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Business Continuity in the
Wake of Crisis:
Novel Coronavirus (2019-nCoV)

Since the news of the outbreak of novel coronavirus (2019nCoV) that was first reported from Wuhan, China, on 31
December 2019, people from different parts of the world are
coming together to support the scientific community to restrict
its spread. While there have been health & travel advisories
issued, little is being said about how businesses need to
prepare themselves in the wake of this crisis. While the focal
point of impact has geographically been China, this crisis
has impacted people and business both in and out of China
bringing us to rely heavily on technology to allow business
to continue. People are being locked down in their homes,
travellers quarantined and there is an air of anxiety amongst
the workforce. It is easy to resort to an SOP when crisis
attacks and to resort to previous experience to stay successful.
However, in this case, we have neither. Just as readiness is
the key to detect, combat spread of the new coronavirus,
preparedness and swift action is the key to support your
people and business. This special issue of Influencer brings to
you strategies that will help you steer the same and address
some urgent business concerns you may have. We, at Human
Dynamic are also facing challenges same as yours; with
our people and clients being impacted and multiple
challenges in the business environment unfolding.
We are joining hands with our clients in this critical
time and are here to support you to provide crisis
care programs, awareness talks, managerial sessions
and guidance in creating organizational preparation
plans across APAC.
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Strengthening the Pillar of
Communication in Critical Times
- By Deepika Gupta

C

risis comes unannounced
and often leaves the
workplace in disarray.
One naturally turns to the
leadership to stay updated and
become aware of the steps to
be taken ahead. A lack of such
communication and availability
of leaders in critical times,
can lead to chaos, confusion
and anxiety amongst the
workforce. Designing an effective
organizational preparation plan
and communication strategy is
integral to protect the business
and the people. In the wake
of the current pandemic, we
bring to you some elements to
keep in mind while framing
communications.
While, there is no one script
that is always right, it is good

practice to keep in mind key
elements enabling to get the
right message across. While the
purpose of communication may
be to enable business continuity
or share statistics or give news,
it is important to communicate
with empathy, respect and clarity
on the action to be taken. Barbara
Reynolds, a crisis communication
expert at the Centre for Infectious
Diseases, emphasises that
communicators need to show
empathy within the first 30
seconds of a crisis message. This
helps lower the arousal level
of the listeners enables them to
attend to the rest of the message.
At the workplace, it is best when
the message is communicated by a
local leader who is struggling with
the same circumstance as well as

is supported by the top leader to
help the people know that they
are important and cared for.

Empathise and Energize
The most important purpose that
the communication should fulfil
is not let the people feel hopeless
or helpless. This is where strong
leadership comes into play. Adopt
an appropriate demeanour,
without being over sombre or
over energetic, and communicate
care/concern while giving people
hope and a plan to follow.

Know the People
Everyone in your team would
be affected differently by the
same crisis. Some may be
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overly anxious, some may have
experienced the crisis closely in
their family while some may not
be much interested. Focus your
communication to cover all types
of people and integrate other
regions which are not directly
impacted in your sharing as well.
This helps build solidarity and
cohesiveness in the team.

Know your Message
Continuous flow of
communication would be
important as the situation may
keep evolving every couple of
hours. Designate a person in
charge and a contact number
where all queries can be directed.
You may be tempted to hide
the facts at times to lower the
anxiety of listeners, but that is
not advisable. Giving facts with
preparation and solutions would
serve the team better in the longer
run. People will value you for
your credibility.

Follow the Local Law
Follow the directives issued by
the local health body and local
government without dismissing
any warning signs or red flags.
Customize the same to allow
for adaptation to your work. Be
careful to not endorse rumours
or myths but stick to the facts
shared by responsible authorities.
Be cautious to not stigmatize
people, products and situations
by unnecessarily linking them.
Provide emergency contact
numbers.

Handle Social Distancing
Effectively
Self-quarantining and limiting
socializing are often the actions
that are resorted to contain the

SPECIAL ISSUE

spread of infection. On one hand,
this may impact the way work was
being done like moving to a workfrom-home model, while on the
other hand, this may add anxiety
of isolation to people who may not
be able to reach out to caregivers
for solace. Blogs, websites, video
chat rooms can be helpful here
and should be made use of.

