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About Verizon

As a leading provider of technology, communications, information and entertainment products and 
services, Verizon is committed to creating the networks that move the world forward. With more 
than 130,000 employees, Verizon is well-positioned to influence the future of work, not only as a 
major employer but also as a provider of critical technologies that will be used to shape the way we 
work. Verizon leadership is committed to positively impacting the way forward. Chairman and CEO 
Hans Vestberg played a key role developing the 17 United Nations Sustainable Development Goals 
and advancing the role of corporations and CEOs in society. Chief Human Resources Officer Christy 
Pambianchi plays a key leadership role on people development and workplace culture, ensuring 
Verizon has diverse talent equipped with future-ready skills.

About Xynteo

Xynteo works with a community of visionary 
business leaders, equipping them and their 
organizations to transform the systems in 
which they operate. It provides advisory 
services for strategy, innovation, engagement 
and learning; and it builds cross-sector 
collaborations, including the Xynteo 
Exchange, Leadership Vanguard, India2022 
and Europe Delivers. The future of work is 
fundamental to Xynteo’s mission to reinvent 
growth, driving a new growth model that 
works with and not against nature; benefits 
the many, not just the few, and delivers value 
across generations, not quarters.

About Europe Delivers

The Verizon-Xynteo Future of Work initiative 
emerged from Europe Delivers, a business-
led partnership with a mission to build 
future-fit growth in Europe. The partnership 
is currently led by eight companies – 
Scania, Yara, Mastercard, DB Schenker, 
Shell, ManpowerGroup, Tata, and Verizon 

– representing a range of industries. Europe 
Delivers pursues its mission in three ways: 
through creating impact, transforming 
narratives, and engaging leaders of Europe. 
It catalyzes impact through practical projects 
that apply innovative commercial solutions to 
complex systems challenges in areas such as 
food, energy and the future of work.
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Nineteenth-century concepts of “work” and “worker” have been in our lexicon 

since the last industrial revolution. In the last year, however, the COVID-19 

pandemic has pushed “the future of work” into hyperdrive, requiring us to look 

closely at how the definitions of these terms fit into the world today. It is time to 

meld the infrastructure of the Fourth Industrial Revolution – mobility, broadband 

and cloud, and all of its possibilities such as AI, automation, big data and 5G – with 

our aspirations for this imminent future of work.

How can we begin to shape a positive future of work – for all?

Verizon and Xynteo have engaged with a diverse set of thought leaders and 
practitioners from across Europe and the United States to understand which 
barriers might stand in the way of achieving a positive work future.

This report provides insight into our journey so far, exploring barriers to 
transformation in five key areas: corporate purpose; education and lifelong 
learning; lost potential; technology and ethics; and worker prosperity.

To further explore the insights uncovered, we are also introducing the Verizon-
Xynteo Future of Work initiative. Since March 2021, we have been working with 
thought leaders and practitioners to examine each barrier through a systems lens, 
and formulate actionable recommendations for business leaders and policymakers 
to accelerate a positive future of work.

Findings in this report are based on a structured review of available data and 
literature. To broaden our understanding, we conducted more than 30 interviews 
in Europe and the United States across academia, corporations, start-ups, 
governments and nongovernmental organizations, as well as conversations with 
Verizon leaders and insights from Europe Delivers contributors.  

ExecutiveSummary
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The future of work is the future of us, as individuals 
and communities, and as economies and societies.



At Verizon, we’re invested in building a future 
of work that’s equitable and sustainable for all.

As we recover from the COVID-19 pandemic, 
how we work has leapfrogged by about 5 
to 7 years, thanks largely to the accelerated 
digitization of our world. Nearly every industry 
on the planet runs on mobility, broadband 
and cloud services, and that means we need 
to think differently about what it really means 
to work and to thrive.

As a major employer with more than 130,000 
employees worldwide, we feel a responsibility 
to actively shape a positive future for our 
workforce so we can continue to attract and 

retain top talent, help our customers live and 
work harmoniously, supply our partners with 
the tools and tech they need to succeed and 
ensure that our connected society leaves no 
one behind.

