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For the thousands of years humans have inhabited earth, our hands and fingers have 

been one of our greatest tools. Human hands are unique. No other creature in the 
world has hands that can grasp, hold, move, and manipulate objects like humans; the 

way we shake hands, signal, open doors, type on computer keyboards, lift objects, or 

open things - even the way we touch someone we love.

With the onset of COVID-19, research continues to 

surface that threatens the very use of our hands. 

The National Institute of Health has revealed that 

COVID-19 can live on surfaces such as stainless 

steel and plastic up to 72 hours,1  leaving us more 

cautious than ever before on what, when, and how 

we choose to touch. The possibility of someone touching a contaminated door handle, 

then infecting themselves by touching their mouth or face, has lead to several major 

behavioral changes2: people are increasing protectionary measures like face masks 
and latex gloves, and reducing their moments of touch.

85% of people claim they have been washing their hands or using hand sanitizer more 

frequently, according to a recent study conducted by researchers at the Center for 

Economic and Social Research at the USC DANA AND DAVE Dornsife College of Letters, 

Arts and Sciences. The study about the human behavioral change during COVID-19 

also shows 61% of the people reported engaging in various forms of social distancing, 

while the most common strategy practiced by 45% of people was to avoid contact. 
The result? A society that will do everything to avoid touching surfaces, especially 
the public ones.3

Not touching – anything? Sounds impossible, or at least, very challenging. Imagine a 

world without using your hands – how will people enter and exit rooms or buildings, 

use a vending machine to buy a fresh beverage, hang on to the handles of their bike, 

or secure themselves in a moving train or bus on their daily commute? And let’s not 

forget the unintended touch of their phone: to answer messages, to find directions, 

or simply – because it’s coded in our modern behavior – to routinely check our social 

networking apps? Unimaginable...or is it?

Robb Willer, a sociologist at Stanford University, said in an interview with Science 

Magazine that we will see “a more rapid change of behavior than…in recent human his-

tory.”4 And, with these fundamental shifts in norms and social behavior, society will 
adapt – because adapting is something humans do quite well.

FOREWORD

Yet the ways we use our 
hands are changing now,  
and forever...

THE ZERO-TOUCH SOCIETY    FOREWORD



03

In this white paper on the Zero-
Touch Society, LAB13 by MRM will 
analyze human behavior and post-
COVID-19 challenges across the 
following environments:

THIS IS THE RISE OF A ZERO-TOUCH SOCIETY

We are not here to tell you that people’s behavioral change in a society that is 

connecting contactless with the digital infrastructure is big news. With the suc-

cess of voice devices in the past few years we’ve seen many brands designing 

new experiences for a Zero UI (User Interface) world. However, this pandemic is 

massively accelerating this process and opening innovative, new opportunities to 

design solutions that grow the relationship between brands and people.

EDUCATION

TRAVEL

WORK

RETAIL 

SOCIAL

How might we redesign existing environments 
and experiences leveraging cutting-edge techno- 
logy that will allow people to interact with things 
without touching them?

Of course we won’t live in a entirely touchless world and the time of social dis-

tancing and face masks will be reduced over time. At LAB13, we see this as an 

opportunity to optimize and automate diving deeper into these key areas, hypothe-

sizing the expected behavioral changes for humans, and leading with provocations 

answering a larger design question:

HEALTH
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Kate MacNevin
Global CEO, MRM 

“Brands will need to digitally  
transform at lightning speed.  
Focusing on redesign experiences 
fitting the touchreduced human 
behavior with an eye on  
sustainability. Cutting- 
edge technologies can be 
an enabler for valuable  
innovations to shape  
the next normal.” 
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WORK

BACK TO WORK: NO GATHERING AT 
THE WATER COOLER, PLEASE.
Just because we discovered we can work from home, doesn’t mean we all want to. See 

how going back to the old workspace is not going back to the same old way of working.
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ENVIRONMENTAL 
REALITIES

Prior to the COVID-19 pandemic, around 8% of the world’s workforce – approxi-

mately 260 million people – worked from home on a permanent basis. With the 

onset1 of the pandemic, that number has risen tremendously. Now as remote work 

becomes a veritable deluge from COVID-driven policy, companies and employees 

have been scrambling to adjust. In the U.S., nearly half of workers are currently 

working from home five or more days per week as a result of the coronavirus 

outbreak.2

Among the many, essential workers who continue to 

work under “business as usual” conditions are being 

selflessly exposed to serious risks of touching. These 

workers are afraid to go to work, and they are at the 

epicenter of disease. To keep the world running, they 

tend to the ill, deliver food, drive buses, and patrol 

the streets. 

