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WELCOME

W

e live today in a world that seems more
complex, more uncertain and more volatile.
We face global crises that continue to cost lives
and livelihoods, and that touch every single
one of us in some way.
From each crisis, however, we must of course learn. Amid the
disruption and the trauma, we should reflect in the cold light of day
and heed the lessons from our darkest hours. This report is about
lessons learned from the Covid-19 pandemic.
It is a sobering thought, but such a devastating outbreak could
happen again. Will we, as individuals and organisations, be better
prepared next time?
For those responsible for managing risks, the distinct possibility
that we could face another, more virulent strain of the coronavirus
in future, or another pandemic altogether, must be considered and
planned for.
It is critical for a stable, resilient economy that the learnings from
the pandemic are embedded in the cultures and practices of all
organisations to ensure they are more able to weather the effects of
such an outbreak next time.
Planet Interrupted: Lessons learning from Covid-19 takes in
commentary and insights from risk professionals working in a
wide range of sectors. You will read about the elevation of risk
management from a back office function to a question of leadership
and strategy.
It also includes findings from the first major survey of its kind
since the outbreak. IIRSM examined both how organisations
dealt with the unexpected challenges of the pandemic and how
Covid-19 has changed the world of work irrevocably.
What we found makes compelling reading.
We hope this report goes some way to
helping you learn the lessons from Covid-19
also, and helps inform the management of
risk in your organisation.
Phillip Pearson
Chief Executive, IIRSM
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PLANET

INTERRUPTED
LESSONS LEARNED
FROM COVID-19
fforts at finally unmasking the world from the ravages of the
Covid-19 pandemic go on amid signs that the “new normal”
is gathering pace.
But for health, safety and risk professionals something
more fundamental is happening.
Conversations, analysis and shared learnings from
the outbreak have elevated a need for more planning and
resources to the top of the agenda in many organisations.

4 PLANET INTERRUPTED / LESSONS LEARNED FROM COVID-19

If anything, the wave of business disruption, toll on individuals in
terms of physical and mental health, and a complete rewiring of
how and what we do as a society and are willing to accept in the
workplace has created a seismic shift in how we operate.
In this special edition of The Sentinel, we have gathered the
thoughts of leading risk professionals on what we have learned
from the pandemic and what we must do to make sure that
we are ready if – or when – the next one strikes.
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Future of risk and
safety management

The changes forced on us by Covid have left us with a radically different working environment, containing
opportunities as well as challenges. So how do we put the systems in place to ensure we fully adapt to the
situation we’re in but make sure we’re prepared for any future global shocks? We talk to five experts to find out

HOW TO MAKE US
FUTURE PROOF

6 PLANET INTERRUPTED / LESSONS LEARNED FROM COVID-19

ithout a doubt, Covid-19 has changed the
world. It has changed risk management
too. Faced with a deadly pandemic,
organisations have been forced to transform
themselves at great speed.
Normality will return: indeed, as the rules
of engagement with it are relaxed, it can be
argued that it is returning already.
The world of risk will shift as the landscape itself
shifts. But it is fair to say that any management and
workplace practices will never be the same again, and it has
to adapt to that.
In that sense, Covid-19 will be with us for a very long time
to come, putting it – if you like – at the top of the risk register.
To quote the poet W B Yeats, all is changed, changed utterly.
Everyone is going to have to live with that stark reality.
What sort of things, though, are actually different?
Specifically, what has changed?
“For a start, people are much more mobile now,” says Phillip
Pearson, the IIRSM’s Chief Executive. “I don’t think that
anyone has really got to grips with that yet.
“That has been the case in larger firms for some time, but it
is trickling down to smaller businesses now. There is pressure
on these smaller organisations to attract and keep talent and
people are now looking to work flexibly.”
How is this manifesting itself?
Phillip says that he is currently
recruiting and so he has first hand
experience. “I’m getting people
COVID IS NOT JUST A
saying that they like the job and they
think it will be interesting, but they
SINGLE WAVE BUT WILL
would like to do it part time. There
KEEP
COMING BACK AND
is a lot more of that going on now.”
EVERY NEW VARIANT
Staff have to be protected and
kept safe by their employers,
WILL BRING A DIFFERENT
he adds, but there is now a
CHALLENGE. WE NEED TO
constitutional challenge in the UK
caused by the fact that there are
BE PREPARED
four different governments doing
different things.
“If you are working across
different locations then you are going to have multiple things
to worry about. And the health issues are sometimes being
used by the devolved authorities to challenge central
government on wider political things. And on top of all
of this is Brexit. So there is a lot going on.”
As far as risk is concerned, it is hard to predict the future,
he says. “From my perspective, I’m trying to create as much
normality as possible for my team. I’m allowing people to come
into the office – I’m seeing mental health issues arising from
staff working at home for so long.”
Many organisations are seeing Covid-19 primarily as a
business risk and because of this are keen to keep their people
out of the office. “It saves a bit of money and they don’t want
to be badly affected by the pandemic. So they are going to be
really conservative. But that’s not really looking at things from

a risk perspective. It’s hiding from the world.”
Phillip believes that the UK is currently caught
in a huge storm of politics and health and as a
result does not really understand what the real
risks are around the pandemic. “The data is scary,
it’s a real mish-mash and nobody has got it right.”
The issue of working through Covid-19
requires a balance, he believes. “I am not in the
camp that says everyone has to work from home.
Fundamentally, as people, we want to be with and
share information with others, and the best way
of doing that is to be in a room talking.”
One lesson organisations should learn from
the pandemic, he adds, is that they should review
their risk register regularly. “Large corporates
already have the systems in place, but smaller
organisations may not. Covid shows the value
of having a risk register, monitoring it and
challenging yourself on it regularly.”
Karla Gahan is Senior Consultant, Risk
Advisory and Analytics at the independent
UK professional services business Barnett
Waddingham, an IIRSM Fellow and a Council
Trustee. She sees Covid-19 as a risk that is not
going to go away quickly.
“There is no such thing as a single wave,” she
explains. “It is not just a single wave but is going
to keep coming back and every new variant
will bring a different challenge. We need to be
prepared and think about what those challenges
might be.”
Because of this, Karla adds, business continuity
professionals need to be prepared for multiple
scenarios, including for other incidents to happen
alongside the latest twist in the Covid-19 saga.
She gives the example of Australia, where she
is based.
“With the Omicron variant, for the first time
ever, numbers here have skyrocketed.
“That means we don’t have enough key staff to
transport goods – to deliver to the supermarkets,
or to stack the shelves.
“There aren’t enough doctors or nurses in the
hospitals to be treating people. We do not have
enough people to be able to continue essential
services. And we are one of the most highly
vaccinated countries in the world at well over
90 percent of the population. You just don’t know
what new waves are going to do to you.”
This problem grows when the international
picture is taken into account, she adds, as
different countries are handling the pandemic in
different ways. “That is relevant to your business
as you might be a multinational company or your
Continued overleaf>>
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clients or suppliers might be in other countries. You may not
know how they are managing or coping. You have to ask what
the knock-on implications are.”
As is so often the case with risk, Karla says, preparation is
key. “As a risk or business continuity manager you need to run
different scenarios, thinking about the best and worst possible
cases as well as one in the middle.
“You need to ask what mitigation measures you can put in
place now to prevent you from getting to the position where
you can no longer continue to operate.
“You might also do a business impact analysis on your key
services, processes, activities or locations, determining the
point at which you would go under. If you’ve not been doing
this type of activity regularly over the past two years, now
is the time to start. You might need to reassess at that point. If
80 percent of your workforce is out, you just cannot operate.”
None of this can be done in isolation, she adds. Risk and
business continuity managers need to be reaching out across
their organisations, finding out from their colleagues running

MY PANDEMIC

STEVE FOWLER
Covid has really been forced on us all, hasn’t it? Like
most people, for the first few months I thought it was
all bad. I felt I couldn’t get on a plane, go abroad or do
anything. But actually it forces you to stop and reappraise
what you do in life.
I’ve done a lot of that. I’ve been reading and believe it or not,
I’ve done my first painting by numbers since I was seven or eight
years old. And I’ve started mending things at home and decorating –
all the things I hate doing.
Like a lot of people, I thought of it as a glass half empty experience to start
with. Then I just felt I had to get on with life and this is life now. From a work
point of view, I’ve written some courses and articles. It’s given me the
opportunity to do things in a different way. I’ve realised that getting in the car
or on a train is a lovely thing to do from time to time, but you can get so much
more done on the phone or with online conversations.
People have talked for years about changing working patterns. The pandemic
has forced this hybrid working style on us, but it’s for the good.
The whole Covid experience has taught me to be more flexible and to be more
grateful for what we each have. Since 9/11, all of us in the west have been
living in quite benign times. It’s quite easy to get used to the idea that it’s the
way the world is and nothing nasty is ever going to happen.
However, the pandemic has reinforced the fact that the world isn’t a safe
place. But it’s also full of opportunities, and we have to accept that these
big shocks happen from time to time and that as a result, we will have to
reappraise the way we operate.
Steve Fowler is Managing Director of the business strategy, risk management
and change leadership organisation Amarreurs Consulting and Chair of the
IIRSM’s Content and Editorial Panel.
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critical services exactly where the tipping point is.
“There are lots of tools and techniques that
they can use, but there’s no one magic bullet. But
it’s a time to be really joined up. You need to be
working in harmony. This isn’t going away and if
you have learned nothing over the past two years,
you’ve got a bit of a problem.”
There are also issues around leadership and
behaviour. “People are fatigued and feeling
exhausted. They want to know if they are working
from home, working in the office, working hybrid.
They are having hundreds of meetings remotely.
Do they need all those?
“You have to put some structure around those
meetings and make them relevant rather than just
having them for the sake of them. If you do hold
them, then make them to the point and have an
objective and an agenda.
“People may have a perception that because
you are at home you’re slacking off. You’re not.
You’re probably actually working twice as hard.
And if you are having meeting after meeting
without breaks from the screen, that really is
exhausting. Stay mindful of this and think about
ways to be kinder to yourself and others.”
David Denyer is Professor of Leadership and
Organisational Change at Cranfield Business
School and Lead for its resilience Grand
Challenge, which is designed to examine how
business, government and society should prepare
for and respond to disruptive events.
He believes that there has been a shift away
from thinking purely about risk and more towards
resilience. Boards and senior leadership teams
are also becoming more involved. “It’s senior
people now and not technical experts and I think

MY PANDEMIC

KARLA GAHAN

that’s a big shift from pre-Covid times. I think it’s a general
recognition that the world is perceived to be becoming more
uncertain and complex.
“There’s a lot of concern not only around fast moving, high
velocity type events that emerge very quickly and impact very
rapidly like the pandemic, but also slow-moving problems such
as climate change, ageing populations and social inequalities,
new technologies and the future of work.
“These things bring significant risks, but they are not
necessarily immediate or as fast moving as other things.
However, we really should be attending to them now.”
General rather than specific resilience can be built, he adds.
“Our traditional view of doing risk management is that we look
at specific types of risk and classify them in a very traditional
way, examining things like probability and consequence and
putting them on some kind of matrix.
“Organisations and governments then have a conversation
about risk appetite and that becomes the basis of their
planning. On national risk registers, a pandemic was judged the
highest consequence, highest probability event. Of course,
no one took any notice of it.”
He is not saying, he adds, that traditional approaches to risk,
business continuity or crisis management are flawed: it is just
that it has been proved that more is needed.
“I think we need to supplement them with something else.
It’s not throwing these things out but building on them to
improve resilience moving forward.”
David Denyer also mentions recurring events. “How many
floods do we have where there is a problem that keeps coming
back? How many times do we have a winter NHS crisis, even
pre-pandemic? Or infrastructure failures? It’s because of our
systems and our inability to operate in a resilient way.”
Another person who believes in the vital importance of
resilience is Hugh Maxwell, Business Development Director
Continued overleaf>>