This is why we’re excited to team up with 
Xynteo and Europe Delivers to launch the 
Future of Work initiative. Our focus now is to 
prepare for the challenges – and opportunities 

– that lie ahead.

We hope you’ll join us.

Hans V.

The world we are standing in today looks 
very different than it did a year ago. We faced 
converging crises that tested us in every way, 
but also led us to reimagine possibilities 
for the future, including the opportunity to 
transform the workplace.

As we pave a new path forward, we cannot 
ignore systemic inequities that impact 
people’s ability to prosper. While these 
barriers are deep-rooted across society, they 
are fixable if we commit to driving change 
within and beyond our walls.

At Verizon, we are at the forefront of an 
industry building a more-connected 

world. With our purpose, scale and reach, 
we are uniquely positioned to shape a 
more equitable society where people can 
participate to their full potential.

That’s why we are pleased to partner with 
Xynteo and Europe Delivers to define a future 
of work where our employees, customers 
and communities have the best chance for 
success. From this report, our next step is 
to translate the insights gained into actions 
that drive inclusive growth. Together, we can 
create a future where everyone has an equal 
opportunity to thrive.

Christy Pambianchi
Executive Vice President and 

Chief Human Resources  
Officer, Verizon

Hans Vestberg
Chairman and CEO, Verizon

“There has been a seismic shift that has shaped a new way of working, one 
that has redefined how labor markets function and businesses approach their 
workforces. At the core of this transformation is an opportunity to marry 
the learnings from global markets to create integrated and scalable solutions 

that will spark real change.” — Christy Pambianchi, Executive Vice President and 
Chief Human Resources Officer, Verizon

Forewords
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The BigQs How can we create the conditions for 
employees to feel greater personal 
fulfillment and meaning in advancing 
their company’s purpose?  

About the barrier 
For many people, work is core to their 
identity and inextricably linked to how they 
define success and self-worth. A meaningful 
connection to a company’s purpose directly 
influences an employee’s sense of fulfillment 
and engagement, translating into growth and 
gains for the business. A 2018 study of 1,500 

C-suite leaders found corporations 
that defined and acted with a great 

sense of purpose outperformed 
financial markets by 42%.1 

Other researchers estimate 
that corporations with 
engaged, purpose-led 
employees deliver 21% 
higher profitability than 
their peers.2 As companies 

compete for talent that will 
help them win in the digital 

age, their ability to align work 
with purpose has become a 

potent competitive advantage.

Why this barrier? 
The most successful organizations view 
purpose as a strategic lever to drive 
growth and employee engagement as a 
key performance metric that impacts the 
bottom line. Employees who feel aligned 
to the values of a company are enthusiastic 
and committed to maximizing their potential. 
Work goes from a job to a source of pride 
and personal investment. 

Coming out of 2020, employees now expect 
and even value an organization’s purpose 
over other offerings and benefits. More than 
60% of U.S. employees say the pandemic 
shifted their priorities to place a higher 
value on health and well-being, workplace 
safety and company purpose, than on 
compensation and career advancement.3  
Looking to the future, organizations with 
purpose-driven cultures are more likely to 
survive and grow.4  
  

Corporate purpose
Barriers

“Leaders will need 
to know how to 

connect with, inspire 
and empower a more 

distributed workforce.” 
— Natachia Antonis, CHRO, 

The Berner Group, and 
former CHRO, DB Schenker

“I hope that in ‘building back better,’ the different sectors, employees, 
employers, businesses and governments can find different ways of working 
together. This is absolutely essential to protecting and future-proofing our 
economies and workers.”                                                — Tarja Halonen, former President of Finland



How do we build a new vision of a meaningful life, when work 
in its previous forms may no longer exist?