Mistakes to Avoid
Reynolds also highlights some
communication traps that one
may fall into and how to steer
away from the same. These are:
a) 	Mixed or late messages:
When it's critical to send a
message quickly, following
hierarchy or worrying about
right grammar & punctuation
can be temporarily
suspended.
b) Paternalism:
It's not reasonable to tell
people not be afraid. Address
that they are afraid, then give
them information that may
help alleviate that fear.
c) 	Ignoring rumours or myths:
The longer rumours are
allowed to circulate, the more
likely they are to take hold.
Don’t ignore them but correct
them or substitute them with
right information.
d) Power struggles:
between government agencies
may occur which erode public
confidence in crisis response.
Be present with a priority of
people-care before any other.
e) Depersonalizing:
Share what personal action
you and the organization are
taking to mitigate the spread
and impact of the pandemic

Sample
Communications
Response Plan
STEP 1:
Designate a
communications
coordinator
STEP 2:
Designate a
spokesperson
STEP 3:
Identify communication
needs
A. Identify target audiences
B. Identify communications goals
C. Determine key messages
D. Determine targeted messages
per audience
E. Identify materials needed
STEP 4:
Create a
communications plan
A. Determine information
dissemination channels
B. Identify media and
communications resources
C. Prepare first announcement
D. Establish update procedures
E. Prepare talking points

Reference:
« www.paho.org
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Leadership Success
Strategies For
Business Continuity
During Crisis
- By Lina Lam

I

n times of uncertainties and
unpredicted impact by the
recent 2019 nCoV crisis, it
is crucial that leaders take up
important roles to lead the team
and to ensure the continuity
and resiliency of business
operations. Most organizations
don’t have people, processes and
technologies in place to respond
to crisis and hence people and the
business fall back on the leaders
to outline the steps ahead.

Business
Continuity Plan

î

Leaders need to
understand the nature of the
crisis, assess the possible impacts
or disruptions of operations and
business-related to the crisis.
Leaders should get ready to prepare
and to have a business continuity
plan (BCP) and workplace crisis
protocol (WCP) that provides stepby-step guidelines for employees
to follow on how to continue the
business running with immediate
responses, back up operations and
post-crisis recovery.

Look at answering the
questions:
a) How can I keep the
business running in wake of
disruption?
b) What are the most critical
elements of my business
that I must protect first?
c) What alternate locations
can the team regroup at?
(This could be a virtual
location as well)
d) Who are the people I rely
on for supporting the
critical functions?
e) How can I provide speedy
access to resources that
people would need to get
the job done?
f) Are my vendors and
customers affected too?
How can I work through the
most immediate needs?

Without any BCP or WCP as
guidelines, employees in crisis
might get panicky in looking
around for information or
resources; and create more
challenges in communication
and decision-making processes.
Also, leaders must be prepared
to be flexible, adjust the existing
business plans and have a backup
plan to implement.
î

People Wellbeing

In crisis management,
safety and well-being
(both mental and physical)
of employees should be a
priority and it should be
adequately addressed so that a
business continuity plan can be
implemented. Leaders should
provide enough protective
information for employees so that
they are alerted on how to protect
their health and when to reach
out for further assistance. Leaders
must express care for their team
and be aware of the fact that
employees’ emotional state and
heightened levels of stress maybe
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further triggered by even small
changes during the crisis.
Leading a team through a crisis
is critical for leaders even though
they themselves may also be
under extreme pressure in such
situations. Hence, leaders should
not forget their own wellbeing.
They could push themselves to
burnout if they themselves are
overwhelmed with many worries
or fears during the process of
crisis management. It is advised
that leaders be aware of their own
emotions & stressors and seek
professional counselling support
if needed.

