
The digitization of operations
and the creation of a next-generation
operating model

The creation of new digital
business models and revenue
streams

The creation of a seamless
digital customer experience

The creation of a new workforce model,
with human workers augmented by
automation and artificial intelligence

1 Accelerated by a matter of months

1 Sharply accelerated, putting us  
       years in advance of expectations

1 Is the same as it was before the 
       pandemic

1 Progress has lapsed

58%
40%

78%

16%

60%
32%

40%
46%

10%

Across the following  
areas of enterprise digital
transformation, please 
say what impact the 
pandemic has had 
on progress. 

The telecoms industry continues to be the backbone keeping us 
connected. We checked in with 50 global CEOs from large telecommunications companies 
in the 2021 KPMG CEO Outlook Pulse Survey. They continue to invest in improving the 
customer experience and the acceleration of digital business models.  

Effects on transformation progress

2021 KPMG CEO Outlook Pulse Survey

Telecoms industry insights
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26%e-commerce or
sales platforms

Automation

Digital communications
(e.g. video conferencing,

messaging platforms)

Cloud computing

Customer-centric
technologies
(e.g. chatbots)

AI (Artificial Intelligence)

Data security
measures

Technology investment
choices Multiple responses allowed.

Compared to a year ago, does your company plan to invest
more in the following technologies? 

The longer-term business
impacts
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Multiple responses allowed.

What longer-term impact do you foresee 
the pandemic having on your company? 

Customer engagement 
predominantly via virtual 
platforms  

Look to do more virtual 
interviews with potential 
employees

Look to hire talent that 
works predominantly 
remotely

Look at shared office spaces 
for employees to work more 
flexibly

Downsize our organization’s 
physical footprint

                      (e.g. chatbots, social 
media, phone or website) 

Provide additional flexibility to 
help employees offset family 
commitments                                  (e.g. homeschooling) 

Partner with third parties to 
deliver our services to 
customers (e.g. gig economy)

A majority of employees 
working remotely 2-3 days 
a week

Increase HR resources for 
managing employee 
well-being and mental health 

Continue to build on 
digital collaboration and 
communication tools
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The 2021 KPMG Pulse Outlook Survey features insights from 500 CEOs at large global companies ($500M+ annual revenue), including 50 in the telecommunications industry. They were surveyed about 
key challenges and opportunities in driving business growth over the next three years and their responses to the ongoing COVID-19 pandemic.