Obstacles 
While a strong corporate 
purpose is key to creating a sense of 
belonging and fulfillment, it needs to be 
authentic and ingrained in the fabric of the 
organization. A company that does not live 
up to its highest ideals risks promoting 
a culture of distrust that diminishes 
productivity and growth. For it to work and 
bring value, a purpose needs to be more 
than just words. Purpose must shape the 
company’s conduct and responsible business 
practices within and beyond its walls. 

Opportunities 
With the rapid introduction 

of new technology, defining and 
operationalizing a purpose has never 
been more critical to keeping employees 
engaged and secure as they adopt new 
ways of working. If employees believe in 
where a company is going and what the 
business stands for, they will be more 
invested in safeguarding its future. The role 
of leadership in defining corporate purpose 
and bringing it to life for employees cannot 
be underestimated. Building purpose-driven 
teams is an essential leadership capability.4  
And in a remote work paradigm, empowered 
and engaged workers will be vital to 
promoting a positive corporate culture and 
long-term success.
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“The narrative is currently  
focused on keeping up with the 

technological developments to stay 
relevant, but I would like to see a 

much stronger focus on purpose and 
values. I think that should be in the 
center of the discussion regarding 

the future of work.” 
— Rosa Lind, Leadership and  

Change Manager, Ingka Group



The BigQs How do we reconceptualize our notions of,  
and approaches to, lifelong learning to 
progress toward a positive work future?  

About the barrier 
Changes in the way we teach, train and gain 
new knowledge and skills have not kept 
pace with changes in the way we work. In 
the U.S. and across Europe, our education 
systems are not preparing young people for 
the current and future labor market. A pre-
COVID-19 survey in Europe found that 61% 
of employers were not confident they could 
find enough applicants with the required 
skills to meet business needs.6 And while 
on-the-job training and education take place 
as needs emerge, it’s mostly reactive. We are 
not seeing the deliberate lifelong learning 
and reskilling required for our workforce 

to adapt to the current 
and forthcoming 

changes in our 
economy.7 

Why this barrier? 
While this is a systemic issue that has 
escalated with the digital era, 2020 further 
uncovered the inadequacies and the 
immediate need for a wide-scale approach 
to continuous learning and training. Across 
the globe, educational institutions pivoted 
overnight to deliver lessons, evaluate 
progress and foster interpersonal skills in 
remote settings.8 Although some companies 
retrained staff to respond to sudden shifts in 
demand, many learning programs were put 
on hold at a time when development is even 
more critical for future success.9  

Technology is not slowing down, and its 
promise and potential will only intensify. With 
this ever-accelerating pace, learning itself 
will perhaps become the most essential skill 
for employees to maximize their potential. A 
2017 survey estimated that automation and 
AI could make it necessary for as many as 
375 million workers to reskill or switch jobs 
by 2030.10

Education & lifelong learning
Barriers

“We are moving toward a model of work which is a lot more agile and flexible, 
with people working on different projects or gigs, optimizing their skillsets 
across organizations. Both organizations and employees need to prepare 
themselves for this reality.” — Anita Hoffmann, Managing Director, Executiva

“We need to embed learning 
and working into the same systems, 

rather than as distinct spheres. As a result, we 
will see more work-integrated learning – and 

more learning-integrated work.” 
   — Jamie Merisotis, President and CEO, Lumina Foundation



And how do we equip people with the skills and resilience to 
shape a fulfilling career path in a constantly changing landscape?

Obstacles 
Access to learning is not 
equal. It’s one of the most significant 
drivers of inequality, contributing to a 
growing digital and skill-based divide that 
holds communities back from realizing 
equitable opportunities. 