I’ve been very fortunate because I’m able
to work from my spare room – now my
office – in Australia and continue to
work alongside my old colleagues and
professional network in the UK.
What it has done is to make the world
a lot smaller and things easier in a
way. It has brought opportunities
people might not have had before.
So from that perspective I consider
myself to be very, very fortunate.
Until recently, Australia has been a
very safe place to be. We have been really
fortunate here as we locked down hard very early
and have been a little bubble, though that doesn’t
exist anymore. With the world opening up, we are in a
very different position.
I was due to come to the UK in early 2022, but I’ve now
decided to postpone my visit. It wouldn’t be sensible.
It’s just not a good risk decision to travel there when
the number of cases are currently so high and the
latest variant is so contagious.
I took my current role at the beginning of the
pandemic and in an ideal world, I would have been
travelling to and from the UK on a regular basis. The
timing was very, very good for me in that this role
came up just as the pandemic was hitting and there
was an opportunity to be able to work from home.
Of course, there are some issues around
homeworking. Technology is not always your best
friend, but your skills in this area develop and you find
workarounds – for instance, perhaps making audio
rather than video calls on occasion. You also have to
be super careful about your information security –
that is obviously a concern for all of us.
I’m also very mindful of the impact that changing work
patterns have on myself and my colleagues. Waking
up to an inbox full of messages from me may not be a
great way to start the day!
Studies are showing that while the ability to work
more flexibly outside normal business hours is great
for those sending messages, it raises stress levels for
those receiving them, as it carries the inference that
the response is required more urgently than it is.
We need to learn to communicate more effectively
on these types of concerns, whether that’s an email
footer explaining why your message is coming out of
hours or your respect for boundaries, conversations
with colleagues, or just thinking twice about your
e-mail traffic. We need to be alive to these new risks
our changed working patterns are having.
In general though, I consider myself to be very
fortunate. I’m lucky with how this has all played out.
It’s worked really well for me.
Karla Gahan is Senior Consultant, Risk Advisory
and Analytics at the independent UK professional
services business Barnett Waddingham, an IIRSM
Fellow and a Council Trustee.
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HUGH MAXWELL
I actually started in a new role with Chubb at the very start
of the pandemic in February 2020, working to build a larger
profile for the company in Europe, the Middle East
and Africa.
I’ve been doing much more firefighting
and much more management through
contractors to do jobs we would
otherwise have done ourselves but
we haven’t been able to as we’ve not
been able to travel to other countries
to do the work. That has meant a big
shift in terms of resources, trust and
contractor dependency.
I caught Covid myself in February last
year. My whole family were hit by it and they
also suffered over Christmas. As a company,
we have dealt with it through much more isolation
– which we didn’t want – and much more lone working.
It has changed the way I focus on work. It has also altered my
priorities, You have to be a lot more flexible. There have been,
for instance, embargos on people travelling within 12 hours of
them starting their journeys. You also have to try and get the
customer to be more understanding. More open and regular
conversation with all stakeholders is necessary to minimise
disruption and manage expectations.
All our bosses are based in the US and I now have a much more
flexible working day. My calls to people in Europe, the Middle
East and Africa tend to take place in the early morning: I need
to fit in around the needs of the business.
You don’t work eight hours flat anymore. It’s much more a case
of doing three or four hours in the morning, taking a break and
doing more work in the evening. Your working week is also a lot
more flexible.
This isn’t just to meet the needs of the business. It allows you
to be more effective as well.
My role has been home based all along, so in that sense the
pandemic hasn’t made a major difference to me. What has
been harder is being away from customer locations to directly
engage with them on-site.
I am actually still doing work carried over from 2021 and you
have to be aware of what is happening in other countries – in
Belgium, for instance, they have just changed the rules again.
The same is true of France and Germany. We sometimes
can’t get people out there and that might mean they are not
producing at full level.
It’s pointless us going in and doing workplace monitoring if only
half of the machines are running.
It’s a real challenge and frustrating for everyone concerned.
And it’s very time consuming.
But you have to follow the rules as the last thing you want
to do is to make the situation worse.
We will get through this. But one disappointment I have is that
every country seems to look after themselves rather than
everyone pulling together and trying to share best practice.
And I think it’s important that we do some form of review, to see
not just what we can learn from ourselves, but from elsewhere.
Hugh Maxwell is Business Development Director Europe,
Middle East and Africa for Chubb Global Risk Advisers, which
is part of Chubb Insurance.
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Europe, Middle East and Africa for Chubb Global Risk
Advisers, which is part of Chubb Insurance.
He believes that organisations have a difficult balancing
act between prioritising their customers and protecting their
people in the workplace. “The companies that are going to be
the most successful are the ones that have learned resilience
and embraced it.
“They have seen Covid not as an inhibitor as such, but as a
challenge in terms of putting timely intervention strategies in
place. They have been working with customers, gaining their
understanding and focusing on business critical operations. For
them, it’s been about keeping the marketplace as buoyant as
possible with the resources that are available.”
He also sees partnership working as important. “It’s about
close relationships with customers and the supply chain, and it
has thrown the critical players into focus.”
Another issue, he believes, is that some people in the workplace
have been overburdened because Covid-19 has led to fewer
people doing the same jobs.
“People are changing their focus. They are deciding now that
it is better to have a good work-life balance than to take home the
maximum amount of money.
“I’ve seen a lot of good people leaving businesses because
they feel there is a danger of burnout. I think we have to
refocus on how we manage wellbeing. I feel that we are also
being too reactive in terms of Covid.
“We also need to be mindful of the resignations and the
global impact this is and will have over the next year or more.
“It is estimated 25 percent of workers are or intend to leave
their roles in coming months. This could have big implications
for businesses.
“We need to take a step back and adopt a helicopter view in
terms of how we manage things – not just at government level,
but within business as well.”
Hugh believes that the lessons of Covid-19 need to be learned
and one of these is to be better prepared in the future. “But
it’s not just about the preparation and the mental wellbeing.
Do you have a coping strategy in place to manage day to day
affairs? Is it operating in the workplace now?
“I think we really need to review how we do things. There
is a big opportunity there.
“The pandemic has raised people’s awareness of business
risks in a way I haven’t seen before. Going forward they are

THEY SAY THAT COVID ARRIVED
OUT OF THE BLUE AND THEY
DIDN’T SEE IT COMING. BUT IT
WAS ON THE NATIONAL RISK
REGISTER FOR 10 YEARS

going to be much more risk averse, but hopefully we can put
this to good use in terms of improving safety and welfare in the
long term.”
Risk has now moved up the agenda, he believes.
“It’s something that we really need to focus on going
forward, and we have to particularly look at emerging and even
improbable risk.
“We need to examine things like low probability, high
impact risk that we may not have previously taken account of,
particularly in areas such as emergency planning and crisis
management. What happens if you lose half your workforce?
Perhaps things like strategic partnerships with other
businesses need to be considered.”
Steve Fowler is Managing Director of the business strategy,
risk management and change leadership organisation Amarreurs
Consulting and Chair of the IIRSM’s Content and Editorial
Panel. He also believes Covid is something risk managers are
going to have to consider well into the future.
“If anyone speculates that it will be over in one,
three or five years, they are fooling
themselves,” he says.
“What has happened is that we
have moved into a new phase. It’s
moving from being a pandemic to
being endemic.”
It seems that at present, there
are a constant stream of emerging
risks on the horizon that were not
predicted, he adds. “There are also
interconnections between them

- they work together and catch us out. However,
people are becoming much more aware that
when it comes to risk, it’s not all technical stuff,
but behaviour, both as individuals and in groups.
And we also think we are being hit by fast moving
risks – and particularly by low probability but high
impact ones like Covid – because we didn’t see
them coming.”
In reality, risks are not actually fast moving if
you have the right radar to pick them up, Steve
says: they only fall into this category if people’s
attention is elsewhere.
“They say that Covid arrived out of the blue
and they didn’t see it coming. But actually, some
individuals did. It was on the national risk register
for 10 years.
“However, the government decided
to get rid of that as part of its bonfire
of red tape.
“People claim they are too busy
running their organisation to look at
all the other things that can happen
and I do understand that. But we
have to do both. As well as engaging
in business as usual, we have to look
forward into the future.
“None of this is rocket science. It’s about
reading widely and broadly and knowing
who to believe as well as what
to believe.”
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In the first major survey of its type since the pandemic began, we looked at
how organisations dealt with the unexpected challenges of Covid. What we
found was a heartening picture of collaboration and concern for others

TOGETHER
WE STAND
hen the global pandemic hit there
was no handbook to dealing with
Covid-19, no sense or precedent of
how it might impact. It was new, it
was scary and, most worryingly of
all, unpredictable.
Yet even as planes were
grounded on tarmac and doors
slid closed perhaps for the last time
across businesses, while workforces were
furloughed and under siege hospital wards found
themselves pushed to the limits, something
incredible happened.
People kept apart by the virus, came together
like never before.
By email, by video calls, and shared documents,
risk and other health and safety professionals
transitioned themselves to what would become
the front line of crisis response.
While the rules didn’t exist, their shared
experiences and knowledge did. What
followed was a scene of collaboration perhaps

unprecedented in modern times, the real legacy
of a planet interrupted.
In the first major survey of its type since
lockdown, it is this collaboration and attention
to the well-being of colleagues that have emerged
to the fore.
Katherine Fry, a leading risk professional in
the international broadcast industry, said: “Were
we ever really ready for something like this?
Probably not. Within my team, we've always been
quite influential. But with Covid-19, we are being
approached more, being more involved, and the
collaboration across the organisation is quite
something, I've not seen that before.
“Not even just internally, but between us
and other organisations in our industry. We're
working together more than we did before,
because I think the safety professionals
recognised how important that is, more than
ever, through the pandemic.”
She went on: “In my organisation I sat on the
Incident Management Team and could see how
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THE WAY WE
COLLABORATE
NOW, BOTH
WITHIN AND
BETWEEN
COMPANIES,
IS POWERFUL
AND WILL HAVE
A POSITIVE
OUTCOME
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On a scale of 1-10
(1 for very poorly, 10 for
very strongly), how well
did your organisation
adapt to the immediate
impacts of Covid-19?

8

23.45%
9

27.13%
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22

0.73% 2.18%

3

3.15%

4

1.21%
5

7.02%
10

23.24%

6

5.81%
On a scale of 1-10
(1 for very poorly, 10 for
extremely well) how well
did your organisation
support your health and
wellbeing during the
pandemic?

7

14.29%

9
things were taken seriously by senior managers,
I could see how well they responded, if they had
the right information to hand, they would take it
and run with it.”
“The risk professional was involved at all
the different levels. Our department is heavily
involved at the senior level, so we could inform
an update. But we'd also get information back and
work with operational teams.
“I think that the risk owners understood their
responsibility during the pandemic and the
way the organisation absorbed, acted on and
communicated information was vastly important
and more sophisticated than before. That is
something we have continued to do, and hopefully
will continue to evolve.”
“The way we collaborate now, both within
the organisation and between organisations,
is powerful, which will have a very positive
outcome for risk management. This will leave
a lasting legacy.”
Asked how well their organisations adapted to

23%
8

19.37%
1
the immediate impacts of Covid-19, close
to 80 percent of those who responded to the
survey suggested their place of work had
performed strongly.
A quarter said their organisations had
supported individual health and well-being
during the pandemic.
One of the most encouraging results was an
overwhelming agreement on how they had
recognised that their success was linked to the
health and well-being of their employees.
Of those surveyed, 37 percent said they
strongly agreed that this was the case, or 159
Continued overleaf>>
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Survey
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On a scale of 1-10
(1 for strongly disagree,
10 for strongly agree),
do you believe your
organisation recognises
that its success is
linked with the health
and wellbeing of its
employees?

On a scale of 1-10
(1 for strongly disagree,
10 for strongly agree),
post Covid-19, has your
organisation recognised
the need to improve
levels of investment
in risk and safety
management skills and
competence?