Those who are able to work from home have done 

so – relying on digital tools and services to mimic the 

physical work environment. The lockdown chal-

lenged people to augment team collaborations and 

connections with virtual meetings and happy hours. However, the lack of human 

interaction and the distance from the workplace are affecting many of those 

working from home. Forty-five percent of U.S. workers say they’re burned out, 

and one in four connect their stress to the COVID-19 pandemic.3 They are trying to 

juggle professional and personal lives during times of crisis while worrying about 

job security. These heightened burnouts and increased anxiety are becoming an 

emerging topic of mental health and wellness.

Wired /Getty Images

WORK
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BEHAVIORAL 
TRUTHS

The pandemic has forced the adoption of new ways for working and this is becom-

ing our new models of living. The boundaries between working from home and in 

the office will continue to blur as these changes in the lockdown will stay with us. 

Many organizations started reviewing new approaches to reinvent office spaces to 

accommodate these new ways of working when employees are back to the office. 

Companies are empowering employees to work together from any location by in-

vesting in video conferencing and collaboration tools, accelerating digital transfor-

mation. Working remotely also has created virtual opportunities to socialize and 

keep employees connected during the challenging times. More people schedule a 

regular check-in, host a virutal happy hour, and set up virtual water cooler conver-

sations through discussion board/chat rooms to engage in casual conversations. 

According to a recent survey by Four Loko, 55% of Americans are joining virtual 

happy hours and 34% are socializing more with coworkers during quarantine.  

Although this shift has established infrastructures for remote work, the draw-

backs still exist for many employers. The lack of face-to-face interactions and 

collaborations can make both managers and employees feel out of touch. Seven-

ty-one percent of executives are worried about continuity and productivity during 

the pandemic. Loneliness is another common complaint4 about remote work: with 

no opportunities to connect in an informal social setting, isolation can cause em-

ployees to feel less belonging to their organization.

While 45% are in favor of mandatory COVID-19 testing 
for health clearance before returning to the workplace, 24% 
are very concerned about this very same testing.5 From 
monitoring body temperature, physical proximity, and social 
activity,6 employers will have to track their employees for 
the sake of office health and well-being, potentially coming 
head-to-head with growing data privacy concerns.

WORK
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And, as the the economy starts to reopen, the concern is real for those return-

ing to the office. 

With the pandemic, the work environments are radically disrupted. How can 

we avoid the overcrowded elevator, or find ways not to touch the office door? 

How can we use common areas such as meeting spaces, bathrooms, and  

cafeteria areas with increased caution? 

Companies are leveraging touch-less technology to keep business as usual in 

the physical world to enable return to offices safely. Reimagining and recon-

structing office guidelines and solutions will eventually improve the current 

operating models and will leverage the best of both in-person and remote work.

An employee sits behind protective screens as part of preventative measures against the COVID-19 novel 
coronavirus, as they eat in a cafeteria at the offices of Hyundai Card credit card company in Seoul. (Jakarta 
Post AFP/Ed Jones)

An employee, wearing a protective face shield, consults 
with a customer at the IKEA home furnishings. (Forbes / 
Getty Images)

THE ZERO-TOUCH SOCIETY    WORK

Around the world, we see different touch-free  
applications in office spaces to stay protected 
from everyday interactions.
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REDESIGN 
WORK

The workspace of the future may be your home. This might be a true statement, 

but it won’t work for everyone and it will take years for a full redesign. We need to 

quickly design affordable solutions that make it more comfortable for people to 

move around in public physical environments. In the short term, the architecture 

firm Gensler is seeing companies revise existing plans by creating more space 

between desks, adding soft architecture features like partitions, and making 

changes that ultimately affect traffic flow.7

Once considered expensive and complicated tools for the tech elite, 3D printing 

and 3D scanning can play a dramatic role in small mass production. Companies 

globally have already started leveraging this technology to deliver consumers 

long-desired niche products at the click of a button. In 2019, Ikea8 launched This-

Ables with McCann Israel, 

a new and revolutionary 

line of products that bridge 

some of the gaps between 

existing IKEA products and 

people who have special 

needs.

How might companies leverage 
technologies like 3D printing,  
beacons and motion sensors to 
create a touch-less work environ-
ment for people to move around 
office space?

WORK
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EDUCATION

BACK TO SCHOOL: FIND DISTANCE 
LEARNING INSIDE EVERY CLASSROOM.
We tried to teach our kids ourselves, but it’s clearly best left to professionals. See how 

school days – and school yards – will evolve for good.
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ENVIRONMENTAL 
REALITIES

Since the onset of COVID-19, UNESCO estimates that 1.38 billion students have 

been affected by school closures.1 Many schools and universities have an-

nounced they would remain closed for the rest of the academic year, leaving 

students and educators to resort to remote learning services, and in some cases, 

simply halt education.