As we leverage all that technology and 
the digital era offers, we must ensure the 
changes made to our education systems do 
not leave vulnerable communities further 
behind. Today, U.S. workers without college 
degrees have access to only 26% of all 
new jobs created. This trend requires us to 
reconsider how we train and certify young 
people.11 The pandemic has piled further 
stress on adults worried about their jobs 
becoming obsolete in declining professions 
and sectors.12 Large-scale reskilling is 
imminent, but reskilling adults depends as 
much on social support and mental health 
as it does on an ability to access education, 
training and resources.13 

Finally, we must address systemic inequities 
in digital access. Half of those with lower 
education levels in Europe do not regularly 
use the internet.14  

There are growing 
concerns about the 

long-term impacts of this 
disparity on children and young people as 
they participate more in online learning and 
require technology to access the resources 
they need to succeed.15 

Opportunities 
As we strive to build a prosperous and 
equitable future of work, we must reimagine 
education and lifelong learning accordingly. 
Putting the promise of technology into 
practice will require an entirely new approach 
to ready the workforce for jobs where people 
can participate and contribute meaningfully.

While exciting innovations are already 
emerging in unexpected places – from 
peer-to-peer content to video games16  – the 
real opportunities will require solving deep-
rooted challenges, not symptoms. Bridging 
the digital divide, revolutionizing how and 
what we teach, upskilling workers of all ages 
and providing incentives and support to 
reskill are key to unlocking the potential of 

our current and future workforce.
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“We need to train students  
with skills that make it possible for  
them to handle fast transitions and  

fast changes at work. Self-awareness, 
creative thinking, critical thinking  
and interdisciplinary collaboration  

are the skills of the future.” 
— Professor Solve Sæbø, Pro-rector of Education,  

NMBU (Norwegian University of Life Sciences)



The BigQs How might we confront institutional 
and systemic biases effectively, tackle 
discrimination and inequality, and promote 
human potential?  

About the barrier 
Diversity is one of the most powerful 
competitive advantages. Studies of businesses 
around the globe have reaffirmed that diverse 
workplaces deliver more innovation and 
stronger financial returns while creating 
products and services that meet a broader 
range of customers’ needs.17 Despite global 
calls for greater diversity, equity and inclusion, 
people continue to be excluded from work 
and opportunity on the basis of race, gender 
and sexual orientation, age, socioeconomic 
background, and disability.18 This exclusionary 
bias represents lost potential for our societies 
and economies19 and deepens systemic 
inequities that hold communities back from 
prospering equally. 

Why this barrier? 
The systemic challenges around building 
a more diverse workforce are not new. 
However, following the events of 2020, 
employers have started to take greater 
accountability for confronting injustice and 
exclusion. Through racial and social justice 
movements, advocates demand an overdue 
global reckoning for ethnic minorities and 

marginalized communities entrenched in 
discrimination.20  

With the arrival of COVID-19, the parallel 
public health and economic crises exposed 
and amplified pre-existing inequalities. In 
the U.S., women, Black, Latinx, and other 
people of color have been disproportionately 
impacted by the pandemic, widening 
the racial wealth gap and employment 
disparities.21 For example, a lack of access to 
technology and reliable broadband internet 
has sidelined people from participating fully 
in their education, employment opportunities 
and limited their ability to work remotely.22 
Individuals living with disabilities have 
faced further isolation and exclusion, 
especially when examining the intersection 
between disability and race.23, 24 The 
LGBTQ+ community has also experienced 
disproportionate and alarming impacts.25 
Furthermore, women are downshifting their 
careers at rates not seen since the Great 
Recession, with women accounting for 
100% of net job loss in the U.S. workforce in 
December.26 

While the pandemic brought these issues 
to light, there has been a lack of effective 

Lost potential
Barriers

“Currently, there is not enough diversity of people and perspectives included 
in the development and testing of technology and AI. My hope is that we 
disrupt the types of technologies that we develop and how technologies are 
integrated into society.” —Desmond Patton, Associate Professor of Social Work,  

Sociology and Data Science, Columbia University



And how might we rethink the social contract to empower humans 
to promote greater equality, diversity and inclusivity that cultivates a 
sense of belonging for all?

action and sustainable 
solutions from the public and 
private sectors. Staying still or operating 
independently will not address this challenge.