7

9.09%
9

10.26%
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of the 429 who answered. Around 14 percent
were still less convinced. And asked whether
their organisations had recognised the need to
improve levels of investment in risk and safety
management skills post-pandemic, just 22 percent
said that they strongly agreed.
Among the experts 192 said furlough had been
introduced in some way and seven reported they
had gone out of business completely.
A further 76 of those polled confirmed jobs had
been lost while 71 said that they had introduced
pay cuts.
In all, 161 said they had suffered loss of business
and revenue while, conversely, 193 said the
pandemic had resulted in them creating and
seizing new opportunities.
The poll was conducted by IIRSM and
Connect Communications, with more than
430 respondents.
Katherine Fry said the answers showed
collaboration was apparent during the crisis,
adding: “Risk management has been instrumental
to the whole Covid-19 response, and I think it is
great that we've got this insight.
“I’m pleased that there has been that
recognition by most of the organisations that
their success is linked to the health and wellbeing of employees.
“As a risk professional, it's important that we're

9.79%

across this because it's intertwined in the
whole workplace and how we deal with it.
That recognition makes me feel positive that
as a safety and risk management industry we
are being quite successful.”
“More and more people are coming back into
work now and even that can be quite anxious for
some workers.
“We are not quite post pandemic – yet.
However, we are coming back to something like
a new normal.
“Health and well-being are at the forefront now
and this survey shows that.”
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Risk management skills and
knowledge for a more resilient,
sustainable world of work
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•
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Developing an Effective Wellbeing Strategy
Embedding Staff Wellbeing
Effective Problem Solving
Meaningful Measures
CDM and Building Safety
ISO Standards and Risk Management
Introduction to ISO 45003
Running an Effective Risk Workshop
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and delivered by expert trainers, our sessions
will enhance your management and leadership
skills in all forms of risk.
This fantastic CPD content is affordable too,
with membership and early bird discounts on
offer. IIRSM Training courses are hard to beat
for value.

Visit
www.iirsm/training today
Or get in touch at
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Hybrid working

It looks like hybrid working is here to stay. So what can employers do to
ensure both they and their staff continue to benefit from the advantages
of splitting time between home and the office? Two advisers on health
and wellbeing talk us through the pressures and the pitfalls

TAKING OUR
REMOTE
CHANCES
WORDS:
TIM POWER

ybrid working has become the new normal. What was once seen
as a ‘perk’ of a job to work from home has become mainstream,
not because of choice but through necessity in order for
organisations to continue to work through Covid-19 lockdowns
and to adhere to government advice. However, as restrictions are
lifted will employees want to remain working from home or can they
be tempted back to the office?
Home working was a revelation for a lot of employers as they found, if
they gave their employees the right technology, that they could still enjoy the
same, if not higher, productivity from their people.
While some organisations, such as Wall Street bank JP Morgan have made the
headlines demanding that employees return to the office, most are taking a more inclusive
approach by adopting a flexible position of hybrid working with a mix of days at home
and in the office during the week.
The experience of nearly two years of remote working has generally proved beneficial
for business, but has working from home – or ‘living at work’ as Clive Johnson, Group
Head of Health and Safety at property company Derwent, likes to refer to it – been equally
advantageous for employees?
Peter Kinselly, a Health and Safety professional with international consultants
Cardinus, which provides consultancy for multinationals, particularly in the finance
sector, has researched the issue of ‘teleworking’ as it was called in the 1980s when the
concept first emerged as a flexible working solution. He believes that hybrid working is
here to stay but for it to continue to be a successful and positive experience, management
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teams need to support their teams with the same level of
engagement as there was at the start of the pandemic.
He said: “In my experience, most organisations are looking at
hybrid working for the long term, not just the short term, as the
Covid experience has shown senior management teams that they
can trust people to work remotely.
“Leadership engagement was good at the start of the pandemic
and line managers have learned how to manage their teams
remotely and adapted really well by focusing on looking after
their people and supporting them. But nearly two years on, I have
witnessed that level of support drop off and noticed an increasing
amount of fatigue creeping in among home workers that I’ve not
seen previously.
“A lot of the research coming out at the moment on hybrid
working is looking at people's health and wellbeing and
productivity, and trying to link the two together. We have to take a
look at where we've got to, where we want to be and see what the
gap is to get there. But we also have to keep up the high level of
support for people going forward.
“In Year One of the pandemic it was very much, ‘we're all in
it together’, and if we get through this year we should be okay.
The hope was that restrictions would lift in 2021 but from a
health and wellbeing perspective companies weren’t planning
organisationally, so it was ‘head down’ again and keep going, and
this has continued
during 2022 and, as
a result, I’m starting
WE HAVE TO TAKE A LOOK
to see people fatigue
quite badly.”
AT WHERE WE’VE GOT TO,
However, Peter
WHERE WE WANT TO BE
is impressed with
some of the best
AND SEE WHAT THE GAP
practices he has
IS
TO GET THERE. BUT WE
seen in organisations
ALSO HAVE TO KEEP THE
embracing hybrid
working, particularly
HIGH LEVEL OF SUPPORT
looking differently at
their use of office space
and the value of when
to bring people and teams safely back together at the office to work
collaboratively on business projects.
Lisa Whittleton, owner of Illuminate VR Services – a business
psychologist and trainer specialising in wellbeing and resilience
– appreciates the basic human need to be with others and is
concerned about the disconnect people can feel by not being
physically together with their work colleagues.
She said: “Remote working has its benefits but it comes with
a disconnect that can affect many people as we all have a human
need to be with others.
“Apart from feeling isolated, people can lose motivation and
confidence which can lead to stress and general fatigue.”
She said: “Research shows that work gives people a clear sense
of purpose and meaning, particularly when working with others
in teams. Working from home can dilute this sense of belonging
and connection, and even the collective culture of an organisation.
So when you're not seeing how your work has an impact and
how it fits in with what other teams are doing, it can affect your
motivation, and you might feel a little lower in confidence as well.
“In my work we're seeing people saying they like being at home,
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PETER KINSELLY
I’ve been working remotely in my role
for some time, advising multinational
companies on how to improve their
health and safety and wellbeing
programmes. So when Covid came
along, we fared much better than
many other people as we were
extremely comfortable, with only
two cats for a distraction. My wife is
an Occupational Health Advisor for
Oxford University and was also able
to work remotely.
From my experience, many organisations
weren’t particularly well organised to transition
from work to home, which was a reflection on the
preparedness of their business continuity planning,
so the pandemic provided a big opportunity for
organisations to learn more about themselves,
and identify the gaps they had to fill.
There was a lot of goodwill in the first year of the
pandemic and an acceptance that we were moving
into something new and we did not know what
was around the corner. From early 2020 up to the
middle of 2021 I felt there was a degree of changing
behaviours, with people being more patient, a bit
kinder, and more accepting of circumstances.
But towards the end of last year, what goodwill
there was seemed to be starting to evaporate.
You can see this generally with people’s behaviour
on the roads: there was a period of time where drivers
were more patient and took their time, whereas
now we’ve gone back to the madness that we had
previously experienced.
Nearly two years on from Covid-19 I can see
corporate amnesia slipping in again as the focus is
purely on the ‘here and now’ and not on the future.
People believe that because they have a good IT
infrastructure in place they should be okay but there
needs to be more planning for the future.
I think this type of complacency is creeping into other
areas of business such as reduced engagement with
employees resulting in issues like growing fatigue
with the stresses of working from home.
Business planning and wellbeing still need to be high
on the corporate agenda.
We have both been well during the course of the
pandemic, which has been lovely but, of course,
we’re aware of so many people who have struggled
during this time.
Peter Kinselly is a Health and Safety professional
with international consultants Cardinus.
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WITH REMOTE
WORK THERE IS
AN ABSENCE OF
SPONTANEOUS
LEARNING AND
CREATIVITY
BECAUSE YOU
DON’T RUN INTO
PEOPLE AT THE
COFFEE MACHINE

but then admitting that they aren't as confident
with some of the areas of their job as they used
to be. If they are getting little feedback from their
managers and colleagues this can lead to further
uncertainty and stress. This can be exacerbated
by general fatigue, which comes from long hours,
stress, not being able to switch off from work and
difficulty sleeping.
“So a flexible hybrid approach to work
that allows employees to have a day or two to
reconnect with colleagues can be good for mental
health and wellbeing.”
Lisa said it's vital for managers to check in
with their teams regularly and to be equipped
with the tools to effectively identify anyone who
is suffering from this disconnect so they can offer
support and encourage them to come into the
office, where appropriate. It is important to give
people a reason to come into the office, e.g. to
help them collaborate as opposed to enforcing it
for the sake of it.
She said: “I think a big role for managers is
giving people the opportunity to talk if they
want to. A recent research study showed that
41 percent of people would be willing to talk to
their manager about their mental health, which is
positive, but that is still a lot of people that would
not be forthcoming.
“It’s really important for a manager to make
sure that they've always got a one-to-one check-in
booked with members of their team weekly, even
if it's just 10 minutes and you just end up talking
about what you had for lunch. It’s important
because calling them individually gives the
employee permission to talk informally about any
issues affecting them if they want to. Many people
are reticent about calling their manager as they
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think that they're busy and they don't want to
burden them.”
Another issue that has arisen about home
working is the lack of natural mentoring that
goes on between managers and colleagues within
an office environment. This was an issue Jamie
Dimon, CEO of JP Morgan, had in late 2020 when
he wanted employees back in the office.
He told Forbes magazine: “Most professionals
learn their job through an apprenticeship model,
which is almost impossible to replicate in the
Zoom world. With remote work there is an
absence of spontaneous learning and creativity
because you don’t run into people at the coffee
machine, talk with clients in unplanned scenarios
or travel to meet with customers and employees
for feedback on your products and services.”
This is an ongoing challenge with remote
working as Lisa has heard of clients who have
lost promising young talent in the first six months
because they do not feel supported enough or feel
that they don’t fit in.
She said: “Mentoring and training is another
big topic, especially for new junior staff, who
might need more structure, guidance and support
but don't have the confidence to ask.
“So I think that is why the hybrid working
pattern has a role to play in providing
opportunities for managers to get some of the
teams back in the office for group or individual
training and support.”
Lisa added: “The hybrid working challenge is
very much still ongoing. I think we're probably
still in the early stages of trying to navigate how
it best works, but one of the overriding positives
from all of it is that employees can have more
autonomy and flexibility around how and when
they do their work. And maybe there's a bit more
trust from companies in their employees – I think
that's a really good thing.”
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LISA WHITTLETON
Although I’m based at home, I used to
normally go out and see clients at least
three times a week for meetings or to
deliver training, so when the lockdown
came I found it quite difficult at first
being at home all the time.
As a small business owner, I’m used
to being flexible and knew I’d have to
adapt quickly to changing from faceto-face training to online.
I knew straight away that I couldn’t
just transfer face-to-face learning online
without adapting it because I’ve seen so
many people do that and fail.
So I had to learn fast on how to deliver engaging
training online and I got up to speed through
attending events, watching others in action and
putting in lots of practice.
There was a lot of advice available from my business
network group as well.
While I really do love face-to-face training I was
pleasantly surprised by the transition to online
training and actually enjoyed being challenged and
being creative.
I’ve found this format has been very useful for my
corporate wellbeing webinars with employees as
there is a far greater reach and a level of anonymity
that comes with online discussions, where people can
raise questions or place comments in the ‘chat’ room
without having to be in the glare of the spotlight.
This can be helpful for a sensitive topic such as
mental health and brings people together who would
not previously have connected.
In my online presentations there has been a great
level of engagement from people, particularly
supporting each other with positive comments and
encouragement in the ‘chat’ room.
You would not usually get that level of participation
with a roomful of people so my HR clients have found
this feedback very useful to identify issues and find
out where people are struggling.
Lisa Whittleton is owner of Illuminate VR Services –
a business psychologist and trainer specialising in
wellbeing and resilience.
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Cybercrime