Why? To avoid the spread of COVID-19. Even more specifically, to avoid some of 

the “germiest” places at school: the water fountain, the cafeteria, the keyboard, 

the toilet seat, and even simply – the hands of students.2

While children and young adults were initially not thought to be at risk, more  

recent evidence shows that both populations face a threat from the virus.4

EDUCATION

About 70% or people are somewhat concerned or very  
concerned that schools could be a place that further 
spreads the coronavirus, and 67% of parents felt that 
schools were only slightly prepared for the coronavirus –  
or worse – not prepared at all.3
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BEHAVIORAL 
TRUTHS

As many communities begin to re-open schools, students are promoting social 

distancing in multiple ways. New safety measures require students and teachers 

to wear masks and/or plastic shields in addition to proper spacing, yet additional 

unique measures also have been implemented by schools across the world.5 In 

Hangzhou, China, students have made playful, personal tools like cardboard wings 

to promote the practice of social distancing.6 For those students still confined at 

home, digital learning has been the only option to continuing education. 

Research shows that online learning is linked to increased retention of infor-

mation (up to 50% vs. in-person classroom learning) – but what is the tradeoff?8 

Physical classroom experiences where students must learn to interact and co-
exist with each other are “among the most influential factors in their socializa-
tion.”9 The result of no in-person learning could very well lead to social isolation 

and greatly impact a student’s interpersonal skills and relationships.

EDUCATION

Video conferencing tools like Zoom and Webex, paired with 
learning management systems like BlackBoard and Google 
Classroom, can mimic the in-person learning experience, but 
require discipline, favor independent workers, and create a 
learning gap for those less technologically equipped.7

(Emmanuel Dunand/AFP/Getty Images) (Gemunu Amarasinghe/AP)
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EDUCATION  
REDESIGNED 

EDUCATION

THE ZERO-TOUCH SOCIETY    EDUCATION

Human teaching methods – especially in education – will have to adapt and 

evolve. In the long run, the role of human teachers will change when cooperat-
ing with AI systems and will focus more on creative, social, communicative and 
cooperative skills. 

In 2019, ETS launched their TOEFL test as an Amazon Alexa experience, using 

voice-recognition technology to quantify the quality of the acoustic feedback of 

students. In-person teaching, motivation and social interaction are crucial, espe-

cially for younger students and are resulting in significantly better performanc-

es10 than digital learning alone. Mastercard, along with MRM Madrid, launched the 

Kit Beat jersey apparel that connects parents and children by transmitting their 

heartbeat through haptics during FIFA Champions League soccer games.

How might we use haptic sen-
sors, biometric measurement 
and smart AI technologies such 
as voice recognition and virtual 
reality (VR) to enhance the so-
cial interactions for children and 
create new learning experiences?
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ON THE ROAD AGAIN: PLEASE REMOVE 
SHOES, LAPTOPS – BUT NOT MASKS.
Our daily commute and yearly jaunt will be more difficult than ever. Learn how that’s 

not going to keep us from moving about the cabin, or the world.

TRAVEL
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ENVIRONMENTAL 
REALITIES 

TRAVEL

The outbreak of COVID-19 has brought the world to a standstill, and as argued by 

WTO, travel and tourism has been one of the hardest-hit industries. With 10% of 

the global workforce being employed in the tourism industry,1  WTTC estimates 

that one million tourism-related jobs are being lost every day.2  

Travel restrictions and social distancing continue to be enforced across borders, 

with travel business on the verge of bankruptcy and prompting closure of most 

leisure or entertainment venues. 

In some parts of the world, a nighttime curfew has been imposed to restrict 

people from traveling. Some attest that public transport such as subway or buses 

helps cause the spread of the COVID-19. Although high-contact surfaces are disin-

fected every day, experts encourage commuters to walk or bike to stay protected 

from crowds.

The fear of COVID-19 also has affected startup unicorns that have been dominat-

ing a previously thriving transport/sharing economy. The idea of sharing things 

means sharing germs: shared ride services like LyftLine and UberPool have been 

suspended, and shared home startup Airbnb recently laid off a quarter of its 

workforce.4 

In the peak of COVID-19, airlines – after seeing  
decades of postwar growth – cut services by 70%.3
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BEHAVIORAL 
TRUTH

TRAVEL

The lockdown has triggered a significant behavioral and social change on travel-

ing patterns. For the first time in history, close to 90% of the world's population 

now live in countries with travel restrictions.5 The tourism sector as a whole are 

among the most affected and they will be shifting to touchless travel to survive in 

the new normal. People will travel again as more travel and transportation provid-

ers adopt and integrate contact-less technologies.  

