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Agenda

COVID-19 latest situation.
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Managing capacity issues in a long term crisis.

Surviving and thriving now.

Recovery planning for a better future.

Trusted sources of information.
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Introductions

Gareth Black (Senior crisis management consultant)

– Health planning expert – 7 years of experience with the NHS.

– Major events planning.

– MSc Homeland Security with Disaster Management.

– Associate online lecturer, MSc Emergency Planning and Resilience at Coventry 

University. 

Ben Hockman (Head of crisis management consultancy)

– Security incident and crisis management expert.

– 10 years experience living and working in complex & high risk environment.

– Level 5 Award in Corporate Risk and Crisis Management.

– Member of the Security Institute (Msyl).
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COVID-19 situation
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• Government has announced a ‘roadmap’ to the easing of 

restrictions in England.

• New alert levels have been introduced in the UK.

• Technical guidance has been released – summarised in 

Ricardo’s recovery checklist.

• Increase in infection rate in South Korea and Germany where 

restrictions have been eased.

• Known unknowns.

• Unknown unknowns.

Latest situation

Image source: UK Government
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RESTORATION

REHABILITATION

RECONSTRUCTION

3 Recovery streams
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Current and the new ‘normals’

Planning assumptions to make sense of the unknown
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‘Normals’ – definitions and use

‘Old’ 
normal

‘Now’ or 
‘current’ 
normal

‘New’ 
normal

‘Future’ 
normal
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Current normal – planning assumptions

• Stepped decrease in restrictions and lockdown procedures.

• Consider how services can be brought back in line with any easing in 

restrictions.
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• Reduction in lockdown (stepped or sudden) but then a second wave of 

outbreak.

• Think about any relaxation in lockdown measures as a ‘window of 

opportunity’ – how can you make the most of these periods.

Current normal – planning assumptions
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• In and out of lockdown over an extended period – adaptive capacity is 

essential.

Current normal – planning assumptions
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• In and out of lockdown over an extended period – adaptive capacity is 

essential.

Current normal – planning assumptions
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Managing capacity issues in a long term crisis

Sudden onset of incidents and crises.

Slow burn issue monitoring and escalation.

The COVID factor.

The impacts:

1. Increased employee stress and 

burnout.

2. Under-skilled deputies, unable to 

upskill quickly/remotely.

3. Inefficient handovers.

4. Decision fatigue.

5. Decision paralysis/avoidance.
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Managing capacity issues in a long term crisis

Sudden onset of incidents and crises.

Slow burn issue monitoring and escalation.

The COVID factor.

The impacts:

1. Increased employee stress and 

burnout.

2. Under-skilled deputies, unable to 

upskill quickly/remotely.

3. Inefficient handovers.

4. Decision fatigue.

5. Decision paralysis/avoidance.

How can we help?

Our crisis management 

team has a combined 

experience of over 80 

years  in crisis response 

experience. We can 

provide additional crisis 

management support to 

enable your primaries to 

take the rest they need. 

We can also upskill 

deputies quickly.
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Bring services back online

Review critical functions listed in BCP – determine conditions under which these can be 

restored.
☐

Map critical functions to ensure interdependencies are fully recognised and can be restored 

in order to support critical functions.
☐

Ensure worksites are adapted in line with government guidelines to create a safe operating 

environment.
☐

Consider adaptations to services or activities which can be undertaken now to prepare the 

organisation to any future wave.
☐

Communicate your recovery plans and progress to key stakeholders. Tell your COVID-19 

success stories.
☐

Work with facilities & security teams to design and enforce protocols for safety and health 

checks, building reception, shipping/receiving, elevators and visitor policies.
☐

RESTORATION
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Bring your people back online
Work with HR and occupational health teams to develop a ‘return to work’ programme. This should 

consider: 

o Flexible working arrangements to meet ongoing childcare arrangements or carer duties.

o Support with local and international travel arrangements (i.e. workers not wanting to go on the tube 

in London due to crowding, emergency repatriation, communication with employees overseas etc).

o Mental health support required as a result of lockdown measures.

o Mental health support to deal with anxiety’s about a return to work.

o Support for the senior management team who have had to coordinate the crisis and take tough 

decisions on furlough/ redundancy.

o Additional equipment and resources required for home working.

Provide assurance on safe working practices which are being deployed to maintain the safety of workers 

– this may include shift work, continued home working, social distancing measures and the use of PPE.

