
2020 

Megatrends for the DECADE 



RESEARCH 

COVERAGE 

 

 

 

  

 479 business leaders C-level  

 experts and executives from various industries 

 

 Europe, the Middle East, Africa, Asia Pacific 

 

 

/2020 



What are the most 
important trends in 
business & customer 

service for the current 
DECADE? 
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82% of firms believe that no 

matter what technological innovations 

by 2020, customers will always 

expect some form of personal 

interaction 



now 

Nearly all firms (87%) 
take care of their service 

offering in-house. In the 

decade ahead, however  

25% more firms will 

outsource part of their 

services 



ONline/OFFline 



Conclusion 
 

We are leaving in a 
changed world and HR 
professionals are essential 
for the change! 



Services will  

become more  

important than  

manufacturing 

Develop  

“community-like”  

work-environment 

Develop inside 

Social Media  

competences  

Increased  

internal  

transparency &  

communicate more 

Increase  

connectivity  

with your  

own employees 
 

Give people  

the option  

to choose 



New performance  

evaluation 

standards 

More focus on  

customer  

services trainings 

Empower employees 

Implement  

instant-gratification 

performance  

measures  

Adjust  

Organizational  

Culture to be more  

open and flexible  
 

MOTIVATE  

People to be  

CREATIVE 



Thank you! 
Sorin Faur 

HR Coordinator for Balkan Region 

sorin.faur@bdo.ro 

www.bdo.ro 
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