In response to COVID-19, airlines and airports around the world are doing every-

thing they can to help avoid touching or to keep people safe from touching. With 

many uncertainties surrounding COVID-19 itself, one thing is clear: reduce the 

need for person-to-person touchpoints. There are different approaches to enable 

contactless mobility across all elements of the end-to-end customer travel jour-

ney from security to retail and payment. Airlines are using infrared temperature 

screenings prior to boarding and are being forced to implement precautionary 

measures including compulsory face masks and protective gear for both cabin 

crew and customers. Flight attendants are now covering themselves from head to 

toe, turning their uniforms into personal protective equipment.

People miss travel and, every week, people talk about 
traveling, getting out, taking the family on a trip, or get-
ting together with friends to go to places.6 It's one of the 
most missed activities in the quarantine. However, 41% 
say they will change how they go about traveling.7 
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They are blocking middle seats to keep social distancing and cutting back food 

and beverage offerings to reduce service touchpoints.8

The spread of COVID-19 will push the new standard of operations for the entire 

travel economy to make consumers feel safe and cared for. As a result,  oppor-

tunities to enable contactless mobility solutions are limitless from automation, 

robotics, to digital identity.

Bangkok has face mask vending machines at train stations to help curb COVID-19 spread. (Marketingoops)

Some airlines started giving out face masks and 
hand wipes as part of a new amenity kit for passen-
gers and imposing strict cleaning procedures, sani-
tizing aircraft lavatories, overhead bin handles, tray 
tables and seat back screens before every flight.
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To mitigate health risks, airlines, hotels, and public transport have been forced 

to adapt to strict policies, including zero-touch interactions, limited gatherings, 

travel restrictions, and extensive cleanings. Touch screens for entertainment and 

advertising in airplanes, trains and taxis are a massive source of potential germs 

and most likely will become the most avoided surface by a zero-touch society. At 

the same time this becomes a massive opportunity to redesign the travel journey 

by using advanced technologies and creating new experiences. Three-time Fast 
Company Best World Changing Idea Honoree Project "SIGNS" (LAB13 by MRM) 
was designed to democratize voice and allow people with hearing disabilities 
using their hands to communicate with smart voice assistants. Such technology 
could be leveraged in future travel redesigns to replace the touch screen.

How might we use image  
recognition, gesture control, 
facial recognition and AI to  
design a touchless and safe 
travel experience?

THE ZERO-TOUCH SOCIETY    TRAVEL

TRAVEL

TRANSPORT & TRAVEL
REDESIGNED
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WHAT’S IN STORE FOR STORES:  
COME IN! WE’RE OPEN-ISH.
We may not really need pants, but we’re eager to buy them nonetheless. See how the 

new rules of shopping will keep us from the spree.

RETAIL
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RETAIL 

ENVIRONMENTAL 
REALITIES 

The retail industry has largely shut down for non-essentials since the onset of 

COVID-19 to ensure social distancing. Essential retail is limited to food and med-

ication, and where people are physically shopping, there are strict processes in 

place with safety being paramount. The effect has created eerie scenes in our 

cities and towns across the world.

As the economy reopens in phases, social distancing rules which 

we’ve been accustomed to in our essential retail will continue to 

extend to shops, bars, restaurants, and hospitality, at the very least 

until we have an effective vaccine. 

Being on the front lines of the COVID-19 battle, retail businesses 

are forced to adapt to keep services alive. As more people turn to 

e-commerce and online delivery, businesses are taking new direc-

tives to make connections digitally with consumers. For instance, 

according to the CEO of ClassPass, almost 90% of their 30,000 gym, 

studio and wellness partners across 30 countries have indefinitely 

closed their physical locations.2 To navigate such financial hits, these 

retail services look for solutions to mitigate the damage and survive 

in the new normal by blending virtual and physical experience. 

The 'human experience' of these retail businesses has fundamental-

ly changed. Retail’s personable interaction has been replaced with 
a fear of lack of cleanliness and hygiene. More consumers are more reluctant to 
go back to the experiences of browsing alongside other shoppers or talking to 
people in order to get help.

In these uncertain times, retail businesses are taking short-term actions. Stores 

are putting up protective screens, cleaning shopping carts, providing masks and 

hand sanitizers to help consumers feel safe, restricting the numbers of shoppers 

in stores and creating one-way systems around stores.3 Businesses are stressed 

over handling customers who don't maintain distancing or not wearing masks. 

One store owner said around 50% of his customers would walk away if required 

to wear a mask.4 

The UK alone has seen 
a 63% plummet in 
footfall1; malls and high 
streets left bare, stores 
are boarded up, the 
windows of bars and 
restaurants are filled 
with messages of good 
will – but lying dark, 
silent and empty.
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BEHAVIORAL 
TRUTH

RETAIL 

Frequent hand washing and disinfecting procedures may become a way of life. 

Nonetheless, only 63% of people report doing so after visiting the grocery store 

and 50% of the shoppers said they are going to the store less and trying to min-

imize touching surfaces.5 Our attitudes towards personal space will permanent-

ly change as the virus redefined the distance people keep between each other. 

