changes in resources
• Changes in demand (changes in demand for certain

products and services, emergence of new / need for new
products and services)

• Changes in social groups
• Changes in people (lifestyle, economic power, habits,

priorities, needs)
• Changes in customers (habits, economic power, needs, new

generations)

2. Evaluation of the existing strategy
Once the changes brought about by the new world are listed,
the next step is to evaluate the existing strategy in correlation
with those changes.
• The market (What are the key changes in the supply and

demand of products and services offered by the company?
What are the trends? Is the market growing or shrinking
(and with what dynamics)? What are the dangers and what
are the opportunities? How can the company overcome the
dangers, and how can it use the opportunities for further
growth?)

• Customers (Are the customers still the same? Who are the
new customers? Who are the potential customers? What
are their habits?)
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• Sales channels (Changes in the relevance and size of the
different sales channels: What are the trends by channel?
What are the new sales channels? How can they be best
used? What are the opportunities?)

• Competition (What is happening with the existing
competition? Do they rise or fall? Who are the new
competitors? Are there products and services that threaten
to replace the existing products and services of the
company?)

• Assessment of the adequacy of the existing strategy (SWOT
analysis and other analysis that will help the company to
evaluate the existing strategy against all changes in the
above items)

3. Scenarios
Given the scale of the change, it will be difficult for many
industries to come up with a solid strategy that the company
can rely on. It is more likely that several possible business
development scenarios will need to be developed. Here the
company should answer what the possible directions in which
the company will move are. What changes it should make in its
organization and the way of working? What opportunities it will
focus on, etc. The final step here is the scenario ranking
according to the probability that they will happen.

4. Setting up and implementing the strategy
Once the scenarios are set up and ranked, the company should
create strategies for the most likely scenarios and start
implementing the strategic plans. These strategies will need to
have their own goals, aspirations and answer the questions of
where companies will compete and how they will win.
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Following the implementation of the chosen strategies,
companies should be constantly vigilant, evaluate their
success, see further changes in the environment and quickly
decide where to adapt.

5. Changes in the organizational set-up and the way of working
The changes brought by the new world, in addition to a new
strategy, require companies to change the way they work and
function, and thus change their organizational set-up and
structure. Which direction the changes will go will largely
depend on the industry, but some general trends are
digitalization, remote work and virtual teams, implementation
of agile working methodology, decentralization of decision-
making to increase reaction speed, etc.
In addition, organizations will need to identify the skills and
competencies needed to successfully execute strategies,
analyze existing ones, and develop a plan for bridging
differences.

Review of the Strategy Setting Process

If the first step, which should help companies cope with
change faster, is to set a new strategy, then the next step that
should allow them to follow trends is to revise the strategy
setting process.

As mentioned earlier, the time for rigid short-term and long-
term strategies is over. In the future, strategies will need to be
flexible so that they can be easily adapted. To be able to meet
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this challenge, companies will have to abandon the current way

of setting, monitoring and implementing strategies. They will
need to set up routines and teams tasked with recognizing
environmental changes and their impact on strategy. Then,
based on that, make appropriate analysis and propose
changes. All of this, along with a change in strategy or parts of
it, will need to happen quickly. Much faster than before. And if
until now we did not believe that it was possible, all the rapid
and major changes that companies had to make to adapt to the
environment created by the Covid-19 crisis, proved that still,
when it is critical, companies can be faster in decision making.
This new capability is something that companies should strive
to keep alive and be a key part of their decision-making and
strategy-setting processes. How these teams and routines will
be set up will largely depend on the environment and industry
in which the company operates, but some features such as
cross-functionality of members, independence in work and in
proposing solutions, agile way of working, etc., will need to be
present in all.

In this regard, what companies need to do is to set a new way
of setting the strategy, which will be active and alive
throughout the year, and not just at certain times as before.
Then set up and staff the teams. And finally to set the
appropriate routines and tasks on them.
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INTRODUCTION OF AGILE METHODOLOGY

Agile methodology seems to be in vogue in the last two or
three years. More and more companies from different
industries are accepting the agile way in certain segments of
their working. Some implement it throughout the organization,
and some experiment with individual agile teams. Eventually,
the new world has created an environment in which agility will
be crucial to the success of companies.