☐

Consider any reputational impacts of your furlough decisions. ☐

Work with facilities, maintenance and cleaning teams to ensure offices are ready for a ‘return to work’ 

with any adaptations required, including reducing touch points and increasing cleaning.
☐

REHABILITATION
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New normal – planning assumptions
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New normal – planning assumptions
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New normal – planning assumptions for the future

Technological 

development
Knowledge 

society

Globalisation 

vs 

regionalisation
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RECONSTRUCTION

Build back better and bounce forward

Re-assess strategic vision and priorities, and how those may have changed as we move 

into the new normal.
☐

Undertake extensive debriefing to ensure the organisation learns lessons from its handling 

of the crisis and updates its BCP and crisis management plan as required.
☐

Establish a system to implement agreed steps, critical actions and lessons learned quickly. ☐

The debriefing process should also look into new business practices developed as part of 

COVID-19 response and determine their value to the business in a post-COVID-19 world  
☐

Undertake a scenario-based planning exercise to determine the future operating 

environment of the business and the threats and opportunities this brings.
☐

Establish working groups – COVID-19 monitoring teams, reputational risk monitoring 

groups etc.
☐

RECONSTRUCTION
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Surviving and thriving now

Adaptive capacity and strategies to work alongside COVID-19 disruption
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Adaptive capacity

Adjustments to avoid potential damage and take advantage of opportunities

Foresight Innovation

Flexible and agile

Understands its functions, 

assets and operations

Capacity to adapt is 

bigger than its sensitivity 

and exposure to risk
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Recovery planning for a better future

Ensuring you bounce forward
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Recovery planning

Use planning 
assumptions to begin 
planning now – make 
the most of ‘windows 

of opportunity’.

Do not plan to 
bounce back –

bounce forward 
– medium and 
longer term.

Plan a holistic 
recovery, think 
about:

• Restoration

• Rehabilitation

• Reconstruction
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• Non-technical crisis management skills.

• Leadership challenges – crisis mode has 

become the business as usual.

• Huge internal and external pressures for 

leaders.

• Some suggestions:

• Strategy and vision – the business 

you have now. Then the business that 

awaits.

• Duty of employee care.

• Investor relations.

• Brand advocacy.

Leading the recovery
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Make time for self care.

Additional tips for crisis leaders

Be constantly aware of impact factors such as fatigue and burnout on

your leadership style and operational capacity.

Become your organisation’s single voice of the truth. Identify your

own, internally & externally.

Ensure bad news reaches you fast by:

A. Reviewing your crisis 

communication and escalation 

protocols.

B. Encouraging a crisis ready, resilient, 

culture which is non-punitive, open and 

positive; ready to tackle incidents 

proactively to limit their impact, thereby 

encouraging employees from the ground 

up to raise issues and concerns.
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Trusted sources of 

information
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• UK:

– Government response: https://www.gov.uk/government/publications/coronavirus-

action-plan

– Public Health England: https://www.gov.uk/government/topical-events/coronavirus-

covid-19-uk-government-response

• Europe: 

– European Commission: https://ec.europa.eu/health/coronavirus_en

– European Centre for Disease Prevention and Control: https://www.ecdc.europa.eu

– List of European public health agencies by country: 

https://www.ecdc.europa.eu/en/about-us/governance/competent-bodies

• Rest of the world:

– WHO coronavirus updates: https://www.who.int/emergencies/diseases/novel-

coronavirus-2019

– WHO regional pages: https://www.who.int/about/who-we-are/regional-offices

Trusted sources of information

https://www.gov.uk/government/publications/coronavirus-action-plan
https://www.gov.uk/government/topical-events/coronavirus-covid-19-uk-government-response
https://ec.europa.eu/health/coronavirus_en
https://www.ecdc.europa.eu/
https://www.ecdc.europa.eu/en/about-us/governance/competent-bodies
https://www.who.int/emergencies/diseases/novel-coronavirus-2019
https://www.who.int/about/who-we-are/regional-offices
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Business preparedness and recovery checklist and 

toolkit

Business preparedness and recovery toolkit 
– step by step guide to preparing, 

responding and recovering from COVID-19

Bronze package –
tools and templates 

plus access to a suite 
of presentations and 
bespoke support via 

phone and email.

Silver package – as 
per bronze, including 
a series of bespoke 

webinars and an 
exercise to test plans.

Gold package – fully 
bespoke.

Business preparedness and recovery 
checklist – free to download
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You can submit your question or comment in writing at any time during the 

webinar, using the control panel on your screen. 

(The control panel is usually located in the top right or top left of your screen.)
Attendee control panel

Successful CRC Compliance webinar

Welcome to the CRC Compliance Webinar

If your panel is minimised, 

click the orange button to 

expand it.

Type your question here

Any questions?
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Ben Hockman

Head of crisis 

consultancy

Ricardo Crisis 

Management

W: ee.ricardo.com/crisis-

management

E: enquiry-ee@ricardo.com

T: +44 (0) 1235 753654
Gareth Black

Senior crisis 

management consultant

Ricardo Crisis 

Management

Contact us