People will shift away from retail stores with reluctance to shop inside a mall or 

to touch what might have been in contact with others.

These behaviors have accelerated retailers to adopt e-commerce as well as 

online delivery and pick ups. Globally, there’s been a 135% increase in online 

supermarket traffic in April.6 In the US, using mobile devices to shop at brick-
and-mortar shops increased from 50% in 2019 to 72% in 2020.7 Businesses and 

consumers are adjusting to new realities by moving away from the face-to-face 

economy into a zero-touch commerce. 

Companies are pivoting retail strategies to reposition their physical stores with 

innovative store formats that can help limit crowd sizes, adopting the touch-

averse consumer behaviors. For instance, Starbucks announced the closure of 

400 stores over the next 18 months and opening about 300 new North American 

stores that specialize in carryout and pickup options.8

In this increasingly touch-adverse society, retail 
businesses will continue to come up with new 
ways to stay relevant while serving an active 
sense of community.

THE ZERO TOUCH SOCIETY    RETAIL
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Businesses are getting creative, finding better ways to showcase inventory online 

such as virtual try-ons, livestream classes, or new delivery services. For instance, 

Chinese delivery app Meituan Dianping started using autonomous vehicles to de-

liver grocery orders to customers in Beijing.9 The role of technology in commerce 

to reduce human-to-human interaction is becoming more pronounced as brands 

are exploring new ways to engage with consumers. 

On top of that, cash will be avoided and credit card payments will require no-

touch options. Face as ID, voice as instruction, and use of our personal devices 

in general also will increase.10 Countries around the world have started to move 

into more contactless payment and started quarantining cash11 – disinfect-

ing banknotes using ultraviolet light or high temperature and isolating used 

banknotes to keep from spreading the deadly virus. 

Banks in China began disinfecting and isolating used 
banknotes last month as part of efforts to stem the spread 
of coronavirus.13

Sneeze guard barrier screen.15 OpenTable lets you reserve shopping times at supermar-
kets to help decrease overcrowding and make stores safer 
for shoppers.14

German supermarkets and chemists have started asking 
people to pay by card if possible — a major shift in a 
country where three-quarters of transactions in shops are 
done in cash.12

THE ZERO-TOUCH SOCIETY    RETAIL
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RETAIL & HOSPITALITY 
REDESIGN 

Over the past few years, many brick-and-mortar retailers have been shutting 

their doors due to costly overhead and plummeting in-store sales, and the be-

havioral changes related to COVID-19 of avoiding indoor shopping will only ac-

celerate this trend. While e-commerce is definitely the short answer, we’ll see 

more targeted, experiential physical spaces popping up around the world and 

redefine how we shop in the real world forever. Designing a blend of on- and 
offline experiences allows customers a fluid and 
touchless transition and journey in the physical 
world. Introduced a few years ago, yet relevant for 

today’s world, Outdoor brand Mammut16 (from LAB13 

by MRM) developed a retail concept using beacon 

technology for a seamless shopping experience. 

Making the shopping experience efficient and fast, 

their technology allows customers to save their 

favorite items online and find their products in store 

through a visual guidance system without talking to 

staff. Amazon’s17 cashierless Go stores are another 

example that allow people to shop with limited-to-no 

human interaction. 

How might brands leverage 
near-field technology, AR,  
robotics and voice to automate 
processes for people in their  
retail environments and create a 
frictionless and touch-reduced  
shopping experience with less 
human interactions?

RETAIL 

THE ZERO-TOUCH SOCIETY    RETAIL
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BACK ON THE SCENE:  
WE CAN DANCE IF WE WANT TO...  
IF IT’S THE SAFETY DANCE.
Mingling may never be the same again. See how our social scene has a whole new look.

SOCIAL
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SOCIAL

Touch has been a powerful social condition to express intimacy among loved ones, 

but also to build trust in human society.  However, in the current pandemic, people 

stay six feet apart from each other and many feel scared about going to a public 

space or event. They cannot visit loved ones or parents, even when giving birth or 

on their deathbeds. The social and economic impact of the touch-averse society 

has lead to many cancelled events or restricted social gatherings – from sports 

and concerts to religious ceremonies. People are embracing contactless technolo-

gy more than ever to feel closer to each other and to communities.

Globally, some countries are beginning to ease “lockdown” restrictions and grad-

ually reopen businesses, social gatherings, and events. However, most people are 

not planning to return to public places anytime soon. According to a Global Web 
Index report, only 6% say they will return immediately to large outdoor venues, 
and only 4% anticipate an immediate return to indoor ones. The report suggests 
that concerns about safety are a key driver here.1  

Future behaviors will be centered around minimizing personal risk by adopting 

zero-touch technology to eliminate physical contact, with others and with surfac-

es, as much as possible. 