But why is agility important and what does it bring with it?

In short, agile methodology allows organizations to react fast
and make changes quickly and easily in order to create a new
product, solve a problem, or seize an opportunity. By reacting
fast, companies quickly adapt to change and manage to seize
opportunities ahead of their competitors.

If a company has not practiced agile methodology so far, it will
need to follow a certain path to be able to implement it in all
parts of its operations.

1. Understand the agile methodology and the ways it can
benefit the company
The first step in the process is to understand well what an
agile way of working means. How it works, what are the
principles, advantages and what changes will the company
need to make to move to the new way of working. The next
step is to understand the ways in which this methodology will
help the company, as well as to see where this methodology can
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be used and where it cannot.

2. Building capabilities (competencies) for implementation of
agile methodology and leading agile teams
A key step in implementing agility is building the internal
capability to work in the new way. Depending on which
methodology is chosen, the first thing to do is to select a group
of employees who will be trained according to the new
methodology in order to share knowledge throughout the
company and be able to lead the initial projects.

3. Implementation of the agile way of working
As with any change, to be successful you will need a group of
enthusiasts who with their work and results will help inspire
others to become part of the change. This group of enthusiasts
should actually be the group of employees who will be the first
to be trained in the new methodology. Therefore, they should
be carefully selected.

One of the best ways to show the power of the new way of
working is to start with a few projects that will soon achieve
results. The success of the first teams will be an invaluable
fuel for sharing the benefits of agile methodology and gaining
as many followers as possible.

Finally, a key part of the implementation is the removal of
barriers. This can be done by capturing the benefits of agility
for all, and it will be implemented properly in each segment
where it was provided, without making unfounded
concessions.
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4. Spreading agility throughout the organization
Once the first successes are seen and the word is spread, i.e.
the new, fast and simple way of working will be heard in all
parts of the organization, the next step would be to spread
agility throughout the organization, with special routines from
the lowest levels and processes to the top management. Not
accepting the agility of any of these layers can be a danger to
its implementation.

5. Finding your own ways of working
Once agile methodology becomes a regular practice in the
company, agile teams, especially the more experienced ones,
should be given the freedom to find their own, better and
faster ways of working.
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The Role of the Customer

Agile methodology enables companies to develop products

and services that will meet the needs of customers, i.e.

products and services that they will seek and purchase. The

way to this is through constant testing and trial of products

and services in the design phase.

To be successful in this, companies need to actively engage

customers. This means establishing constant direct

communication, listening to their voice (what do they need,

do they need such a product, what features should the

product have, at what price would they buy it, would they

replace the products they now use with the new product,

etc.)
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INCREASING FREEDOM OF DECISION-MAKING

One of the things companies can do to meet the challenge of
change and increase the speed of decision-making is to
empower the lower levels of management and employees to
make decisions that have until now been made by the upper
levels of management. This saves time in preparing for
approval and the time that usually elapses while waiting for
the availability of a manager or the board to make a decision.

This can be done by first seeing which decisions can be
cascaded and making a list of decisions by job position or
function. The next thing that can be done, to ensure proper
decision-making of the cascaded decisions, is to create a
decision matrix that clearly states the circumstances under
which the decision is made and who is entitled to make the
decision. This saves time on the one hand, and on the other
hand ensures that the right decisions are made.
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Example Decision Matrix

New Business 
Ventures

Design of 
New Product

New Hire
New Sales 
Channels

BoD X

Marketing 
Manager

X

Sales 
Manager

X

Line Manager X
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BUILDING A CULTURE OF INNOVATION

Closely related to the introduction of agile methodology and
empowering people to make decisions within their scope of
work is building a culture of innovation. While we will talk
about shaping the organizational culture in the pages to come,
here we would emphasize the importance of innovation as a
characteristic of culture that will be crucial in the future. If
innovation has so far been a characteristic feature of startups
and smaller technology companies, in the future it will be
crucial to the success of companies of all sizes and ages.

The culture of innovation promotes and supports creative
thinking, thinking outside the conventional approaches,
constantly experimenting and challenging the status quo.
Innovation will help companies anticipate and respond quickly
to change, thereby finding new ways, new and better products
and services.

