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Over 12 months ago we entered 
a pandemic of monumental 
proportions. COVID-19 transformed 
the whole world and much of how 
we live, bringing both challenges 
and opportunities. 

Limited International Travelling 
– Global Mobility Transforming 
And Re-Focusing Priorities
Border closures, country lockdowns, 
quarantine requirements and restricted travel 
have all impacted the relocation industry. 
From the moment the first countries went 
into lockdown international travel became 
very limited and global companies had to 
adapt immediately to set up remote and 
global working environments. For Global 
Mobility, this meant a re-focus of operational 
priorities and a reorganisation of their roles in 
managing and maintaining mobility as much 
as possible.  

According to Santa Fe Relocation’s annual 
Global Mobility Survey findings, formal 
assignments were expected to decrease in 
favour of International local hires, short-term 
business trips or virtual assignments.  

“The responses have shown flexibility in 
policies, internal resources, and the value-
added principle will need to be considered. 
Global Mobility will always be necessary, 
but the purpose for the utilisation of talent 
mobility will see a shift in the coming years to 
a more sustainable programme”- Cassi Bauer, 
Director, Global Mobility, Oceaneering - about 
Santa Relocation’s Global Mobility Survey 
2020/21 ‘Repurpose: challenging change.(1)

 
Specialist Destination Support 
Is Becoming A Priority 
Global destination service providers (DSP) 
have worked hard to keep their customers 
proactively informed on the changes 
affecting their mobility programme. Frequent 
COVID-19 reports and online COVID-19 tools 
are provided to help organisations to make 
informed decisions and act with duty of 
care when deploying their employees on 
international or domestic assignments.  

It became very clear for global destination 
service providers from the very first day of the 
pandemic that any assignment or relocation 
would only be possible under two conditions: 
if legally possible, and if the employees’ safety 
and welfare remains uncompromised. 

As a result, many practical new services 
were developed to address the second 
condition, employee safety and welfare:   
•  Travel arrangement support with 

additional comprehensive COVID briefing   
•  COVID support services: COVID test and 

vaccination compliance, quarantine advice 
and preparation

• Flight eligibility check: fit-to-fly guidance 
•  Safe and reliable airport transfers in clean, 

hygienic vehicles
•  Quarantine basket with local groceries and 

hygienic products delivered to employees’ 
accommodation to limit their need to 
shop, or to support in quarantine.

"Leveraging Technology With 
Human Empathy Is Key During 
These Challenging Times” 
The typical accompanied on-the-
ground destination services needed to 
adapt. They are now either assisted by 
destination consultants with a preliminary 
health declaration and strict social 
distancing measures applied, or through 
interactive virtual services designed to be 
enjoyable from the security and comfort 
of the employee’s home or temporary 
accommodation, such as:     
•  Virtual home search
•  Virtual school search 
•  Virtual orientation and settling-in services. 
These are being provided in a few different ways: 
1. Real-time visit of properties by local 

destination consultants. It uses web-based 
visual technology to present the housing 
units or schools allowing employees and 
their family to ask real-time questions; or

2. Online face-to-face sessions where 
the destination consultant gives a 
comprehensive location overview with 
pre-recorded virtual tour items, e.g. city 
tour, shopping options, medical facilities 
and more. He will also answer any related 
questions and present the housing and 
schooling options.

Virtual Departure services have also been 
in high demand when assignments were 
terminated with immediate evacuation. 
Often without a plan in place, the support 
of a reliable global destination service 
provider with calm and professional support 
and practical advice is essential.  

“In summary, the key message is real-
time home/host knowledge, planning 
and tactful expectation management of 
relocating employees and their family. The 
trick is to keep communication simple, while 
dealing with emotional, stressful and often 
ambiguous situations”. - Montserrat Lopez, 
Relocation Director, Santa Fe Relocation.

Global Destination Services 
Technology Is A Key Platform 
For Change 
Global work requires companies from all 
industries to embrace greater collaboration, 
flexibility and innovation.  

Global  dest inat ion services are 
provided, therefore, in a more interactive 
working-style, utilising technology more 
than ever through video calls, online 
meetings with the camera on, and virtual 
tours. Extended 24/7 time-zone coverage 
and technology support are now a basic 
requirement and expectation.  

What Are The Expectations Of A 
Destination Service Provider In 2021?
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BETTINA ZBORAY
Head of Global Destination Services at Santa Fe Relocation. 
Bettina has spent over 20 years in different Global Mobility 
roles, both on the corporate and the service provider side; 
including client management and advisory functions.
She has extensive experience in communication and works 
efficiently with business stakeholders, public organisations, 
vendors and co-workers.
She is best placed to understand and work through the 
challenges Global Mobility is facing today and displays 
sensitivity and natural duty of care.
One of her recent key project was transforming Santa Fe’s 
destination services through technology and innovation to 
deliver a true human and digital experience.
Bettina can be contacted at: Bettina.Zboray@SantaFeRelo.com

About Santa Fe Relocation:
Santa Fe’s mission is to deliver exceptional relocation 
experiences for our customers, supporting them 
with destination services, moving, immigration and 
assignment management.  
Visit: www.santaferelo.com  

Throughout the service delivery, Global 
DSP teams are supported by innovative 
technology solutions using more direct, 
informal chat-style or short messaging 
solutions. These are captured and recorded 
in their relocation technology platform for 
date-and-time stamped case follow up.

Technology brings value in Global Mobility, 
see Fig. 22.      

 
The Wider Perspective: Thrive 
And Embrace Change
COVID-19 accelerated opportunities in 
the destination services industry for those 
who were already organised and set up for 
global work with a wider perspective on the 
challenges and the ability to offer a globally 
coordinated and end-to-end supported 
service model. This has proven to be literally 
lifesaving in the time of a global crisis. 

“Global deployment of talent is still 
considered important to achieve business and 
talent objectives. Physical mobility will continue 
where possible, with the use of more varied 
assignment types”. - Global Mobility Survey 
2020/21 ‘Repurpose: challenging change.

The pandemic has exposed fundamental 
weaknesses in many areas of our personal 
and professional lives, however, as the 
world opens up, we anticipate that Global 
Mobility will benefit from and continue 
to require service delivery models created 

during the crisis - innovative, safe and reliable 
destination services solutions. 

“Mobility is not disappearing in a (post) 
COVID-19 world. It is evolving and challenging 
all of us who are passionate about this 
industry to thrive and embrace change in all 
of its forms”. - Yann Blandy, Owner & Chief 
Executive Officer, Santa Fe Relocation.

Resource: 
1. Santa Fe Relocation’s Global Mobility 

S u r v e y  2 02 0 / 2 1  ‘ R E P U R P O S E : 
Challenging change. https://www.
santaferelo.com/en/mobility-insights/
g l o b a l - m o b i l i t y - s u r v e y /g l o b a l -
mobility-survey-2020-21-repurpose-
challenging-change/).