NET
BENEFITS
OF THE
CAUTIOUS
APPROACH
With a huge spike in email and text scams since lockdown began,
it’s more important than ever to know how to guard against online
thieves. Leading risk consultant Helen Barge tells us how

rying to stop cyber crime is like putting out
may not have anyone to turn to if you get a really weird email.
sandbags against a flood: you can try to fill all the
The fact that the IT team may be working from home means
gaps, but eventually it will work its way through
they may not be able to pick up on things as quickly as they
them. Sadly, the Covid-19 pandemic has just
normally would.
made matters worse.
“A criminal likes disruption and things that are new.
Criminals will snatch any opportunity
He or she leverages it as an opportunity.”
and the virus has presented them with a
How then can individuals and organisations defend
golden one. It is believed that phishing emails
themselves against this risk? In essence, Helen says, it is simply
have increased by around 14,000 percent since the
a matter of sticking to the basics.
lockdown started in 2020 – a figure so large as to be
“It’s the usual stuff – education, prevention and taking
virtually incomprehensible.
technical and organisational steps – as well as training your
“It’s not just scam emails, but now also scam text messages,”
staff. If you’ve done all that, then it’s a case of prepare, prepare,
explains IIRSM Fellow Helen Barge, Managing Director
prepare and rehearse, rehearse, rehearse.”
of Risk Evolves, a Midlands-based consultancy covering all
One simple thing that everyone can do is to ensure that they
sizes of business.
use strong passwords. Cyber criminals are sophisticated and
“As one example, I recently received a text
can break weak ones in a very short time indeed.
on my phone that said I had been in contact
Keeping software up to date on desktop and
with someone who had the Omicron variant.
mobile devices is also critical.
It contained a link to order a PCR testing kit.
Another useful tool is multi factor
THERE’S STILL
“I looked closely and realised it did not link to
authentication which provides an extra layer
AN ATTITUDE OUT
an NHS website so was immediately suspicious,
of protection by sending a text message to your
but most people would have just clicked on it.
device such as a mobile phone.
THERE OF ‘IT’S
“If I had then I’m sure I would have given them
It’s important to always be sceptical. Ask if an
NOT GOING TO
the kind of information – name, email address,
email requesting a transfer of money really is from
date of birth – they would need for ID cloning.”
a new supplier. Are links you receive genuine? It
HAPPEN TO ME’.
Criminals are also able to take advantage of the
is always worth pausing for a moment and seeing
BUT THE PLAIN
fact that many of us are working from home, she
if anything looks, or could be, unusual.
adds. “Because we’re doing that, the devices we use FACT IS IT COULD
Helen points out that free help for
may not have similar controls in place to those we’d
organisations of any size can also be obtained
find on our desktops in the office. That means you
from the National Cyber Security Centre. “It has a
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tool that creates different scenarios that allow you to test
your organisation.
“You can do it over online platforms such as Teams or Zoom
and it allows you to identify the actions you need to take. It
facilitates an iterative improvement process and helps you to
work out what would happen if you were subjected to some
sort of event.”
By taking the right steps, she adds, her own organisation has
raised awareness of potential cyber crime among its staff.
“Just before Christmas, we introduced employee benefits
across the organisation.
“To access them they had to follow a link. Half of them
responded to me saying they had just received a phishing
email and felt they should report it.
“It did mean that I had to go back to them to tell them it was
genuine, but I was really pleased that they came to me, said
they didn’t like the look of it and asked if it was genuine.”
They now have the right mindset, Helen says. “Our culture
is to question the provenance of anything that comes through.
If we don’t pay a supplier for a couple of days because we’re
doing a bit more due diligence around their invoice details,
then that’s fine with me.”
Another issue which can have an impact is that, even today,
many company boardrooms continue to be composed largely
of white middle class males. “They don’t like to show that
they don’t know everything.
“That means that if someone comes to them and says
that they need to increase the integrity of the software or
something similar and they don’t understand the benefits,
then they won’t do it.”

We had a tough time of it at the start, to be honest. Back when
the pandemic arrived, a lot of spend from companies went on
hold. But things have picked up since then.
Part of the reason it hasn’t impacted on us
too much is that we have clients across
every sector. We did have one that
went into administration last April
and another that is working hard
to stay in business.
However, others – in logistics, for
example – are doing very well. For
instance, one client delivers pallets
to your front door. Because we’re
all at home right now buying lots of
improvement products, that business
has really grown.
We’ve also got businesses involved in software
development that are doing well because with people working
from home, there’s a lot of investment in automation. So we’ve
seen this sector develop and grow too.
There has also been a demand for supply chain strengthening.
Customers are coming on board because they need ISO27001
or Cyber Essentials in order to remain within that chain. We also
do ISO22301, which is business continuity, and that’s grown
too. We are seeing significant growth in the environmental
sector and our on-site audits have all gone online.
We have always worked from home, so for us there’s been no
change in that regard. We have actually grown and taken staff
on. I do see an attitude to just get on with it out there now as we
cannot keep closing our economy down for this virus.
However, I do realise that it is always going to be a balancing
act. I recently read that we now have 900,000 people below the
poverty line that were not in that position in March 2020.
We are very cognisant of the risks we are going to have in the
future. We already know skills are going to be a challenge, partly
because of Brexit and partly because of the gaps we have.
If we have children struggling at school because of the impacts
of Covid, we have to consider the impact of that, plus we have a
massive NHS bill coming because of delayed treatments. These
are all my concerns for the future.
Helen Barge is Managing Director of Risk Evolves.

The problems of this approach are obvious. Instead, the
organisation should be rigorously challenged to ensure that
the right controls are in place. “The National Cyber Security
Centre has a really good framework that can be used anywhere
in the world. There’s also a boardroom toolkit that can frame
questions to ask and help IT providers to understand where
the vulnerabilities are within their technical environment.”
Good companies will ensure that they have robust fire and
sprinkler systems in their warehouses and these will be tested
on a monthly basis, she says, yet organisations may well not
take the same care with their IT systems.
This is illogical, as a cyber attack is far more likely to
happen than a fire related incident or burglary.
“There is still an attitude out there of ‘it’s not going to
happen to me’. But the plain fact is that it could. You really
do have to be on your guard against that happening and you
becoming the next victim of a scam.”
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Supply chain

Global supply chains have been under enormous pressure since the Covid-19 pandemic hit, and dealing
with the added risk has resulted in some long-term changes to strategy, as KIM McALLISTER finds out

THE CONSEQUENCES
OF A CHAIN REACTION
upply chains have always been volatile,
even in the best of times. But a clear
trend emerging from recent reports
shows average delays to ships coming
from China to Europe have now
spiralled 172 percent since the
pre-pandemic days.
To put that into context, it means
average delays of 65 days – more than two
months – in 2021, according to data calculated
by the supply chain visibility platform specialists
project44.
Such is the scale of the growing problem
that US President Joe Biden has said that
solving the logistics crunch is a priority for his
administration.
Major companies are being affected. Just look
at indoor bike manufacturer Peloton, for example.
The home fitness brand’s share price dropped
by nearly 24 percent in January this year as the
company went from the enviable situation of
demand far outstripping supply to the complete
opposite, in only 12 months.
This unpredictability of surges in demand,
coupled with supply shortages, makes it
extremely difficult for companies. With lead
times changing and deliveries hampered by staff
shortages, inventory management has become
extremely challenging and has led to parts and

CLIENTS
WEREN’T
LOOKING FOR A
CONTINGENCY
STRATEGY.
NOW THEY ARE
PRIORITISING
THE ‘WHAT IF’
SCENARIO
PLANNING
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product shortages. Supply chain has always been
a risky business; the more third parties that are
involved, the higher the risk to the business.
But experts are suggesting the old model of
conducting due diligence is changing.
Mike Ford, Global Lead EHS and Sustainability
at Avetta, a global company working in the field of
supply chain risk and sustainability, explained the
focus is shifting.
“Traditionally, we looked at aspects like the
safety record, previous work history and cash flow
of a project,” he said. “Clients weren’t looking for
a contingency strategy and very few had effective
business contingency policies that could deal with
a pandemic. Now they are prioritising the ‘what
if’ scenario planning.”
While Covid-19 isn’t the first disease to disrupt
business – SARS spread from China to four other
countries in 2003, for example – many companies
found themselves unprepared for a pandemic.
A large number of UK-based organisations
were already distracted by the looming impacts
and requirements of Brexit as the country
prepared to leave the European Union.
That shift put huge additional pressures on
staff numbers, particularly in factories and other
parts of the manufacturing industry which relied
on foreign labour.
The loss of many workers who no longer
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MIKE FORD

had the right to work in the UK made it
all the harder to absorb the shock of a
major health crisis, during which many
employees fell ill or were obliged to isolate.
“None of the companies we were
working with had policies or working
practices in place initially,” Mike said.
“They had disaster reporting, but they
hadn’t done any testing or simulation that
focused on ensuring business normality.
“They’ve now realised it’s something
they have to seriously look at.”
Helen Barge, founder of Risk Evolves,
which helps companies with compliance
and risk evaluation, said many of her
clients quickly adopted new shift patterns
and had grouped employees to try to
protect teams.
The problem arose when the hygiene
and good practice they insisted on did
not match that of their clients.
“On one occasion, a cleaning company
sent a group to a large facility and had to
take the decision to pull out so as not to
risk the team’s health,” Helen said.
“That is a really hard thing for a small
business to do, but it’s all about managing
the risk in the longer term.”
Ensuring consistency across supply

chains is not a new problem but when
personal hygiene becomes the number one
priority, disparities across the globe are
quickly identified.
Avetta commissioned explanatory
videos, supplier guidance and animations
to explain proper handwashing and maskwearing on behalf of its clients.
It was part of a wider role advising
customers how to ensure consistency and
minimise Covid-19 related risk to their
supply chain.
“It became like a partnership,” Mike
explained. “We had easier access to their
supply chain, so we could deliver guidance
in a simple and effective manner, applying
different languages so there were no
misunderstandings.”
At the start of the pandemic, companies
were not clear on the course of action.
There was zero clarity on the duration of the
emergency and so planning was impossible.
The risks associated with switching
suppliers quickly are obvious, providing
less time to do the due diligence or put
in place the quality control measures

In March 2020, when the pandemic hit,
the immediate priority for the company
was to create a work-from-home policy.
We made work equipment
available and had this
couriered around our
region. We conducted
risk assessments
for all home-based
workers and
ensured they had
the necessary
equipment to
continue delivering
our services.
We instigated
wellbeing calls and
applied them to all workers;
every member of staff was
contacted to ensure they were okay
and there were no feelings of isolation.
Mental wellbeing was also addressed.
In addition to this, the company put in
place a bi-weekly call from the CEO,
designed to be attended by all members
of the company.
The virtual call was delivered by the
USA-based CEO and has now been in
place for nearly two years.
It was agreed even post-Covid
that we would continue with this
company messaging.
From an operational point of view, client
conversations focused on securing the
supply chain at the various stages.
We discussed how we could verify the
current status within our strategic
supply chain, so they were still capable
of providing their services and not cause
an impact on our ability to deliver.
Many suppliers were being targeted
by applying unreasonable contractual
mandates because they missed their
deliverables, but we knew it could simply
be because their government was
preventing them from operating.
We wanted to know what we could do
to verify what was taking place on a
country by country basis.
Also, how could we introduce checks
on the suppliers’ ability to deliver work
without it becoming too onerous or seen
as a barrier to doing business with us?
These were all early considerations.
Mike Ford is Global Lead EHS and
Sustainability at Avetta, a global
company working in the field of supply
chain risk and sustainability.
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required. A broad trend in moving suppliers
closer to home emerged.
“There has definitely been a reduction in
offshoring,” Mike confirmed.
“I see a lot of companies hiking their prices to
try to recover and it’s very short-sighted, instead
of looking at the greater potential of increasing
their client base.”
Larger companies are better able to stockpile,
which is what many did in preparation for Brexit.
This put them in a stronger position when the
Covid disruption started to make itself felt.
This has been seen in the UK construction
sector and has contributed to severe price hikes
of certain basic materials.
Some materials demonstrated a rise of
27.1 percent in the year September 2020 to 2021.
“Because of that, they weren’t impacted by
China’s issues too badly, but it did drive prices up
for products across the supply chain,” Helen said.
“It was a perfect storm. All those currency