Crisis
Communication

î

Leaders should stay
alert to get updates of the crisis
situation, maintain regular and
consistent communication with
employees, and monitor the
existing continuity plan and
inform employees of any changes
promptly. Communication
channels and reporting lines
should be kept as simple and open
as possible in order to respond
with agility in times of crisis.
Leaders have to make sure
employees understand
the continuity plan and
communications and reporting
processes so that there is no delay
or conflict of information. Also,
leaders should keep a record
of facts on any sudden changes
in the crisis plan so that all
information can be traced and
be followed up. Leaders need to
communicate clearly, concisely
and in a timely manner.
î

Post Crisis Care

How leaders and
companies respond
during and after the crisis
can affect employees’ trust,
morale, and attitude to continue
the business. Recognize and

Remember!
Lead decisively
Be ready for the
unpredictable and
unexpected
Communicate, communicate
& communicate
Take care of yourself and
your people

appreciate employees’ hard
work in going through the crisis
situation for business. Leaders
should take initiative to debrief
and review the crisis management
process with employees in
order to build up people in an
organization to maintain business
resiliency. Avoid entering into
blaming but draw out learnings
from the experience. You may
also need to rebuild relationships,
reassure staff and redefine
processes as the market and
customer needs may have shifted.
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T

he outbreak of Novel Coronavirus has
necessitated that the governments and
business houses take proactive and responsible
measures to reduce possibilities of human to human
spread of the virus. The immediate step for this
was to mandate the use of protective masks and
this gradually gave way to the need of people selfquarantining themselves at home. If you happen to
see current reports of the usually densely populated
towns of China, you will see visuals of deserted
offices, cafes and streets. The virus outbreak has
turned work-from-home (WFH) as a privileged
benefit offered by some companies to some roles,
to a necessity for business continuity & people
protection.
The success of this experiment would rely on how
we approach the WFH model and what benefits we
can harvest. For instance, it is a great time to bring
field staff who are usually scattered together under
one virtual umbrella or to save travel expenses
from the business development staff and senior
leadership. While there is anxiety of contracting the
disease on one side, there is also respite with greater
work life balance with employees being able to
spend more quality family time. It is also a good time
and opportunity to delve into harnessing elements
like autonomy, initiative and self-management on
behalf of the employees to understand both the
interconnectedness of team members as well as
importance of individual contributions.
While working from home may seem
simple at first, there are some
preparations that you would need
What can I
to make to ensure its’ success. Take
do to work
care of these 3 elements:
optimally from
a) Dedicated space: Depending
home?
upon the nature of your business
and work, number of calls etc. you
would need to identify a place with least
disturbance, phone and internet connectivity,
ample charging sockets. Also, let this not be your bed
or couch!
b) Defined work schedule: Slot your break times and
meeting times in advance so you can follow a rhythm
and are able to meet the daily goals for yourself.
c) Clear boundaries: Let people around you know about
your home-work space and your schedule. It would
help to dress up just as you would have when going to
office to keep the continuity going.
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office supplies and work timings etc. In the present
scenario, the volumes of people working from home
are different and many resources that you could
rely on from the ‘office’ may no longer be available.
Additionally, there is an environment of fear and
anxiety which affects one’s motivation, concentration
and performance on the whole. You would need to
plan your schedule, work goals and team interactions
with more detail & focus while being empathetic to
your co-worker’s unique circumstances.

Team connects are important to
help each other stay on track
How do I carry with a goal and also collectively
brainstorm to get the work
on working
done in creative and efficient
with my team
manners. When working
as before?
remotely, make use of platforms
like WeChat, Hangouts, Skype
etc. to connect on audio and
video calls. Seeing each other
would not only lift up your spirit but also get group
work done. It would help to set some pre-decided
time slots for meetings fixed and turn in on time with
pair of headphones that work well. While it would be
natural to exchange pleasantries and check on each
other’s health, keep an eye on the meeting agenda
and time blocked for the same, so that each meeting
would be productive.
It is good to know that you
have previously availed
What is unique about of or have the option of
working from home at
the current workyour disposal. Usually
from-home model
these are granted
in comparison with
by organizations
the regular employee
to support staff
balancing work &
benefit that my
life, reduce cost
company anyways
of operations, enhance
offers?
logistics by being closer to
client’s sites etc. The working
relationships are clearly defined, the
home scenario is modified to accommodate for

