
 

We are here to help you. 

 

Covid-19: Organisational Resilience 
 

 
 

The spread of Coronavirus (Covid-19) is unprecedented and we understand this is an 

incredibly difficult time for families and businesses. We are here to help customers and 

businesses who are affected by the impact of Covid-19 in these challenging times. 

Zurich are closely monitoring the impact that the current COVID-19 situation is having on our valued 

customers. There has been great interest in our Guidance on Pandemic Planning, which has led us to produce 

this guide on organisational resilience during the pandemic, which will hopefully provide some helpful tips.  

Organisational resilience is the ability to respond to, and recover from, a disruptive incident. Sometimes that will 
involve permanent adaptation and change: recovery to a ‘new normality’.  
 
What does a resilient organisation look like?  
 
Generally, it will be:  

• aware of its risk environment  

• agile and adaptable to changing situations and emerging risks  

• led by confident leaders who enable decision making through levels of the organisation 

• and have a culture of strong governance.  

 

 

 

 

https://www.zurich.co.uk/business/coronavirus/risk-management


 

Attributes of organisational resilience 

There are several strands to achieving resilience: 

 

Leadership 

During a time of uncertainty, strong leadership is vital. Staff, customers and other stakeholders will be looking for 
guidance, timely decision making and clear messaging. 

• Be sure to demonstrate confidence as this will ensure your employees are confident in you and your 
abilities, and will increase morale.  

• Communicate often and with clarity, do not withhold information and be concise in what you 
communicate.  

• Give people autonomy: identify together the purpose and principles that will guide their decision-making. 
Talk to them about the limits of that autonomy, work through scenarios of the situations in which people 
have full autonomy, and those which require checking in with others.  

• Identify budgets that people/teams/organisations can use without hierarchical sign-off. Create appropriate 
recording mechanisms for their use, so that spending decisions can be reflected on, and scrutinised later.  

• Turn off all the targets and KPIs that are no longer relevant (and make this explicit to people and 
organisations).  

• Agree individual and shared measures and other forms of data capture with your teams – what is it 
important that we record? So that we can collectively learn. 

• Create peer reflection sessions where teams reflect together on a weekly basis. What did we do? What 
happened? What does this mean? Use the data collected to inform these conversations. Record what you 
learn and share it with others - within and outside your organisation.  



 

Risk Management 

Risk Management should be an ongoing, dynamic process throughout your organisation. During a severe or 
protracted event such as the current pandemic, it is worth revisiting your risk register to ensure that your response 
is proportionate.  

• Identify and assess: have new risks emerged which need to be addressed? Are risks accurately scored 
given the current circumstances? Key business risks should be assessed continually by senior leaders as 
the risk environment changes 

• Respond and manage: are you putting resources (finance, people, time, etc.) in the right areas?  

• Report and monitor: ensure risks are being escalated as necessary 
 

Planning 

It is crucial to have contingency plans in place. Plans should be simple, generic and flexible and act as an aide to 
decision making. You almost certainly didn’t plan for the exact outcomes of the current pandemic, but it is not 
too late to give consideration to the following:  

• Are you putting the right resources in the right areas? Are critical activities being covered?  

• Are you monitoring likely backlogs and how you will manage them? 

• If your staff are in a period of downtime, is there training they could undertake? For example, on cyber 
risk or a GDPR refresh? 

• Could you address skills gaps and reduce key person dependencies during this time? 
 

Response 

Most organisations are now in response, or crisis, management mode. Here are some reminders for effective 
response: 

• Keep a log of actions, decisions and expenditure. You may need to justify these at a later date and there 
may be reputational consequences of your decisions.   

• Ensure all communications are consistent, accurate and timely. 

• How are staff coping? Are you providing them with adequate support? Can you redeploy staff or change 
organisational practices to relieve pressure?  

• Do you understand the impact on your supply chain impacts both upstream and downstream? Check in 
with your key suppliers and understand their situation, which may affect you unexpectedly  

• Data protection: are you maintaining integrity, availability and confidentiality of information and data?  
 

 

Post-pandemic Recovery 

You may never return to the same ‘business as usual’ following an incident but may revert to a ‘new normality’. 
Some useful things to consider for post-pandemic:   

• Prepare to do an honest debrief exercise at the end of the process, including what went well, what went 
less well, lessons identified, opportunities arising, etc.  

• Working from home: the business may decide this is a good opportunity to implement more remote 
working as standard. It will require new policies, procedures, technology support and considerations of 
data protection, performance management, wellbeing, etc. Will office working need to change – more 
distancing/less open plan or lean working? Has productivity improved or been adversely affected?   

• Carbon neutrality targets: while travel has been drastically reduced, how sustainable or advantageous is 
this to you in the longer term? 

• Technology: how has this performed for you? What do you need to invest in to increase resilience?  



 

• Have any new key person dependencies been identified during this crisis? Are these caused or affected by 
increased home working? Staff may be willing and able to support in other areas if it is safe for them to 
do so. This may require additional training and support.  

Whether you are presently following formal plans and procedures or ‘winging it’ (and our experience suggests 
many organisations will be doing this to some extent), your current operating environment has almost certainly 
changed, and is very likely to continue changing. It is never too late to learn the lessons of resilience so take a few 
deep breaths and try to remain objective.  Zurich are here to help where possible, so don’t be afraid to ask.  
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