WE’RE
LOOKING AT
OPTIONS TO
EDUCATE THE
SMALLER
SUPPLIERS IN
TERMS OF
WHAT CLIENTS
WOULD WANT
FROM THEM
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fluctuations or supply problems caused some
companies massive problems.”
A major change in the due diligence process
was the inability to carry out site visits while the
restrictions on travel and gatherings were
in place.
These had to take place remotely using a
webcam and Helen argues this often turned out to
be much more effective.
“We have done a number of Zoom or Teams
audits, when somebody walks around with
a camera, and in many ways that’s actually
introducing improvement because you can say,
‘Hang on, could you go to your left and have a
look there and check that sign or person’s PPE?’,
for example. We have seen some productivity
improvements.”
Small companies, predictably, have been
badly hit by Covid restrictions. The burden of
investment in equipment and managing different
work practices, not to mention protecting the
health of staff while still fulfilling business
requirements, has been overwhelming for many.
Mike points out that a stronger focus on
environmental, social and governance concerns,
partly thanks to the high profile of the COP26
summit in the UK late last year, incentivises
companies to ‘shop local’.
“Changing the due diligence priorities to these
‘what if’ scenarios can mean smaller suppliers can
be penalised, so we’re working on an initiative to
support them,” he said.
“We’re looking at options to educate the
smaller suppliers in terms of what potential
clients would want from them and the impact
of the pandemic so that they can compete
going forward.
“I wouldn’t say clients are more risk averse as a
consequence of Covid, but it is changing the way
clients assess their suppliers and companies need
to be aware of that.”
In reducing risk as far as is reasonably
practicable, companies can prepare themselves
for most scenarios, and new risks are emerging
all the time.
Many employers are now concerned about the
mental health crisis, exacerbated by Covid and so
much enforced isolation.
“Covid isn’t the only show in town,” Helen said.
“We’ve got to live with it. We’ve also got skills
shortages, 900,000 people in the UK living below
the poverty line, we’ve got inflation – we just have
to get our heads around it.
“We can’t go back from some of the
improvements we’ve made. We had one client
who just couldn’t understand why everyone
wouldn’t just come back to the office – but we’ve
innovated so fast.
“This ability to have people working from home
is key should another pandemic hit.”

Legal

EMPLOYERS IN
THE SPOTLIGHT

WORDS:
PETER NICHOLSON

A changed landscape after the pandemic means organisations are having
to put risk assessment at the forefront of planning, says a leading QC

he pandemic is behind us. Or is
it? Restrictions and precautions
have been lifted. But have they?
Face coverings, for example,
are no longer legally required in
England but are still requested, or
demanded, in some shops, schools
and forms of transport. The mixed
and often confusing picture regarding
what we should do, and where, only points
to the need for continuous risk assessment,
particularly by employers, according to one
of the leading legal experts in the field.
Gerard Forlin QC is well known globally in the
fields of health and safety, corporate governance,
regulatory law and crisis management, among
other areas. The first lawyer to receive the IIRSM
President’s Commendation at the Risk Excellence

Awards, he has worked on court cases, inquests,
consultancy and inquiries in more than 65
countries around the world.
We spoke the day after Prime Minister Boris
Johnson announced the immediate lifting
of restrictions on office working in England,
believing that the Omicron variant of Covid
was waning. Some people may have faced an
overnight end to working from home after nearly
two years in isolation.

CHANGE MEANS STRESS
Gerard says there are major issues here for
employers. “A large number of people have not

THERE IS
GOING TO BE
INCREASED
ENFORCEMENT
OF EMPLOYERS
WHO DON’T
TAKE RISK
ASSESSMENT
SERIOUSLY
ENOUGH
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been in a traditional working environment for
22 months. I foresee enormous stress, anxiety and
depression issues flowing from suddenly coming
out of a perceived safe cocoon onto trains, tubes
and into offices. The Health & Safety Executive
said that last year there were 822,000 cases
reported of stress, depression and anxiety in the
workplace. I would imagine that is much lower
than the reality.”
He points to ISO 45001, the international
health and safety management standard. While
not statutory, regulators around the world are
using it as a benchmark, for example, when
interviewing organisations under caution. Section
5.1 mandates that top management demonstrate
leadership and commitment in this area by taking
overall responsibility and accountability for the
prevention of work-related injury and ill health.
“Going on from that, in June 2021 the daughter
ISO 45003 was published and came into effect,
and that specifically deals with issues relating to
mental health and wellbeing in an organisation.
So there is absolutely no doubt, irrespective of
Covid, the direction of movement was to much
greater inclusivity. And I envisage, and strongly
predict, that there is going to be increased
enforcement of organisations that don’t take
mental health issues and risk assessment and
prevention seriously enough.
“The HSE themselves say that one of the six
main areas that trigger a mental health problem is
change. It’s a very big issue. Arguably there could
be no better example than Covid working from
home, and then the sudden lifting of working
from home restrictions. I can foresee enormous
issues emerging in the coming weeks and months,
including enforcement.”

wearing masks, etc? More generally, what issues
of ventilation, cleaning or protective equipment
arise, and who is responsible?
A topic already making the news is sick
pay – various employers have announced their
intention to refuse or reduce it for those who
choose not to be vaccinated.

PREPARE FOR NEXT TIME
Gerard also flags up the need for longer term
planning. “Dr Fauci in America has indicated that
there is a real possibility of other variants that will
be less benign than Omicron. It’s a race between
the scientists and the virus, which may become
increasingly vaccine-resistant.
“Many experts say, though it might sound
amazing, that this is quite a benign virus. If you
compare it, for example, to MERS [Middle East
respiratory syndrome], or Ebola, they are many

RISK ASSESSMENT FOR ALL
One effect of the pandemic, Gerard observes, is
that risk assessment has now become almost a
way of life. “Everyone is risk assessing all the time
– do I get a delivery or go to the supermarket? Is
it safe to have people round, or go to a restaurant?
So it should now be very much at the forefront
not just for regulators but for employers as well.”
Individual organisations will have to cover
many risk assessment issues. For one thing,
there are thorny legal, moral and medical issues
around vaccination. Some people with underlying
conditions may be unable to have the vaccine
even if they want to. Others simply refuse to have
it. What are their rights? Will they be asked to
work from home more? Or to sit on their own,
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times more dangerous. So to the question I often
hear, and it’s really worrying, how long until we
get back to normal – I don’t think normal, or what
we had before March 2020, will ever come back.
“The countries we’ve seen deal well with this,
particularly in Asia, are often countries that went
through SARS-1 in 2003. This is SARS-2. Because
they did, wearing masks was still the norm
long before Covid arrived. Likewise things like
cleaning of lift buttons.
“Some countries immediately shut their
borders. They knew what was going to happen.
This is a lesson I hope we’ve learned.”
Gerard’s interest in all this stems from his
thesis at Cambridge on infectious diseases and
the law. The next global pandemic, he maintains,
could arrive in the next five to 10 years. And it
could be a lot worse.
All that said, we have reaped some benefits.
“There’s a very nice Scottish expression, ‘In
the darkness, light a candle’,” Gerard observes,
recalling his Ayrshire origins. “And there are some
candles.” In his own profession, for example, he
predicts a continued use of remote hearings via
online platforms for shorter, simpler matters,
while more important hearings will continue
in court, or as hybrid hearings, part remote and
part in person, particularly when witnesses are
involved. This should bring wider benefits, saving
travel and waiting time, as well as from reducing
the risks of infection. “I am pretty certain we will
never go back to where we were.”

USE IT IN CONTEXT
Gerard recognises he has hoisted a lot of red
flags for risk managers – do we have to leave
each to weigh them up in the context of their own
organisation?
“We can set out the factors, then there will
have to be a mix of generic risk assessment
and, most importantly, dynamic and specific
risk assessment. A lot of this may be industry
specific. There are going to be all kind of specific
risk assessments around ventilation, which may
affect certain buildings, and offices and layouts
will have to be risk assessed. With work stations,
should there be increased use of shifts, say team
A coming in one week and team B the following
week? How often should cleaning be done?”
He points out also that different jurisdictions
are pursuing different legal regimes, which will
provide relevant context.
“For example, the French have really gone to
town on vaccine passes, where the English have
not,” he says.
Reverting to his theme of heightened
awareness around risk assessment generally,
he concludes by pointing out the need for it in
relation to any kind of travel, whether work or
holiday: “This is not just about Covid but going
to any high-risk environment – an earthquake
risk, an Ebola risk, or a high risk of crime. This all
needs to be risk assessed and Covid is just another
layer on top.”

COUNTRIES
WE’VE SEEN
DEAL WELL
WITH THIS,
PARTICULARLY
IN ASIA, ARE
COUNTRIES
THAT WENT
THROUGH
SARS-1 IN 2003

MY PANDEMIC

GERARD FORLIN QC
I struggled enormously in the first year.
I was on my own for a huge amount of it.
I’m normally travelling around the world, in
court, lecturing in conferences, with clients,
and suddenly going from that to zero was
very difficult for me.
Concern over my family was obviously also a
big issue. The lowest point, which will sound
funny but wasn’t at the time, was January
2021, just before the vaccinations, and one
night I woke to find that a mouse had got into
my hair.
I live on the river and it was very cold outside.
The baiting people hadn’t been to the block
because of Covid, and the mice had all bred
a lot in the building.
On the positive side, I feel quite pleased at
the resilience I’ve shown. I was never a big

drinker but I basically didn’t drink for a year.
I used my exercise bike a lot, I lost weight,
and I realised that we would get through this.
But the high point, and the thing that I’m
most happy with, is that at my age, with three
textbooks and some past papers, I sat and
passed the four-hour Irish Bar exam. That
was several weeks’ study between October
and early December 2020.
I was admitted, with another QC, by the Chief
Justice of Ireland just before Christmas.
We were the last two QCs into the Irish Bar
before Brexit took effect. There was no
second chance.
It’s true what people say, keeping yourself
busy, having a goal, very much helped me
and it gave me a huge sense of achievement
– especially as I passed with a good mark.

Getting the second shot
of vaccine in April was
the other high point.
And coming through the
pandemic alive. Because
I have lost friends to Covid.
At a certain age it’s a lot
more dangerous. I found
it pretty scary, I’ll be blunt,
probably because I knew quite
a lot about it.
Gerard Forlin QC was the first lawyer
to receive the IIRSM President’s
Commendation at the Risk Excellence
Awards and is well known globally in the
fields of health and safety, corporate
governance, regulatory law, and crisis.
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PANDEMIC
NUMBERS
2.4BN

52 MILLION

Demand for surgical
masks alone to protect
front line health staff
surged to 2.4bn by
2021, according to the
UN. The global market
has now grown from
$37.16bn to $42.14bn
in just tw0 years.

Only 34% of
Ukrainians
had been fully
vaccinated
against
Covid-19 while
Russia peaked
at 180,000
positive cases
on February 17,
days before its
invasion began,
sparking fears
of a potential
new surge in
Eastern Europe
as refugees flee
the conflict into
neighbouring
countries.

There are 52 million fewer
jobs in the world in 2022 now
compared to pre pandemic
levels, according to the UN.
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17%
Marketing budgets around digital, video and
social media reached record levels in 2021 – up
17 percent – and continue to grow with 72 percent
of managers now believing increased spend is
required to counter post-Covid changes.

The UN predicted the world
economy would grow 4 percent
in 2022 and 3.5 percent in 2023
in a post pandemic recovery.

%

10.9BN

10.9bn Covid-19
vaccinations
had been
administered
across the globe
by February
2022.

6 MILLION

UAE

The United Arab
Emirates scored the
highest rating from
53 economies for
Bloomberg’s Covid
Resilience Ranking
for vaccinations
administered, Covid
safe travel and low
case numbers.

The first death from Covid-19 was
reported in Wuhan on Jan 1, 2020.
By March 2022 the global figure
was estimated to have reached
6 million deaths and 446,732,977
infections.

31 DEC, 2019
On 31 Dec, 2019, authorities in China alerted the World Health Organisation about ‘pneumonia’ cases in
Wuhan City, in the Wubei province. Known as 2019-nCoV, it was later identified and named Covid-19.

The US, India
and Brazil
followed
by the UK
were the first
countries to
record 10m
cases.

