72% of businesses lack clear hybrid work strategy
according to the 2022 Future of Work Study
After rapid response to COVID-19, executives demanding strategy & tech reset to
support hybrid work
DALLAS and Melbourne, Australia – March 1, 2022 --- AT&T* and Dubber Corporation Limited
(ASX: DUB) (Dubber) today announced the results of primary market research gauging executive
and employee attitudes to COVID-driven hybrid working.
The State of the Industry: Future of Work survey was created to gain insights from senior
executives regarding current and future work models, challenges posed under new working
models, and technology accelerants to aid change in the way that businesses conduct work out to
2024.
The research shows hybrid work - a mixture of onsite and remote work - will become the standard
operating model across industries by 2024. Striking results included:
●
●

●

●

Hybrid work the default by 2024, half of work performed offsite: 81% believe hybrid
work will be the foremost working model by 2024, with 56% of work done offsite
Vast majority of businesses lack a detailed hybrid work strategy: 72% lack a detailed
strategy and 76% don’t have the right key performance indicators (KPIs) to support hybrid
working models
Tension between what employees want and what organizations prefer: 86% believe
their employees prefer a hybrid work model but 64% believe their organization prefers an
on-premise work model
100% of respondents believe a hybrid work model will help attract young talent

2021 was identified as a redefining year in how companies conducted business with just 24% of
respondents' employees working onsite. Before COVID-19, these non-traditional work models were
more likely to be viewed as employee perks.
Lack of workplace innovation, insufficient oversight, and cultural shifts were identified as three
barriers to successful hybrid work, but participants believed they were not insurmountable. With
investment in strategy, building culture remotely, and the application of technology - specifically AI
- in critical business use-cases, firms can transition to a successful hybrid-first work environment.
The top challenges to effective hybrid work identified by CXOs include: maintaining employee
oversight, losing institutional/tribal knowledge, and sustaining company culture - all traditionally
highly associated with in-person work. Mass adoption of new work models has shown to be
partially effective, with 79% of firms believing that employees have been productive, although not
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without resulting challenges, with only 45% confident in employee innovation throughout the
period.
Artificial Intelligence and Machine Learning (AI/ML) were identified as the top transformative
technologies in the survey, with their intrinsic value identified specifically in the areas of employee
training, intelligent enterprise search and learning, and conversational help.
The research shows that while employee productivity is maturing, with high analytics adoption,
other areas like revenue leakage and employee retention require further investment. A need for
deeper analytics and insights - driven by AI - into both the customer and employee can be
accomplished by mining and transforming data from remote conversations and interactions - to
build new models of operation in targeted business functions.
Alicia Dietsch, Senior Vice President, AT&T Business Marketing:
“There’s been a non-reversible shift in the way business is done thanks to the constraints of COVID19. It’s clear that a successful talent program now requires a hybrid work policy, but that policy
needs to be supported by a strategic tech-first cultural reset, to ensure business growth and
competition. Firms need to ask themselves if they have the in-house expertise to achieve this, or
whether it’s now time to go beyond a partner in remote infrastructure rollout to a partner in techfirst remote business strategy.”
Steve McGovern, CEO, Dubber:
“We’ve taken the first steps into a ‘work from anywhere’ world. Removing employees from the
workplace was necessary but creating distance wasn’t.”
"Our technology is served directly from AT&T’s networks as part of an AT&T service enabling
organizations to capture every conversation and turn them into data and seamlessly share insights
as desired. Knowing and understanding how employees are performing and, indeed, their general
welfare can have significant impacts on how businesses manage this hybrid workplace
environment. This can be achieved via immediate customer insight including, for example, real-time
sentiment analytics. AI makes it possible to mine this vast treasure trove of information.”
"Businesses moved with urgency to distance employees. Now they need to do the same when it
comes to deploying the tools needed to overcome distance. Closing the gap between a business and
their customers and employees should be a priority for every executive and, it’s available directly
from the AT&T service."
Gaurav Pant, Co-Founder/Chief Insights Officer, Incisiv:
“COVID-19 has been the single most transformative event in shaping the future of work. Attitudes
towards working models have dramatically transformed over the last 24 months, and the “hybrid”
working model will soon become default. Firms needs to upgrade their employee technology stack
and undergo a cultural reset to prepare for this new normal.”
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Research Highlights & Background: Hybrid Work = The New Way to Work
The Future of Work study highlighted that while many firms responded to a shift in working
models as needed, this largely resulted in “band-aid” solutions to enabling hybrid work, with the
majority lacking a detailed strategy to support it. The resulting length of time working remotely is
now driving a cultural and technology reset in business - to which AI and ML will be critical in
delivering advanced functionality to drive innovation and collaboration.
Additional research highlights include:
●
●
●

●
●

Hybrid work to advance diversity: 91% believe a hybrid work model will
improve workforce diversity.
Cultural shift required: 58% believe they don't have the culture to sustain a hybrid work
model.
Hybrid working is impacting innovation and collaboration: 79% believe hybrid
working is effective in driving productivity, but 45% feel it does not support innovation and
54% see it impacting collaboration.
Conversational help: 71% believe that AI and ML in conversational help will have an
important business impact.
AI & ML in conversational insights is transforming work: With the tech having a high
impact on Employee Productivity, Customer Intelligence, Attracting New Talent, Revenue
Leakage, Call Center Intelligence, and Retaining Talent.

The Future of Work study from Incisiv was conducted on behalf of AT&T and Dubber Corporation
Limited (ASX: DUB) (Dubber), between October 2021 - November 2021. The survey comprised 303
US-based respondents, 87% above Director level, across five key industries, with 1M+ employees
represented, and 34% with companies over $1B in revenue.
For a link to the full report, please click here.
For a detailed blog summary of findings, click here.
*About AT&T Communications
We help family, friends and neighbors connect in meaningful ways every day. From the first phone call 140+
years ago to mobile video streaming, we @ATT innovate to improve lives. AT&T Communications is part of
AT&T Inc. (NYSE:T). For more information, please visit us at att.com.
About Dubber:
Dubber is unlocking the potential of voice data from any call or conversation directly from the network.
Dubber is the world's most scalable Unified Call Recording service and Voice Intelligence Cloud adopted as
core network infrastructure by multiple global leading telecommunications carriers in North America, Europe
and Asia Pacific. Dubber allows service providers to offer recording from virtually any source - turning them
into AI-enriched insights for compliance, revenue, customer and people intelligence. Dubber is a disruptive
innovator in the multi-billion-dollar call recording industry. Its Software as a Service offering removes the
need for on-premise hardware, applications or costly and limited storage.
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