It is easy to make conversation based
on behavioural cues and shared
How can I
experiences with colleagues.
communicate
When everyone is working
concern to my
remotely, that interface
is compromised. Here, it is
co-workers?
important to be mindful of what
the others’ unique circumstance is.
Has any of their friends or families
been exposed to the virus? Do they
have supplies stocked in the house? Is any aspect of
their daily life significantly impacted? What is their
state of mind? By being mindful of this, conducting
respectful and compassionate dialogue, being
humane while discussing work responsibilities can
be a simple way to express concern.
a) Everyone is working from
home! So, this is a chance to
What are
actually appreciate ‘disruption’
some of the
which we speak about so often.
tips that I can
b) Challenge your mindset that
keep in mind
limits you from thinking or
working otherwise. Just because
to make this
it hasn’t been done before,
successful?
doesn’t mean it can’t be done now.
c) Collaborate with your customers
and create new ways of doing the
same things. If you are into retail, can you give a virtual
experience to a client in a manner surpassing even a retail
experience?
d) Build team spirit: Empathize with each other’s
challenges and give updates on personal and professional
matters to keep a healthy communication going.
e) Use the time well: Can this quarantined period be
one of self-reflection, reprioritization, reviewing of
strategy? Sometimes a change of scene can give rise to
ideas and energy that will make the coming months more
productive.
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Being Prepared to be Virtual
Managers: A Practical Listicle
to Effectively Manage Teams
Working from Home
- By Aaheli Dasgupta

W

ith the rising number
of reported Novel
Corona Virus cases,
most organisations are moving to a
work from home/remote location
model to prevent the infection from
spreading further and to ensure
that their employees are not in
harm’s way. While this ensures that
businesses are functioning as usual,
it brings with it, a whole host of new
challenges that many managers may
not be equipped to deal with. The
challenges include:
« Ensuring that the team

is constantly in touch and
being communicated to- This
not only poses a challenge in terms
of operation but also a challenge
in terms of team morale. During a
crisis there may be constant fear
and uncertainty that keeps looming
around. Being confined to a space and
interacting only with the team through
References:
« https://www.shrm.org/hr-today/news/hrmagazine/pages/0602joinsona.aspx
« https://www.zendesk.com/resources/
successfully-build-manage-virtual-teams/
« https://www.humanresourcesonline.net/
coronavirus-prompts-work-from-homeexperiment-across-china/
« https://www.pmi.org/learning/library/

managing-virtual-teams-high-performance-7310

« https://www.extension.harvard.edu/
professional-development/blog/challengesmanaging-virtual-teams-and-how-overcomethem

limited means can cause loss of
morale. This in turn can hamper work
and the functioning of the team. With
advances in technology it allows for
people to connect not only through
emails but also video chat apps.
Organizing small manageable video
catch ups once in two days with a set
agenda allows for a time to connect
and process the crisis.
« Relying

on good
project management
Tools- Ensuring the
timely management of projects
and deadlines can become a hassle
especially since there is limited times
and spaces to stay connected. Relying
heavily on project management tools
proves to be an efficient investment.
This not only enables you to
understand what resources need to
be allocated where but allows for a
smooth operation.
« Ensuring

a manageable
yet strict deadline- While
working from office ensures
timely meeting of deadlines. It may
be difficult for many to maintain a
structure while working from home.
Communicating with the team,
understanding their concerns and
offering solutions around issues takes
precedence as many try to adjust to
this new work environment. While it
is crucial to offer space and guidance.
Maintaining strict deadlines also
keeps in check productivity levels.
This in turn opens up dialogues to
further understand how best can an
employee be supported.

« Delegating tasks with clear

detailed guidelines- While
it is easier to communicate
many things when in an office setting.
Functioning virtually may have many
lags in terms of role definition in a
certain project or aspect. A clear email,
followed by a discussion to ensure that
the task at hand is clear and there is no
duplication of work is key. This would
mean that the manager is aware of
everyone’s role, ensuring that changes
are communicated to the teams
effectively.
« Maintaining a standard

timing for work- Office
goers tend to usually work in
8-hour shifts (9-6 jobs). Maintaining a
standard timing for all team members is
key to allow effective communication.
Additionally, this allows the team to
efficiently utilize their time rather than
getting side-tracked, to put singleminded focus towards a task at hand.
« Trusting the team- While it

may seem like there is a lot of
back and forth, checks on the
team, it is important to also show trust.
Reminders and checks can be constant
but controlled. This also lets the team
members know that there is a lot at
stake ergo responsibility that has been
placed on them.
While the work from home option
may seem temporary at the moment, we
are slowly moving towards a global team
that is connected virtually. Therefore, the
need of the hour is to understand the
dynamics of a virtual team and focus on
skills required to manage one efficiently.
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