10M
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Planning for critical and future needs in aviation post-pandemic

WHEN THE WORLD
STOPS MOVING
WORDS:
WILL PEAKIN

n the early 2000s, around two billion passengers boarded flights
each year. By 2019, that figure had more than doubled. On an
average day, 100,000 flights or more took off; on 25 July that
year – the busiest day recorded in aviation – there were
230,000. Passenger numbers were expected to rise yet
again in 2020 – until the Covid-19 pandemic brought the
aviation industry to its knees.
Cal Flyn, the author and journalist1, detailed the
contrasting states in a feature for The Guardian2. Towards
the end of March, she wrote, timetables were “torn up, as
governments around the world chartered planes to repatriate
stranded citizens”.
Most airlines cut capacity by between 80 and 90 percent, parking
their jets on off-ramps, taxiways, even runways, noted Flyn. Satellite images
from around the world showed them arranged in “neat, herringbone designs,
wingtip to wingtip, nose to tail”. Others went into hibernation in remote
desert ‘boneyards’, their engines filled with a preservative oil
and bags of desiccant distributed through the empty cabins –
to guard against rust and mould.
VERY FEW
Some airlines, already under financial stress, “buckled
almost immediately in the chaos”. Flybe collapsed overnight
PREVIOUS
in early March after a Covid-related fall in bookings; Italian
SITUATIONS
national airline Alitalia ceased operations in October. Overall,
passenger numbers on international flights fell by 75.6 percent
HAD SUCH A
in 2020, compared with the previous 12 months, making it the
WIDE-REACHING
worst year on record for the industry.
AND LONGThose carriers that did survive “had to think outside the
box,” she said. Some retired older, trouble-ridden aircraft early,
LASTING
rather than pay for their storage. Others, such as Icelandair,
IMPACT
ON THE
converted passenger jets into cargo planes by stripping out
seats. Tom Clark, chief executive of Emirates, said it converted
TRAVEL
into ‘a mini-UPS’ to get by. Across Europe, about 18,000 pilots’
INDUSTRY
jobs are thought to have been lost.
GLOBALLY
But, given the knowledge that existed of the possibility of
a pandemic – and its potential impacts – could the aviation
sector have better planned for the occurrence of an event such
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as Covid-19, and in what ways? “I think
it would have been extremely difficult
for the travel industry to have predicted
the severity of the disruption that
Covid-19 caused,” David Atkin FIIRSM,
managing director of travel safety
consultants Sanderson Phillips, told
The Sentinel. “Very few previous
situations have had such a widereaching and long-lasting impact on
leisure travel globally.
“The likes of the first Gulf War in
1991, 9/11 in 2001, the Indian Ocean
earthquake and tsunami in 2004 and
the Icelandic ash cloud in 2010 all
affected travel to certain regions of the
world, some for an extended period,
and all were difficult to contend with
for the travel industry. However, none
of these incidents decimated global
travel quite in the way Covid-19 did
and, therefore, I think it is fair to say its
impact was unprecedented.
“Many comparisons have been
drawn to the severe acute respiratory
syndrome (SARS) outbreak, caused
by SARS-CoV-1, which was also first
discovered in China, in 2002. But,
while very similar to Covid-19, we
did not experience the same global
transmission as we have with Covid.
The World Health Organisation report
that there were 8,439 cases of SARS and
812 deaths – largely confined to China,
Hong Kong, Taiwan and Singapore,
with Canada being the only country

outside the Far East to report a significant number of cases. Having
experienced SARS, airlines and travel companies operating solely
in the Far East would perhaps have been more aware of the impact
of another coronavirus-type outbreak. Governments in this region
were able to react more quickly than others to create Covid-19
protocols for safe re-opening, but they also struggled to contain the
virus and had no real advantage due to the near-global shutdown as
the pandemic progressed.”
Brian Moore, the director of Global Secure Accreditation, which
helps travel organisations manage risk, agrees: “I don’t think that
airlines could have prepared better for a situation that had never
arisen before.” However, he added: “If, by the aviation sector,
we are including airports – then more promptly and thoroughly
making them a locus for the Covid-19 screening of passengers, both
outbound and inbound, must be a learning issue.”
But could the impact have been reduced? “Had airlines and
travel organisers been able to predict such a lengthy period
of disruption to global international travel,” said David, “they
may have been able to adapt some of their operations to service
domestic travel instead, but certainly for most airlines this would
not have been logistically possible, or commercially viable.”
“The travel industry was at the behest of governments and could
have done little more than to wait for the testing and vaccination
programmes to begin to re-start anything
like normal operations. Some regions
adopted travel bubbles ahead of a wider
re-opening, for example Australia-New
Zealand and Hong Kong-Singapore both
had arrangements in place.
“This was a welcome short-term fix for
those countries and – if pre-planned
– showed a great amount of
foresight. However it is more
likely that these initiatives
were implemented in
reaction to the ongoing situation as
opposed to being
a pre-existing
contingency
in the face of
widespread
disruption.”
What is their assessment of the enduring impacts that the
pandemic has had, and will have, on the aviation sector – on both
business and leisure travel? “In the very short-term, reduced
capacity will be an issue for leisure travel,” said David, “particularly
in accommodation as many bookings travelling in 2022 will have
been re-arranged from 2021 or even 2020.
“Longer term I think it’s better news – pent up demand for
both leisure and business travel will bear fruit as we go through
2022 and into 2023, which should give the whole sector more
confidence to forward plan for a return to pre-pandemic volumes.
Holidaymakers and travellers visiting family overseas will likely
drive the recovery.”
Brian added: “If there is one benefit that can be said to have
emerged from it, it is that employees and employers are thinking
Continued overleaf>>

THE SENTINEL 31

Travel

From previous page >>

about traveller health, safety and security in a way that may otherwise have
taken years to emerge. The publication last September of the ISO 31030:2021
travel risk management guidance for organisations provides good practice
about all parts of the travel process, including the importance of ensuring the
health and wellbeing of the traveller throughout their journey.
“From a leisure travel perspective, it could be argued that the travel
restrictions have created a pent-up demand for travel and that consumers,
having had many plans disrupted, will value vacations more than ever. On
the flipside, business travel volumes are likely to be hit significantly, with
most corporations indicating that business as usual would see spends in the
region of 50 percent of 2019 levels.”
Was there an example of the impact of the pandemic on the sector that
stood out for them?
“The ‘Traffic Corridors’ and ‘Traffic Light’ systems, with constantly
changing rules for the re-start of travel, stood out for me,” said David “Not
only were leisure and business travel providers having to keep up with
complex rules around who could travel where and when, destinations had
their own set of restrictions which often didn’t match in the early stages.”
Brian commented: “For GSA, the pandemic made us think more about
combining good practice health tactics and good practice security tactics
into a philosophy of ‘health security’, where health security perimeters are
established and all persons and objects crossing the perimeter are ‘screened
or cleaned’, supported by integrated incident management arrangements.
We brought together a range of expertise to deliver new services and
products and there is no doubt we will be thinking more holistically in the
future about deploying a multi-disciplinary approach to major problems.”
Fundamentally, what are the ‘critical needs’ for the aviation sector, that
should be acted on and/or planned for?
“The travel industry would benefit from more of a voice in government,”
said David. “There is an aviation minister, but this role does not adequately
represent the wide variety of organisations who support the outbound

leisure and business travel sectors, which
contribute over £37 billion to the UK economy.”
Brian added: “Sound advice to aviation is to
engage with, understand and apply ISO 31030
now that it is published as it is the benchmark
of what is reasonable.”
What about future needs?
“We need consistent travel advice across all
UK nations from one government department,”
said David. “The Foreign, Commonwealth and
Development Office advice did not always
follow what the Department for Transport were

MY PANDEMIC

DAVID ATKIN
As someone who has worked
in travel almost their entire
career, I cannot recall a more
challenging time for the industry.
My organisation provides
risk assessment and safety
consultancy services to the
leisure travel industry, so we’ve
seen first hand how hard it has
been for many of our clients.
The majority had to make staff
redundant just to survive – even
with the furlough scheme in
place – and some have sadly
gone out of business completely,
while others have managed
to find opportunities amid all
the challenges and add new
products or services.

Creating memorable holidays
requires a large amount of
planning, yet for most of the last
20 months, tour operators have
been cancelling or re-booking
trips and battling the everchanging rules and regulations
from the UK and other
governments. The uncertainty
created by the variants and
slower vaccine roll-out in some
parts of the world has continued
to hamper progress, but there
are at least some signs of a
recovery, which is a relief.
Disruption and changing
circumstances are common
in our industry, so it was no
surprise that new and emerging

challenges
came during the
pandemic. It was good
to be able to talk to clients
and wider networks about how
we used risk management
principles to ensure our services
could continue.
Maintaining personal energy
levels and a positive mindset
since last March has been
difficult to say the least.
Managing to stay focussed and
resilient as an individual and
business owner has at times
felt out of reach, but – without
wanting to jinx anything – it feels
like we’re through the worst
and there are opportunities to
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capitalise on.
For all its
challenges, the
pandemic has opened
new possibilities, required us
to provide additional services
and work more closely with
our partners, engage in new
collaborations, share ideas,
communicate more, support our
peers and, most fundamentally
for me, redefine our purpose as
an organisation, which will shape
how we operate going forward.
David Atkin FIIRSM is managing
director of travel safety
consultants Sanderson Phillips.

MY PANDEMIC

BRIAN MOORE

advising, causing widespread confusion
as travel began to re-start,” said David.
“Also, digitising the collection and
CLEAR AND
sharing of health information between
TIMELY
airlines and immigration departments
would seem a sensible step forward.”
INFORMATION
Brian added: “Unless all governments,
ABOUT THE
their health authorities and aviation
work to a co-ordinated plan, then there
MEASURES TO
will be stronger and weaker links in the
KEEP PEOPLE
prevention chain.
SAFE WHILE
“While history tells us such coordination is as rare as these global
TRAVELLING
pandemics themselves, the need to act
WILL BE
globally against global risks has never
been clearer and the pandemic may
INCREASINGLY
act as a catalyst for international
IMPORTANT
co-ordination, even if only between
‘bubble’ countries.”
Are there likely to be enduring
changes in consumer behaviour because
of the pandemic – in business and leisure travel – and how should the
aviation sector respond?
“Generally, I think travellers are going to be more risk conscious,
understanding not only the issues around hygiene and communicable
diseases, but also being more aware of other risks to their health, safety and
security,” said David.
“Sustainability is a huge focus for the travel and tourism sectors and there
are signs that with the enforced lack of travel benefitting the environment,
consumers will increasingly look to ensure that not only is their trip
necessary, but that they make conscious decisions on the airlines and routes
they use, their hotel choices and what activities they undertake while
overseas based on the sustainability credentials of the suppliers.”
Brian added: “Confidence will be slower to recover for business
travel compared with leisure travel. Clear and timely information about
the measures taken to keep people safe while travelling, which are
independently validated against recognised standards, will be increasingly
important to help overcome travel anxiety.”