ENVIRONMENTAL 
REALITIES 

(The Economic Times / Reuters6)
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BEHAVIORAL 
TRUTH 

The most profound changes in our everyday life will be limiting our physical touch 

such as handshakes, hugs, or a pat on the hand to express love, care, and support. 

According to Tinder, conversations on the app are now 10 to 20 percent longer 
worldwide than they were in February, and the chats have become kinder and 
more caring, with people often asking their matches "How are you?" and "How 
are you feeling?"2 People are communicating more using digital technology such 

as Messenger or video calls to share feelings and connect with others.

People also are changing traditional rituals, from 

weddings to funerals, since the arrival of COVID-19. 

When participating in these activities, they take pre-

cautions that involve touching, hugging, or kissing 

our loved ones. Many of the usual traditions are still 

there, but to reduce the chance of spreading virus 

from physical contacts, people are focusing on new 

ways of creating personal touches using technology 

such as video conferencing or augmented reality. 

Blending the digital and physical worlds will be the 

new normal in the live events such as sports, concerts, and recreations. Technolo-

gy will be the key driver to embrace new social behaviors. Virtual sporting events 

and gaming will continue to bring people together and play an integral role in 

creating human connections. Globally, many sports fans are turning to e-sports 
and gaming as an alternative – whether as a participant or spectator.3 

Virtual touchless cultural events are bringing audiences and visitors together. 

Museums are opening their doors and greeting viewers with a comprehensive 

room-by-room, 360-degree walking tour. Live streaming concerts and virtual 

performances are being offered on social media channels, like the Lyric Opera 

of Chicago’s performance of Wagner’s “The Ride of the Valkyries” in April 2020.4  

Other cultural destinations, such as national parks or the Great Wall of China, can 

now all be experienced through your phone.5

Image: Owenboro Times
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REDESIGN 
SOCIAL

Larger brands and global corporations need to redesign experiences and adjust 

operations to a more touchless society. The challenge lies in the social envi- 

ronment: to make it simple, scalable, and easy to implement anywhere – during 

private gatherings like birthdays or weddings, at theaters or concerts, and 

even during the simplest social interactions like food delivery, or conversations 

with friends or neighbors. We have already seen a rise in video calls driven by 

technology which will be accelerated with 5G. Combine this with life hacks like 

markers on the floor to environments, which also will be essential. Starbucks 

perfected the mobile order and pick-up, creating a seamless and unwillingly 

almost touchless customer experience. The U.S. Postal Service presented the 

Connected Home Mailbox (from LAB13 by MRM) at CES 2019 as an interesting 

way of building a mail ecosystem, alerting owners on their smart devices about 

arriving mail through touch sensors in the mailbox. 

How might we use smart  
sensors and technologies  
like machine learning and  
augmented reality by  
connecting them with  
existing devices and eco- 
systems to minimize touch 
and keep distance while still 
allowing people to socialize 
in larger groups?
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HEALTHCARE’S RECOVERY:
IF YOU NEED A SECOND OPINION, 
OPEN A NEW BROWSER TAB.
We’ve avoided the doctor’s office long enough. Now, see the new alternatives that may 

actually still cure what ails us.

HEALTH
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ENVIRONMENTAL 
REALITIES

HEALTH

Since the onset of COVID-19, society has never been more aware of our health 

and vulnerabilities, the health of family and friends, and how we are all connect-

ed in this world. There is a restoration of community health – understanding and 

banding together for our wellness – and we are seeing a 200%+ increase in the 

social use of inclusive words such as "we" over "they" or “I”... the top hashtag is 

#togetherwecan. 

However, at the same time, our world is more isolated than ever as we are  

restricted to manage health while avoiding human-to-human touch.

In response to physical distancing, telehealth and home diagnostic devices in-

creased mainstream acceptance, playing an important role in increasing remote 

medicine. 

Health is now a horizontal category, impacting every touchpoint of our economy, 

industry, lifestyle, and wellness. Complete disruption of globalization and supply 

chains, changing employee health coverage and protections, restructuring the 

nature of travel, dramatically increased reliance on digital and video, even the 

politicization of protection…it’s all health-related now.

A recent survey showed 96% of people would hold off going 
to the doctor for wellness/check-up visits during the quaran-
tine,1 while 52% of people would hold off for a certain time 
period to go see a doctor once shelter-in-place is lifted.2 
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Telemedicine and remote care now have more momentum than ever with restric-

tions on in-person medical visits. 