Obstacles 
Structural and institutional inequality in 
the workplace inhibits the development 
of human capital and, over time, erodes 
social fabric.27 We must acknowledge why 
previous efforts to advance diversity, equity 
and inclusion have fallen short and identify 
interventions that go beyond treating the 
symptoms of systemic injustice to change 
the system itself. This is no small feat and 
will require a seismic shift in long-standing 
power structures to eliminate resistance to 
change and examine unconscious bias in our 
everyday decision-making. 

Opportunities 
The evidence is clear: where we can build 
diverse and inclusive workforces with the 
mindsets, skillsets and resources to succeed, 
we see superior results and greater resilience 
in times of adversity. 28 A diverse workforce 
that values different perspectives makes 
us stronger and better prepared to solve 
the complex challenges that lie ahead. The 
power of diversity and inclusion manifests in 
high-performing organizations, with respect 
and equality at every level from the C-suite 
to the ground floor, where every employee 
contributes to organizational performance and 
develops pride and purpose through work.
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“The biggest change because of COVID is accessibility. The ability to work from 
anywhere has opened up a lot of opportunities for a lot of people who might have 
been excluded prior to COVID, especially people with disabilities.”

                                               —Vee Kativhu, student and LinkedIn Changemaker
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“For people who exist on the 
margins, their survival demands 

innovation. So, it strikes me as a bit odd 
that we don’t do more to incorporate the 

voices of those who exist on the 
margins in the rooms where 

innovation is being discussed.”
— Eddie Ndopu, humanitarian, activist, and 

a United Nations Secretary-General’s  
Global Advocate for the Sustainable  

Development Goals



The BigQs How do we build a human-centric future 
of work where workers can thrive as the 
economy grows? 

About the barrier 
In the coming decade, our economies will 
undergo a profound and rapid transformation, 
with technological innovation opening up 
opportunities for growth and improved quality 
of life. However, as the U.S. and Europe have 
witnessed, deep divisions emerge when parts 
of society are excluded from accessing these 
benefits and gains. 

Despite the surge of innovation in the U.S., 
real wages have stagnated for all but the 
highest-paid workers over the last 40 years.30 
In a similar period, 17% of Europe-wide growth 
was captured by just the top 1% of earners, 
compared with 15% by the bottom 50%.31 The 
public and private sectors must work together 
to ensure everyone has the opportunity to 
prosper and participate in the forthcoming 
economic transformation.

Why this barrier? 
For many businesses, COVID-19 served as a 
catalyst to accelerate future ways of working 
and reimagine the employee experience. Some 
companies dialed up measures to prioritize 
health and safety and expanded resources to 
support employees’ well-being. At the same 
time, we experienced the most significant 
workforce shift since World War II. Millions 
found themselves suddenly unemployed or 
furloughed with no relief in sight.  

Amid the pandemic, an understanding emerged 
of our shared hardships and the importance of 
embracing shared prosperity. We must rethink 
how to engage and support workers, unpaid 
caregivers and those in front-line jobs – and 
ensure that all workers can thrive personally 
and professionally as our societies return 
to health. When we get to the other side of 
this crisis, our priority must be to ensure that 
everyone has a chance to participate and 
succeed in an economy that recognizes them as 
equal.

Worker prosperity
Barriers

“Moving labor to the asset side of the balance sheet is an indicator that the 
corporation acknowledges its interdependence; that its ability to survive and 
thrive depends upon the well-being of the whole community. In other words, 
the health of the whole depends on the health of the parts.”

                                               — Deborah Frieze, Founder and President, Boston Impact Initiative,  
and Sallie Calhoun, Founder, No Regrets Initiative



How can we increase access and opportunity, reduce income 
inequality and enable all workers to participate in the promise 
of the Fourth Industrial Revolution?

Obstacles 
Creating opportunity and 
prosperity for all will require 
significant systemwide changes, from 
government regulation to organizational 
policies and societal beliefs, with support for the 
individual that helps promote their participation 
in this new world of work.