As a provider of security assessments for
hotels, we saw thousands of venues close;
many temporarily but, unfortunately,
some permanently. With that, we saw
professional hotel security staff being
let go thus reducing the capability of
the industry. At the time of writing, we
note that significant expertise and
experience has not yet returned.
The pandemic made us look again
at the inter-relation between health,
safety, security and well-being and the
support hotels and the travel sector would
need to overcome Covid challenges. This led
us to form new partnerships and develop training to
help others. Examples of this include our strong bond
with David Atkin at Sanderson Phillips (who worked
closely with us on developing our Covid-19 Certificate
of International Good Practice), our work with the
Global Business Travel Association (GBTA) on a
travel risk training ‘bootcamp’, and our acquisition
of ISAAP which specialises in assessing serviced
accommodation (where we noted increasing up-take;
possibly as a response to anxiety about the more
public environments of hotels).
The inability to travel also affected our own staff who,
pre-pandemic, would have travelled to undertake
on-site assessments of hotels. In the year when
world attention was also drawn to the UN Climate
Change Conference COP26, the desirability of
international travel, as well as the ability to do so,
was under scrutiny. We set about developing a
virtual assessment process using readily available
technology, to enable us to gather the necessary
evidence to meet the demanding security standards
that we have agreed with our independent regulator.
We drew on existing skills and new experiences and
outlooks to support the Department of Health and
Social Security which led for the UK Government on
providing a managed quarantine service for travellers
arriving in England from red list countries.
As a company, GSA continues to learn lessons during
Covid. Key among them has been to think ahead and
envisage reasonably foreseeable risks and to work
collaboratively with others to provide flexible and
practical solutions for those who may need them.
Brian Moore is director of risk management firm
Global Secure Accreditation.
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www.calflyn.com
www.theguardian.com/travel/2021/dec/04/groundedwhat-did-a-year-without-flying-do-to-the-world
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CRISIS WAS TIME TO
LEAD THE LEADERS
The pandemic saw risk management come to the fore with senior management needing
help to navigate previously uncharted waters. We hear how the industry met the challenge
so that executives could keep their businesses on track and their employees safe
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there was ever a time when risk
managers needed to step up to
the plate and show the value of their
profession to their senior management team, then
the Covid pandemic presented such
an opportunity.
The onslaught of this deadly mutating virus
and having to adapt to the rapidly changing
government guidelines required a steady hand
on the tiller to navigate businesses through these
choppy waters while also keeping employees safe
and well.
For Simon Jones, Director of People and Safety
at Link Contracting – a family-run construction
and maintenance company which employs 165
people throughout England – the Covid pandemic
was a chance to delve deep into his former crisis
management experience as a police officer.
When he first heard about Covid in the news in
late 2019 he was aware of the wider implications.
He advised his management team to set up a ‘war
room’ and was even ahead of the curve ordering
face masks for the company’s maintenance teams
as a precaution.
Simon said: “I did not think I would ever
need to use this training again but this crisis
management approach was perfect for Covid. It
was all about analysing the information coming
into us and communicating constantly to our
people and customers.
“The phones were ringing off the hook when
the lockdown happened but having planned in
advance, this gave us breathing space to analyse

the situation, discuss options and plan how we
would meet the issues as a business.”
One of Simon’s major learnings from this
period is that risk managers have to be prepared
to be flexible in their approach and be confident
enough to advise their management teams that
the course they are embarking on now could be
the wrong one the following day if regulations or
conditions change.
He explained: “I made this clear to the senior
management team at the start of the pandemic
that we need to be prepared to change quickly.
This means that, as risk managers, we must not be
afraid of being wrong when the information we
have changes; we have to be flexible and adapt.”
Another learning for Simon was the importance
of communication and planning to be ‘ahead of
the game’. He said: “It’s basic crisis management
stuff; planning and communication. Always
articulate why you have taken an action and
explain how this helps to move the organisation
forward. The best feedback I got from my MD
was that he said, ‘I always felt we were ahead
of the game’. We did this by planning for all
eventualities and being flexible when we needed
to flex, and we never felt overwhelmed, because
if that happens you are lost.”
Paul Greeves, Managing Director of First
Option, a health and safety consultancy which
specialises in TV and film production and part
of the international ERM group, found that
Continued overleaf>>
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his clients were desperate for fast, easy-tounderstand and consistent advice to help them
navigate within the new Covid environment, both
to keep personnel safe and to avoid any business
interruption.
Paul explained: “It can be very expensive for
film and TV sets to shut down because they lose
actors or crew to Covid isolation, so our clients
were very interested in hearing about the facts
of the virus in terms of health and safety, as well
as gaining a sense of perspective of the level of
operational risk.
“They also wanted to ensure that they were
not only sticking to the legal regulations but

MY PANDEMIC

CLIVE JOHNSON
Wellbeing was my focus during COVID and one of the key
messages we got from the business was about making
sure we have that work life balance.
We encouraged people to take breaks and get out for
a walk at lunchtimes and kept in contact to help them
adjust to the new situation. They may be working from
home, but ultimately everyone was “living at work”.
I think the biggest value I got was from asking the simple
question: “What more can I do to help you do your job
better?” That one question really broke down some of
the conversation barriers and the feedback I got helped
me understand some of the problems people had.
Some things I could sort out for them and some things I
couldn’t, but it helped many people.
For me, I think the biggest struggle I had over the period
was that my son and my daughter-in-law had my first
grandson back in October 2020 and we could not visit for
a long time, even though they lived in the next village.
That was tough but I think the onslaught of Covid also
tested my resilience too. I’ve had 23 years in
the Royal Air Force and served in Northern
Ireland, the first Gulf War and in Bosnia, so
I thought I had enough life experiences
in my resilience armoury to cope with
this new thing. But Covid still shocked
me – particularly the lockdown and the
increasing deaths was scary. But that
was when my resilience kicked in again
and I realised that I had a role to play to
help the business look after its people.
Clive Johnson is Head of Health and
Safety at Derwent London.
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also to the spirit of the law, as reputation is very
important in this industry.”
Most of First Option’s 50 consultants are
embedded within their client’s production
teams to advise on issues and, during Covid, Paul
witnessed a renewed engagement with health and
safety by senior management.
He said: “We did not view Covid as
fundamentally different to any other risk
management challenge but it was a new
phenomenon and senior management teams
demanded fast and clear information to base their
business decisions and planning schedules on.
We were fortunate as we employ a microbiologist
and he was very good at putting the science into
easy-to-understand information and this helped
us provide a handrail to guide them through
the complexity of the Covid virus, and both the
changing guidance and situation.”
Like Simon’s experience, Paul forewarned his
clients of the need for agility in the fast changing
Covid situation.
He said: “In the early days, we were warning
our client’s senior management teams that

MY PANDEMIC

our advice was based on our understanding at
that particular moment, but that is not to say
we would not change that advice when we got
more data. You've got to be prepared to take a
stand on things and then change your position if
circumstances change.
“Senior management teams also wanted to
know what other organisations were doing in
other sectors to help develop best practice, and
having this wide overview and working with
our peers in the sector helped us to play a pretty
major role in developing the industry guidance
and getting the sector reopened.”
Clive Johnson, Head of Health and Safety at
property company Derwent London, which has
£6 billion of assets in its portfolio, has extensive
experience operating at board level and believes
that to be an effective risk professional in today’s
world requires not just a high level of technical
competency, but also a high degree of ‘softer’
influencing skills to help bring down barriers and
also challenge assumptions.
Clive’s major concern during lockdown was the
wellbeing of the company’s 150 employees, who
were now working from home,
and supporting them to show the
board that homeworking would
be just as productive, if not more
so, than before.
He said: “With Covid and the
lockdown, risk professionals
quickly realised that we were
coming into our own, in terms of
developing a more holistic way
of managing business risks. One
of these key roles was to support
the wellbeing of employees and
to make sure that we created the
right environment for our people
to thrive.
“That was my big focus,
but to also guide our senior
management team on a
journey through the new
Covid environment where we
could demonstrate that remote
working was a credible and
flexible option for our business,
showing that we can trust and
empower our people this way.”
In addition to ensuring
employees had the right
equipment to work from home
and that there was regular
communication with them,
Clive also worked closely with
the senior management team to

SIMON JONES
Simon Jones got an early warning of the potential
of Covid long before it became mainstream news
when he found out his former colleagues in the police
were starting to get busy on new training
assignments in late 2019.
He said: “There was a lot of activity
going on behind the scenes so
that alerted me to something
potentially serious heading
our way and I was relatively
prepared for when Covid
became headline news.
“My key concern when
the lockdown happened
was keeping the lines of
communication open because
I know from personal experience
how you can get very quickly
detached from everything by spending
long periods at home. I was injured in my police career
and was off work for almost two years and felt very
isolated from my work and colleagues very quickly.
“I was very mindful of this as Covid is so unique and
because no one had experienced anything like this
really before, certainly not in our generation. So people
are going to feel very anxious and they’re going to be
wondering if they have got a job to go back to at all.
These are all normal worries that are not really safety
related but they are still about people’s wellbeing and
it’s a role for risk managers to take on, as I believe it’s
the right thing to do.”
Following Simon’s strong leadership through the
Covid crisis, he was promoted from Head of Safety to
Director of People and Safety at Link Contracting.

promote existing employee support programmes
and develop news ones, such as the Mental Health
First Aid training, in addition to regular social
Zoom activities and even online yoga sessions.
Clive said: “As the pandemic went on, I had
regular meetings with the CEO to highlight
the issues people were having and the types of
support we could offer, so he had a good overview
of how people were fairing over the period.
“We were able to prove that remote working
works well if people are supported and have also
found, as we have taken on more staff recently,
that having a flexible and adaptable work policy is
important if you want to attract the best talent.
“I think Covid has helped our profession
get closer to boards and boards are starting to
recognise the skills we have and the value we can
play as business enablers, rather than blockers.”
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ANALYSE,
UNDERSTAND,
PREPARE
Amid relentless pressure, health workers on the frontline battled
to save lives – but at what cost and what can be improved?
amella Gellatly is the CEO of healthcare
rm, which she founded in 2000 after
several years researching the concept
of an integrated approach to employee
health – that encompasses safety,
health, and wellbeing.
“Improving mental and physical
health in the workplace is my true
passion,” she says.
How well prepared then did she think our
healthcare system was – in a psychosocial sense –
to support health workers amid the pressures of
treating Covid-19?
“Not at all,” replies Pamela. “Psychosocial
factors are rarely understood and addressed
in many cases but to be better prepared means
considering both physical, psychological and
social factors.
“All staff should be supported to be fit for
purpose and this is no different and indeed should
be considered in a similar way to how we would
train and support our military workers or high
performing athletes.
“To face the pressures, staff need to be
physically fit and supported to address the
psychological challenges and the social issues.
Without consideration of these issues, they will
struggle and their risk of being harmed will
exponentially increase.”
For Pamela the effects on mental health were
all too apparent, but the effects on physical health
are not as discernible: “Their mental health
has suffered considerably. However, physical
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harm may not be as evident but could still be present in many
staff. Psychological stress caused by dealing with so many
sick patients, fatigue from long shifts and the feeling of being
overwhelmed and the damage caused by not having normal
access to social interactions can lead to physical manifestations
sometime later.
“If an individual is not physically fit and not maintaining
good nutrition, then the risk is heightened when dealing
with such pressure. From a work perspective then this could
lead to resignations or performance issues as staff become
disillusioned and fear that they cannot continue like this. Also,
they will be concerned that there is no contingency for this.”
Could the healthcare system have been better prepared,
and how? “We have been expecting a pandemic for more than
35 years, yet we seemed ‘caught out,” said Pamela. “The main
issues for me are:
• The pandemic should have been risk managed by risk
management professionals and not by politicians and clinical
staff who are not familiar with managing catastrophes and risk
• The collection and quality of the data – how many individuals
have died of Covid versus those who died due primarily to
another cause or would have died with, say, flu or pneumonia
or other illness?
• How relevant are the underlying risk factors, e.g. age, excess
weight, inactivity, ethnicity, work type, education, financial
status, location etc? What is the incidence of cases in these
various groups? What is the incidence between cases and
hospitalisations and deaths?
“Having this data would have helped us consider whether
we isolate the most at risk groups first. Was sufficient data
understood about herd immunity? Given how well advanced
Continued overleaf>>
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PAMELLA GELLATLY
As a person who collates and analyses data it has
been very apparent that insufficient data of the correct
type has been collected. We have constantly made
decisions that have affected people’s lives,
livelihoods and our economic future
based on flawed data.
We have failed to understand the
nature of the virus and how we
can protect the health of the
nation while also balancing
the risk of any harm – physical,
psychological, social or
financial – of our actions.
Many people have been
ignorant and also scared – not
really knowing what they should
or should not do – while others
have been equally blasé. We appear
not to have considered the harm we are
causing by the manner in which we have communicated
information and the long-term impact this will have.
In our business, we have been fortunate to manage our
operations throughout and did not need to furlough
anyone, but we have had to balance those that do not
want to work in the office with those that do. Those that
are taking advantage of working from home because
they can do less work with those that are frustrated by
the fact that they cannot do as much work or are not as
supported.
Finally, I have been frustrated by the lack of
understanding of the cyber risks and that these, and a
range of other risks that are faced by the pandemic, are
being mostly ignored.
In summary, the pandemic has been managed in a
very old fashioned, head-in-the-sand way in that, as
Henry Ford said: “If you always do what you’ve always
done, you’ll always get what you’ve always got.”
Pamella Gellatly is the CEO of healthcare rm, looking
at integrated approaches to employee health that
encompass safety, health, and wellbeing.
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we were with the vaccines could we have
developed a better treatment pathway earlier?”
Last September, the UK Government published
an updated draft policy paper, Data saves lives:
reshaping health and social care with data1.
“Data can feel like an abstract subject, but data
underpins so many of our interactions with our
health and care system. This means that if we can
transform the way we use data, then every single
person can benefit,” it said.
“Through changing how we use data, there are
vast opportunities to deliver real opportunities
for everyone involved in health and care: patients,
service users, researchers and colleagues on the
front line.
“This draft strategy shows how we will make
data the foundation of our health and care system,
changing laws and regulations where they are
no longer fit for purpose, so everyone has the
confidence to share and use data. The shared
experience of this pandemic has shown how data
saves lives. The work in this strategy is vital if
we are to create a health and care system that is
fit for the future, and well equipped to meet the
challenges ahead.”
Pamela also highlights the effect Brexit had on
NHS staff numbers, and what more could have
been done to prepare for the pandemic through
attracting volunteers. Should, she asks, the NHS
have had a ‘reserve’ staff, like the military?
With the benefit of hindsight there should have
been more volunteers available, more support
staff and increased risk management, rather
than purely a focus on clinical management, said
Pamela. Risk managers could have been deployed
to manage the crisis and, in turn, support staff.
There should have been more support for
frontline staff; an ‘all hands on deck”’ approach,
she said.
Fault also lies in the way messaging – in the
media and direct to the public – was handled, said
Pamela. “The media messaging, which continues
to this day, positions almost every day as a crisis.
It reinforces the scale of the problem and often
over exaggerates the risk and the potential
problem that will arise. Facing this constant
barrage for two years with no end in sight is very
difficult for staff with nowhere to go.
“While the public were initially behind the
staff, and this in turn was very motivating and
emotional for staff as the problems continued, the
frustrations of the public and their need to access
normal treatments will start to cause more issues
for staff who feel the brunt of any problems.
“A more considered and realistic