As the pandemic alters and streamlines healthcare, it will help accelerate the 

longer-term gains for telemedicine and most care will become a hybrid. A wide 

range of virtual services will continue to be available, from e-testing, e-diagno-

sis, e-consent, e-prescription, and remote monitoring. Increased connections 

to the health physician, pharmacist, and pharmacy will help patients get faster 

care easier. Yet it’s still unknown whether this increases health access (remote 

health through many channels) or health inequality (requires video, smart-

phone, or high bandwidth). 

Adapting to the pandemic, companies are changing to help healthcare/pharma 

companies develop new businesses, including digital therapeutics with much 

greater velocity, and working through partnerships. They are entwined with health 

considerations – redesigning manufacturing assemblies and re-configuring office 

spaces to exchange confidential health data – most especially to keep social dis-

tancing and minimize touching. 

One of the largest stand-alone telemedicine services in the 
U.S., Teladoc, reported a 50% increase in service through 
March 20, compared with the week prior. Kry, one of the 
biggest telemedicine providers in Europe, also saw increased 
registrations for Kry’s app up more than 200%.3

BEHAVIORAL 
TRUTH
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REDESIGN  
HEALTH 

An alarming trend is that more people are relying on self-diagnoses and are 

taking their health into their own hands, for the sake of avoiding human contact, 

even with a healthcare professional. Technology might be able to bridge this gap. 

Harnessing clinical data also could fuel predictive analytics to aid in personalized 

patient treatments. My Carer was created by McCann London + LAB13 by MRM 
as a skill for Amazon’s Alexa, for people living with dementia: the skill gives 
them step-by-step guidance through their daily tasks – from taking their medi- 
cation, preparing lunch and remembering birthdays – better connecting them 
with the world around them. 

How might providers, insurers
and brands inside – and outside 
– the health space might use this 
new reality of consumer care? 
By using the ability of predictive 
modeling, voice and acoustical 
analysis to put the user at the 
center of care, and rethinking 
their offerings and experiences 
for stay healthy, they can limit 
human interactions and touch. 
And they can still see a specialist 
when it is required.
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WHAT IS NEEDED TO 
REDESIGN EXISTING 
ENVIRONMENTS AND 
EXPERIENCES, LEVER- 
AGING CUTTING-EDGE 
TECHNOLOGY THAT 
WILL ALLOW PEOPLE  
TO INTERACT WITH 
THINGS WITHOUT 
TOUCHING THEM?
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Human values, needs, attitudes and behaviors have 

been forever altered by COVID-19, and with it, new 

priorities have emerged in both personal and work 

lives. Focusing on business goals and value design 

alone without considering the impact on wider soci-

ety now seems narrow-minded.

At LAB13 by MRM, we believe in design and its ability 

to drive change and create value in the world. De-

sign is a mindset and process at the intersection of 

human needs, trends, and business opportunities in 

order to tackle challenges that will positively affect 

individuals, communities, ecosystems, and brands. 

We need new ways of thinking, new ways of framing 

problems, and ultimately new ways of collaborating 

outside of pure innovation disciplines. This requires 

a transformational mindset, the mindset of collabo-

ration and change by design. 

Designing for a sustainable society and instigat-

ing change for businesses means designing for 

the broader context of systems that we impact and 

transform, keeping our environment and people at 

the center. Leveraging technology as an enabler for 

change. To do this, we must be diverse and inclusive 

about global talent empowerment, the meaning of 

brands, democratize technology, grow relationships 

and find the truth in people’s lives.

Change by design is core at LAB13 by MRM. Using 

our innovation operating system “D.I.V.E.” (Discover. 

Invent. Validate. Evaluate.) we’ll help brands trans-

form the post-pandemics future into an opportunistic 

reality by inventing solutions designed for a zero- 

touch society.

ADAPT TO A ZERO-TOUCH SOCIETY

TODAY AND TOMORROW

Design
Philosophy

Redesigned
Design

Methodology

Aligned

Design can address any kind 
of problem including wicked 

problems

Design methods and skills vary 
across the challenge area

These methods are being rede-
signed to deliver on this promise

YESTERDAY AND TODAY

Design
Philosophy

Design
Methodology

Disconnect

Design can address any kind 
of problem, including wicked 

problems

Design methods presume 
product, service, experience 

challenges and outcomes

These methods are unable to  
deliver on this promise

x

THE ZERO-TOUCH SOCIETY    ADAPT TO A ZERO-TOUCH SOCIETY

CHANGE BY DESIGN



“Our cases demonstrate how  
reimagining the usage of an IP 
or concepts can drive change 
for companies to design valu-
able solutions and experiences 
for people in a touch-reduced 
world.”
Dominik Heinrich
SVP, Global Executive Director, LAB13 by MRM
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MASTERCARD, MRM, Madrid

A kids jersey captures the heartbeat of the Player Escorts 

at a Champions League game, and send them to a sensor 

on the t-shirt of their parents in the stands.