Given the rapid pace at which workers change 
jobs, the U.S. and Europe may need to shift 
their focus from job security (keeping a worker 
in a particular job) to employment security 
(safeguarding their career path and well-being 
through skill-building and development). 
The core challenge rests with adapting rigid 
economic and social systems to meet the new 
needs of an emerging work landscape in a 
coordinated and equitable way.

Opportunities 

The future of work holds great promise for 
all. While investing in worker prosperity at a 
societal level has been a long-held aspiration, 
the transformation accelerated by COVID-19 has 
prompted businesses to rethink the benefits and 
support that matter most to their workforce. On 
the policy side, legislators and advocates in the 
U.S. and Europe are working to ensure that a 
post-COVID-19 recovery presents a “new deal” 
built on dignity and opportunity for all workers. 
There’s no better time to put worker prosperity 
front and center as we shape a future of work 
that works for everyone.
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“The future of work is  
the future of our societies.  

It’s not simply about the level of 
employment, it’s not simply about 
productivity, it’s not simply about 

increased material output. It’s about 
making work meet the requirements 

of all of us: the people who do  
the work and the people for whom 

the work is done.” 
—Guy Ryder, Director-General,  

International Labour Organization



The BigQs How do we address the fear and 
concerns that come with a rapidly 
changing technology landscape? 

About the barrier 
The technological advances of the Fourth 
Industrial Revolution are introducing new 
ethical considerations to the future of work. 
In the U.S. and Europe, it’s increasingly 
common to work alongside bots and 
robot-human hybrids. We’re starting to 
feel firsthand the productivity gains from 
digital tools, automation and AI.32 Yet as 
technology plays an ever-greater role in 
work, many workers are anxious over 
whether an increasingly digital world means 
they are being displaced or under constant 
surveillance.33 The ethical choices we make 
about the technology developed and how it is 
deployed will determine the degree to which 
technology promotes worker productivity, 
happiness and well-being.

Why this barrier? 
COVID-19 accelerated businesses’ 
digitalization by several years, rapidly 
changing the operating context for most of 
the world’s workers.34 Digital technology has 
enabled employees to remain connected 
to customers, employers and each other 
while working remotely, but it has also led 
to “digital burnout,” with significant physical 
and mental health effects. Virtual work has 
brought employers into workers’ homes, 
raising questions about privacy. While 
tech-driven alternatives may have limited 
workers’ exposure to infection during the 
pandemic, a 2020 study found that more than 
half of people worry about job loss due to 
automation.35 

Technology & ethics
Barriers

“The chief ethical officer should sit at the top of the organization, look at 
the technology being developed and ask: Does this technology reflect the 
worldview or the future state that we want to move toward? Is it ethical, is 
it transparent, is it sustainable, is it inclusive?” 

— Rahaf Harfoush, author and 
Executive Director, Red Thread Institute of Digital Culture



How can we ensure that technology development is ethical by design 
and supports worker productivity, happiness and well-being?

Obstacles 
We are at a crossroads 
where innovation and ethics 
meet. With technology developing faster 
than regulation can keep up, companies 
cannot rely on compliance alone to ensure 
applications in the workplace are ethical. 
While AI may mean more decisions can 
be automated – from who we recruit to 
how much to pay a worker – we know that 
algorithms and AI systems can perpetuate 
the bias of their human designers.36 

Opportunities 
To carve a path toward a 

fair, equitable and prosperous future, 
the Fourth Industrial Revolution can’t only 
be about making things faster, smaller and 
smarter. Research has shown that employees 
respond positively when their employers 
use new technology to add value, not just to 
cut costs.37 It is incumbent on us to design 
technology to help humans succeed in work – 
unlocking productivity, fulfillment and better 
quality of life for all. 
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“Making sure that 
technology works in a way  

that addresses issues around  
privacy, data ownership and bias 
against certain groups is really 

important, and public policy has  
a massive role to play.”

— John Ferguson, Globalization Practice Head,  
The Economist Intelligence Unit
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