May 2020 - a nurse
returns from her shift
at Watford General
Hospital as residents
clap for key workers
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communication medium would have been better for staff
and the public. The apparent disagreements have not helped
anyone – staff and the public will believe one message versus
another which can cause friction among people in a similar
manner to Brexit.
“There is a growing sense that we have all done what we
have been told yet we are still no further forward. While this
is not true, it is how people perceive what is happening now.
People do not know what to think and what to do.
“People will stop listening to the Government and this will
place healthcare staff under more pressure in terms of what
impact this will have, and they are the people that have to ‘pick
up the pieces’.”
Looking forward, what did she think should be done to learn
from the experiences of healthcare workers – and the failures
and/or successes of the healthcare system in supporting them –
and to embed a better system of support?
“The key points are,” she said, “we need to collect and
understand the data better, to analyse this to better riskmanage the situations.
“We need to then communicate better to healthcare workers.
We need to train them and support them for the physical,
psychological and social risks associated with any crisis – and
not just a pandemic.
“They need to be involved in any review of how to progress
and manage this better.”
1
www.gov.uk/government/publications/data-saves-lives-reshapinghealth-and-social-care-with-data-draft#next-steps
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TRANSPARENCY AND
TRUST IN TROUBLED TIMES
Clarity of communication has never been more important than during the pandemic and the
approaches of leaders across the world have had starkly different consequences
he impact of the Covid-19 pandemic was
unprecedented, and governments around the
world have faced considerable challenges dealing
with a severe but highly unpredictable threat to the
lives of their citizens.
With news of the spread of Covid-19 flowing
across international borders, domestic preventative
measures needed to be explained carefully. The World
Health Organization (WHO) proved ill-equipped,
provided equivocal and flawed advice regarding
international travel, and prevaricated on the efficacy of
wearing masks. So, much came down to how individual
governments – and their leaders – communicate with
their citizens about the risks they face. Experts in crisis

management and social psychologists emphasise the
importance of clarity and empathy in communicating
during a health emergency. So who did well and who
missed the mark?

SOUTH KOREA AND GHANA
South Korea avoided a lockdown due to clearly
communicating the threat of Covid-19 as early as
January 2020, encouraging the wearing of masks (which
were common previously within the nation in response
to an earlier SARS epidemic) and quickly rolling out a
Continued overleaf>>
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contact-tracing app. Each change in official alert level,
accompanied by new advice regarding social contact,
was carefully communicated by Jung Eun-Kyung, the
head of the country’s Centre for Disease Control, who
used changes in her own life to demonstrate how new
guidance should work in practice.
The transparency of this approach was echoed in
the communication style of the Ghanaian president,
Nana Addo Dankwa Akufo-Addo. Akufo-Addo took
responsibility for coronavirus policy and explained
carefully each measure required, being honest about
the challenges the nation faced. Simple demonstrations
of empathy earned him acclaim within his nation and
around the world.

BRAZIL AND THE UK
South Korea and Ghana adopted a consistent tone
highlighting the risks of the new pandemic and how
they could be mitigated. Nations that fared less well
encouraged complacency and gave out inconsistent
messages about the threat of Covid-19.
In March 2020, just three weeks prior to placing
the country under lockdown and catching Covid-19
himself, UK Prime Minister Boris Johnson downplayed
the threat, and said he had been shaking hands with
infected people, against the recommendations of his
expert advisers. In the months that followed, Johnson
and his staff have been exposed on a breath-taking scale
for consistently and brazenly defying the lockdown rules
they espoused, and for misdirecting and wasting public
funds. Today, the UK has one of the highest per capita
death rates from Covid in the world.
Avoiding a full initial lockdown, Brazilian president
Jair Bolsonaro – who also contracted Covid-19 –
called for normality to continue, challenging expert
guidance and polarising opinion along partisan lines.
Such practices led Brazilians to mistrust the official
information and the spread of misinformation,
while adhering to containment measures became an
ideological, rather than a public health, question.
Neither of these responses effectively considered
the impact that coronavirus would have on society, or
that credibility is earned through consistency. The poor
outcomes in both cases are a partial reflection of these
leadership mistakes.
Of course, the unfolding of the pandemic was not
solely down to good or bad communication from leaders.
Health systems and demographics also played a role,
and the worst impacted nations not only had strategic
weaknesses but are also global transport hubs and
popular destinations – London, New York, Paris and so
on. With hindsight, closing borders would have been
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wise, despite the contrary advice
from the WHO, still, it’s evident
that leaders who adopted clear,
THE PANDEMIC
early, expert-led, coherent and
HAS BEEN
empathic guidance fared better
in terms of their standing with
MANAGED IN A
the public and in mitigating the
VERY OLD
worst effects of the virus. On the
FASHIONED,
other hand, those who politicised
the virus, exhibited unrestrained
HEAD-IN-THEoptimism or took to last-minute
SAND WAY
decision-making oversaw some
of the nations with the most cases
and deaths.
Some governments have been
praised for being forthright and ‘science driven’ in
the way they’ve communicated about the Covid-19
pandemic. Other countries, most notably the US and
the UK, have been hit with criticism for public health
messages that are confusing or not based in science.
Senegal, Taiwan and New Zealand all took extremely
different approaches, but they followed some very
basic principles, including simple things like having
transparency, communicating about social values,
and having very clear definitions of what they meant
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MICHAEL LAVERY

by success in combating
Covid-19. By contrast,
the US and the UK have
received a lot of criticism
for the way officials there
have communicated
with the public about the
pandemic. This represents
a communications crisis as
well as a public health crisis,
and understanding the role
of communications, news,
and media in the handling of
the epidemic itself as well as
its wider social and political
impact requires attention.
After an initial surge in
news use, news consumption
has gradually returned
to pre-crisis levels, news
avoidance has grown,
and trust in key sources
of Covid-19 news and
information has declined.
Digital platforms, including
social media, video sharing
sites, messaging applications,
and search engines have seen
high levels of use throughout
the crisis, and while often promoting official health
communication, have also had serious problems with
misinformation, and few trust them for information
about the coronavirus.
How governments have communicated with the public
about the spread of misinformation varies widely but again
in South Korea, misinformation has not been a big issue.
Part of the reason for that is that the South Korean Centres
for Disease Control has an office of communication that
has been dedicated for several years now to figuring out
how to communicate on as many channels as possible –
engaging frequently and confidently and bringing in the
public with citizens engaged in the co-creation, evaluation,
and presentation of communications throughout.
The situation in the UK, meanwhile, remains
challenging and precarious. The early ‘rally around
the flag’ effect that led 72 percent to say that the UK
government was handling the issue of coronavirus ‘very’
or ‘somewhat’ well in late March 2021 has dissipated
and, after months of decline, the figure hit 31 percent by
late September 2021 – characterised by a combination of
a public that mostly comes across as informed, cautious,
and willing (at least in theory) to take additional
precautions, but also growing information inequality,
eroding trust, and a significant minority of ‘infodemically

The arrival of Covid-19’s Omicron variant drove home the point that
the pandemic is far from over. But as we all pray for an end to this
global calamity, there’s a growing body of learning for
me, and my fellow communications strategy
professionals, to draw from.
The challenge to communicate regular
and personalised information
was, and still is, hard to get right.
Inadequate detail risks exacerbating
frustration and anxiety, while long
and complex communications can
overwhelm or worse, be ignored.
Hyper-segmentation and empathetic
engagement, rather than information
overload seems to win out.
What is clear, is that in a time of such crisis,
communications, my vocation, has become a
strategic priority – and I’ve never been busier.
Whatever the topic under discussion, or the decision being made,
it is followed by asking, “how will we communicate this?”
I’m all for strategy, but my aim is always to render the
communications more ‘human’.
In these past two years, more than at any other time, I’ve been
driven with an unfaltering desire to design communications and
engagement strategies that take into consideration the diverse
values, background, and needs of our audiences and to customise
messaging and tactics that increase feelings of belonging and drive
deep engagement and a growing trust and affinity.
Communicating and engaging means a great deal more than
ensuring essential messages are put across.
At their best, communications can create a sense that our
audiences are able to engage organically in authentic dialogue
and express their concerns and the realities of their experience
with confidence and trust.
Trust cannot be presumed, and it does not seem to take very much
to erode it.
But if I can help our senior leaders to engage as humans – with
shorter, sharper messaging that’s more tailored and less aloof than
it has tended to be in the past – I can improve their understanding
and confidence in their organisations.
The value of – and demand for – strategic communications has
never been higher – and that’s likely to continue to be true well
into the future.
Michael Lavery is CEO of Brand & Reputation

vulnerable’ who make little or no use of news about the
pandemic and do not trust the news media.
Information inequality is a real and increasing
problem, with systematic inequalities around age,
gender, as well as income and education in how people
engage with information about Covid-19. Trust has
consistently declined and many of the issues at hand
have become explicitly politicised and attitudes to them
more polarised. Perhaps trust, as the saying goes, arrives
on foot and leaves on horseback.
So, it is not trust overall that has collapsed during the
crisis. It is, first, trust in news that has fallen and, second,
trust in government that has declined dramatically.
Perhaps it is time to reconsider what balance serves
the public best, not only in policy, but in how we have
communicated about the Covid-19 crisis.
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Together we can build
a safer, healthier, more
resilient workplace
Partner with us to raise your organisation’s
profile and credentials as a leader in the
management of risk and safety at work.

A partnership with IIRSM opens up a
world of opportunity for you and your
people, including
•
•
•
•
•
•

technical updates
networking
professional development
training
profile raising
promotional opportunities

And because no two organisations are
the same, we let you choose the type
of partnership that’s right for you.
Contact
David Hamilton, IIRSM Partnerships Manager
E: david.hamilton@iirsm.org T: +44(0)20 8741 9100
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