MAMMUT Beacon Store, LAB13 by MRM, Frankfurt

This smart platform connects the likes and favorites in the 

digital app with the physcial store environment and guides 

the customer to their product without using their phones.

Project SIGNS, LAB13 by MRM, Frankfurt

Project SIGNS is a gesture-controlled AI platform allow-

ing people with hearing disabilities to use their hands to 

communicate with smart voice assistants.

USPS Connected Home Mailbox, LAB13 by MRM, New York

This device connects anyone's home mailbox to their 

digital home ecosystem to give them complete smart mail 

and security management.

My Carer (Amazon), McCann, London & LAB13 by MRM

My Carer is an innovative skill built to support people in 

the early stages of dementia. It sets up daily tasks for the 

person living with dementia, enabling them to live more 

independently.

IKEA ThisAbles, McCann, Tel Aviv

The ThisAbles project was conceived to allow people with 

special needs to enjoy the quality of life provided by IKEA 

products by 3D-printing the product extensions.

FEATURED CASES
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UNCERTAINTY WILL REMAIN, 
BUT SO WILL OPPORTUNITY.

No one can predict the future, we can only shape it if we are open for change. 

Which is why we are cautioning you to map out several scenarios – understand 

the problem, analyze the human behavior, and research technological solutions  

to create a launchpad for change.

Remember that the Zero-Touch economy will continue to grow and shift, espe-

cially as we brace ourselves for the next waves of uncertainty (e.g., global warm-

ing, oil price wars, rise of nationalism, an impending recession). There also will 

be aftershocks to the macro economy and geopolitics that will need to be taken 

into account.

But if this crisis has taught us anything, it’s that even in our darkest moments, 

when we are forced to avoid our need for connection and touch, humans are  

resilient and the world will always find a way to shine through.

THE ZERO-TOUCH SOCIETY    ADAPT TO A ZERO-TOUCH SOCIETY
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SMART TECHNOLOGIES AS OPPORTUNITY  
FOR TOUCH-LESS EXPERIENCES

Ultrahaptic technology could enable people to feel 

3D-haptic shapes in mid-air. This kind of technolo-

gy would enable richer, more emotionally resonant 

communications between brands and consumers.1

The Japanese company NEC has developed a facial 

recognition checkpoint that can identify you even if 

you’re wearing a face mask. This is key to functional 

security in the midst of a global pandemic.3

Temperature screening at City Hall in Seoul, South 

Korea.2

A robot called "Pepper" is standing in front of the 

cash registers in a supermarket. The robot has been 

informing the store's customers about the rules of 

conduct in connection with the outbreak.4

Dynamics 365 Remote Assist on HoloLens and 

mobile devices.5
Architects can now see how their designs will look in 

an environment.6
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13 KEY TAKEAWAYS

01  85% of people claim they have been wash-

ing their hands or using hand sanitizer 

more frequently than before the pandemic – 

signalling the rise of the zero-touch society. 

02 The fear of touching surfaces, especially 

the public ones, will re-shape whole indus-

tries and customer experiences for good. 

03 The zero-touch society is adopting a more 

digital and touchless environment at light-

ning speed. 10x faster than in the past 10 

years. 

04 Brands should identify their intellectual 

property that could imply and enable experi-

ences in a zero-touch society.

05 Companies need to reflect on the rele-

vance of their capabilities and re-think 

their competitive advantage in new, unex-

pected ways.

06 Anticipate and enact change by design to 

stay relevant and create useful solutions 

for people’s needs and desires.

07 Adopting operating models and joining/

establishing business ecosystems provides 

brands with a distinct advantage.

08 Consider fast and cheap production  

methods like 3D-printing to design product 

add-ons that allow for a touchless interac-

tion with the surfaces. 

09 Use advanced AI technologies like image- 

recognition or near-field communication 

to enable crowd control and seamless-use 

guidance indoors and outdoors.

10 Replace high-touch areas with voice- and 

gesture-controlled solutions.

11 Enable new social interactions by leverag-

ing haptic sensors and biometric data to 

make emotions tangible again.

12 Brands that survive the pandemic will be 

those that rely on business models tailored 

to this next normal, while keeping everyone 

as safe as possible.

13 Of course, we won’t live in an entirely 

touchless world and the time of social 

distancing and face masks will be reduced 

over time – brands, companies and humans 

have the chance to redesign a better, more 

connected and digital world.
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Lab13 by MRM helps brands change the future by inventing innovative solu-
tions that create value in people’s lives. We transform businesses at scale by 
designing new solutions that create a higher value for humans. We use design & 
innovation thinking to rapidly turn inventions into realities to grow relationships 
between brands and people for a sustainable and impactful future. We are regis-
tered inventors, award-winning designers and as part of MRM, the driving force 
behind our innovation and transformation offerings within McCann Worldgroup.

www.mrm.com