Key features of the culture of innovation are:
• Open multidirectional communication
• Cooperation between employees, units and departments
• Flat organizational structure
• Focus on the big picture, vision and strategy
• Experimentation
• Risk taking
• Accepting mistakes as inevitable in the innovation process
• Focus on employee development and acquisition of new

skills
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CUSTOMER CARE

When we talked about agility, we said that customers play a
key role in the process of developing and designing new
products and services. In addition, in times of crisis and
turbulence in the environment, companies need to show care
for their customers, whether they are individuals or legal
entities. Although there are many things that companies can
do in this direction, here we will single out a few that we think
are more important.

If the customers are individuals, the first thing companies can
do to show that they care about them is to maintain a fair
pricing policy even when their products are in short supply in
the market. The second is to do everything they can to make
their products and services available to customers. Next on
this list would be to create products and services that will
meet the new customer needs. And finally, to listen to their
voice and maintain open communication rich with
understanding, compassion, and positive feelings.

If the customers are legal entities, i.e. other companies,
organizations and institutions, in addition to the above, here
companies should go a step further and see how they can help
them run their business, is there anything they can do to make
their work easier or help in some other way. Having in mind
the entire supply chain, companies should show such care to
their suppliers, too.

The care and attitude towards the customers at a time when
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they are dealing with difficulties will greatly affect their
decisions and loyalty after the end of the crisis.
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PROTECTING PEOPLE AND TALENTS

One of the most important aspects of companies' actions in
times of crisis is their attitude towards people, and above all
the care for people. Continuing with what we have already said
in Part Two, what is important to say here is that the activities
of companies aimed at caring for people should be focused at:

- Protection from negative environmental influences
- Protection of the physical and mental health of the
employees
- Care for the well-being of employees and the work-life
balance
- Caring for their commitment and motivation
- Informing about all important changes and steps taken by
the company
- Listening to the voice and needs of employees, taking
actions to address the needs
- Connecting people who work in different places and
remotely
- Connecting with the main goal of the company and giving
meaning to their existence and operation

Exactly what activities companies will plan and implement
depends on their needs and the situation in which they find
themselves. Also, special actions are not required for each of
the items listed above. Some can be covered by a more
comprehensive action, and some are influenced by the
company's overall behavior towards employees, managers’
behavior and management style, the priorities that are set, etc.
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What is important when it comes to activities related to caring
for people, is for companies to be extremely fast in
recognizing the needs and the changes, as well as, in
implementation of appropriate actions to address them.
Actions should be quick, simple and effective. No matter how
good the plan is, if a certain action does not give the necessary
results, it should be quickly revised and changed.

When we talk about caring for people, the decisions that are
made in the company are of special importance. They should
be aimed at protecting and supporting people. If people are
convinced that the company's management cares about them
at least as much as it cares about protecting the business,
then the efforts they will make will be appropriate and will
help the company overcome the crisis. This goes a step
further, in the time after the crisis, because it positively affects
the loyalty of employees, their commitment and motivation.

When it comes to talent, all of the things we have said above,
also affect their commitment, motivation and loyalty. They are
first and foremost people, and then employees, that is, highly
productive employees and talents. This means that in order to
protect their talents, companies, in addition to the things we
listed in Part Two (when we talked about protecting the
talents), need to commit to the protection and support of all
the people in the organization in the right way.
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PREPARING AND EQUIPPING FOR THE FUTURE

When talking about preparing and equipping for the future, we
said that there are three aspects that need to be addressed:
- Organizational structure and decision making
- Abilities
- Aligning and developing people, and staffing teams

Realizing that we are moving towards a new world with its
own characteristics that are quite different from the world we
have lived in so far, companies should also pay attention to
revising the ways they work and function. We have already
mentioned this when we talked about the introduction of agile
methodologies at work and the empowerment of the lower
layers of the organization to make decisions that until then had
been entrusted to middle or top management. These two
changes do not necessarily mean a change in the
organizational structure, but they set the preconditions for it.
For example, in the beginning of the introduction of agility,
companies usually start with one or more agile teams, but if
they really want to introduce an agile way of working, it means
that they will have to change the organizational structure to a
leaner, faster and more agile structure which will enable this
way of working through the company. Empowering the lower
levels of the organization to make decisions that were
previously entrusted to middle or top management will further
help this path.

The following aspects should be considered when reviewing
the organizational structure:
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• Changes in the business environment
• Products and services that the company will offer in the

future
• New ways of working

The analysis of these three aspects can be used by companies
to identify the capabilities and competencies (experience,
knowledge and skills) they need to work successfully in the
future. The list of competencies will vary from industry to
industry, but there are some that are overseen as important
across industries. Some of those competencies are:

• Digital skills
• Adaptability
• Resilience
• Perseverance
• Entrepreneurial spirit, innovation and creativity
• Self-initiative
• Orientation towards solutions and critical thinking
• Communication skills
• Cooperation skills and teamwork
• Emotional intelligence and empathy
• Awareness of the differences (diversity)

Creating such a list complemented by competencies relevant
to the industry and the company is the first step towards
equipping and developing people. What follows is the creation
of lists by job types and the creation of an employee
development plan. Where companies will not be able to meet
the needs through the development of existing employees,
they will need to make a plan to attract and recruit such
profiles from outside.
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The whole process, from setting up a new organizational
structure, to filling the vacancies with employees with the
appropriate competencies, will inevitably leave some of the
existing employees to be redundant or inadequate in terms of
their capabilities. For these employees, companies will need to
find the most painless and dignified way to help them continue
their path outside the company. Here companies should keep
in mind that the new world will leave many people stranded,
without the appropriate abilities, knowledge and skills.
Therefore, the way companies will separate themselves from
these people will be very important, first for the employees
themselves who have become redundant or inadequate, and
then for the other employees who follow the whole process
and can expect the company to do the same with them if in the
future they come to the same situation.
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SHAPING THE ORGANIZATIONAL CULTURE

Shaping organizational culture is a comprehensive process
whose success requires a good plan, structured approach,
determination and perseverance. The last two things are
especially important. In order to have a successful shaping or
change of culture, we need the determination of the top
management and perseverance in the implementation through
the other layers in the organization. Perseverance is especially
important because the process itself usually takes more than
a year. How long this shaping process will be will depend on
the quantity of changes that need to be made and the extent to
which top management wants to spread the new culture.

The initial step of this journey is to define the elements of the
new culture. Here we primarily mean:
• Purpose
• Vision
• Mission
• Values
• Behaviors

As we described in Part Two, these are the foundations of the
organizational culture.

Once we have laid the foundations, the next two steps are
research and evaluation of existing culture. With them we
want to see where the company is at the moment and what is
the path to be taken. The research can be done through a
survey conducted with the employees in the company, separate
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focus groups or an analysis of the ways in which the
employees work, collaborate, communicate, etc. Once the
survey data has been collected, it should be analyzed and
compared to the final desired destination.

This will help to make the right decisions about what
measures and activities will be implemented within the
process of cultural change, as well as to set a comprehensive
plan for their implementation. No matter what specific
activities the plan contains, they will need to be designed and
integrated to lay the foundation for the culture, to spread it
throughout the organization, and to ensure that that they will
grow into new habits and behaviors. For this to happen, the
activities will need to be multidimensional and reach every
employee in the organization. This means that there will have
to be different activities for different levels of staff and
management including:

• Workshops (e.g. for laying the foundations of culture)
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The Foundations of the Organizational Culture

The purpose or the reason for the existence of the company

is the company "Why". Why does our company exist? Why

do we exist? Values are the core of culture. They define the

company "What". What do we advocate and value? Finally,

the behaviors, i.e. the values translated into concrete

behaviors that will be a guide for the way of working,

cooperation and communication, for setting the principles

and creating new habits. This is the company "How".
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• Focus groups (e.g. for testing the new culture elements)
• Working groups (for implementation of certain tasks,

activities, or projects)
• Special groups (so-called Change Ambassadors, Culture

Champions, Leading or Guiding Coalition, etc.)
• Business simulations
• Culture labs
• Communication campaign (which will reach all levels of the

organization)
• Placement of new sayings and symbols
• Implementing the culture foundations in existing processes

and routines
• Monitoring and measuring changes, etc.

This is not a definitive list of activities that can be done. As we
said, exactly what measures and activities will be included in
the change plan depends on the path that the company should
take, but in all cases what they will have to achieve is the
placement of the culture elements, creating general
acceptance of the same and inspiring employees to accept the
changes by showing them the benefits. To achieve this, the
plan will need to have a good balance of activities that will
"push" and activities that will "pull".

In addition to measures and activities, the change plan should
include the people who will be involved in implementing them,
with the right roles, responsibilities, and tasks. The first to be
involved and who have one of the most important roles are the
members of the top management. Their role is in initiating and
designing change, but even more so in spreading change
throughout the organization and setting a personal example.
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Consistency in what top management says and does is crucial
to whether the rest of the organization will accept the
changes.
Next on the list are the other managers in the organization
who, like the top management, should be actively involved in
the changes, to live them and to serve as an example to
others.

However, for employees to be more receptive to change, they
need to feel involved. This can be done through certain focus
groups and working teams, but even more effectively through
a specially created team of so-called change ambassadors,
culture champions, leading or guiding coalition, etc. This team,
representatives of middle management and employees, has a
very important role in implementing change by participating in
various activities from designing and defining change to their
implementation and spreading throughout the organization.

Finally, when we talk about people in change, what is sure to
happen is the emergence of a number of employees (and
managers) who will oppose and block change. In this case, the
top management of the company should do two things. The
first is to ensure that the need for change and the benefits of
change are properly communicated and presented to all
employees, and that everyone is given a fair chance to see the
same and join the change. Once it has ensured that this is done
properly, top management needs to be firm and resolute in
addressing what those employees who are blocking change
need to start doing and what they need to stop doing. And
finally, to part with those who will continue to block change
and thus jeopardize the entire process.
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Once the plan has been set up and the people who will
participate in the different teams and groups are selected, the
next step is to implement the activities. During the
implementation of the activities, it should be ensured that the
activities are implemented as planned, but also through
monitoring and analysis to see if there are any changes to be
made in the plan. Given that the culture change is a long
process, it is likely that the plan set at the beginning will
change during implementation.

The last step in the process of shaping culture is to measure
change through assessment that will show how many of the
elements of the new culture have come to life and to what
extent. The results of this assessment will show what further
measures are needed, i.e. whether the organization will need
to continue with measures and activities for change or with
activities for maintenance and strengthening of culture.
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The Culture Shaping Process

1. Desired Destination – what our culture should be like

2. Research – where are we now

3. Assessment – what does that mean for us

4. Decision – what are we going to do

5. People – who is going to do it

6. Actions – shaping the culture

7. Measuring – are we there yet



Preparing the Organization

SELECTING AND GROWING THE LEADERS FOR 

THE FUTURE

In the direction that the new world will require changes in a
number of aspects of the companies' operations, they will also
need a new type of leaders who will lead them to further
success. This new type of leader is characterized by several
competencies that have been set up so far or simply not given
the attention they need. We have already said, those
competencies are:
• Authenticity
• Emotional intelligence
• Resilience and adaptability
• Agility
• Cultural intelligence (awareness)
• Tech savvy

Of course, this list is not complete or closed. Companies can
identify other competencies that they consider important to
them. However, for success in the new world they need to
ensure that their leaders are equipped with these
competencies as well.

If here too, the first step is to create a list of competencies, i.e.
the profile of the new type of leader, the next step is to
evaluate the competencies of existing leaders and compare
the extent to which they match the desired profile. The
following steps will emerge from this analysis, which
depending on the plans and needs of the company may include:
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• A comprehensive leadership development program with a
variety of activities including training, workshops, coaching
sessions, mentoring, exchange of experience and
knowledge, etc., or

• Separate development measures supplemented with other
types of activities that will help their development

Whichever path companies choose, it should be designed in a
way that allows leaders to be proactive and self-initiated, but
also to hold them accountable for their personal development.

It is essential that companies realize the importance of these
changes and the necessity of building leaders for the future
because without proper leaders, all other efforts can be in vain
or at least much more difficult to realize.

Finally, as we said when we talked about preparing and
equipping for the future, there may be leaders who will be
inappropriate in terms of their performance, values,
competencies, or way of thinking and behaving. Companies will
need to quickly decide how to deal with them, first to protect
the dignity of these leaders and to pay tribute to everything
they have done for the company so far, and then to protect
themselves and the change processes from possible
blockages. Taking these two aspects into account and the
speed of planning and implementation will be key to success.
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