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Resilience 
Section #1
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Resilience

 Resilience – more than just a plan

 “a business's ability to adapt and evolve as the global 

market is evolving, to respond to short term shocks - be 

they natural disasters or significant changes in market 

dynamics - and to shape itself to respond to long term 

challenges”

- Dep Home Affairs 
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Resilience 

 Preparedness – a plan 

 Being proactive – willingness 

 Detectability radar – information systems

 Horizon scanning – resource allocation 

 Confidence in your systems – testing and training 

 Maintain control – leadership and accountability 
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Resilience 

 COVID-19 was not a surprise (pandemic has been on many 

governments’ risk radar)

 First response – a health crisis – lock down to stop the 

spread

 Now we are in an economic crisis and 

 By default there have also been positive impacts
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Impact
Section #2
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How have we been Impacted?

 We have realised how interconnected we are across the world and yet 

how alone we can be and feel as a result of this pandemic

 COVID has shaken and will continue to shake every element of our 

society:

o Our own behaviours

o Our communities

o Our workplace

o Supply chains 

o Economies
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The Response
Section #3
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Business Continuity Response – guiding principles

 Your people are the key – take care of them (mental health) 

 Take care of YOU

 When to re-open – what will it look like?

 Reveal new opportunities: 

o Increased productivity 

o Cost savings 

o Improved operating methods

o Reliable network

9



MARSH

Debrief: Preparation (our feedback to date)  

 Most participants agreed they were taken by surprise and had not contemplated a lengthy pandemic-

style disruption.

 Most had a Business Continuity Plan in case of a disruption, but did not use it to guide responses to 

COVID-19, due to it lacking Pandemic-specific response information. There was no effective 

business continuity exercise to test the plans prior to the pandemic.

 Time-Critical Business functions were clearly identified and prioritised and most felt confident in 

their ability to continue delivery of services during C-19. 

 Planning considered staff welfare and having up-to-date contact details, but fell short in planning for 

social distancing and working from home (WFH) arrangements. WFH arrangements were a 

consideration, but not on a scale that was required for immediate implementation and the effects of the 

pandemic.

 There was no pre-determined process to follow if staff or visitors contracted C-19.
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Debrief: Response  

 There were high levels of anxiety, especially in the first weeks of response. 

 CEO/GM quick to communicate objectives, keep elected members informed and establish response 

teams. 

 Most agreed they had clear objectives and a clear understanding of what was expected of them. 

Measuring the success of those objectives was unclear for some.

 Provided staff with a safe working environment to support service delivery during Covid-19 (social 

distancing and working from home arrangements were slow initially, though most workstations likely 

complied) and the City were successful in providing their community, customers and stakeholders with 

essential services.
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Debrief: Communications

 Feedback from participants indicated effective format, timing, frequency and quality of communications 

overall. 

 Staff were not reminded about the City’s Social Media Policy, however no breaches of the Policy were 

observed.
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Formalising a Covid-19 debrief
Section #4
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Key items

 Review of documentation – utility and distribution, CMT minutes. 

 Staff survey – to provide context for workshop:

o Preparation

o Response – individual

o Response – organisational

o General

 Facilitated exercise – discuss the key findings and contextualise 

 Post Exercise Summary Report highlighting the observations and key 

recommendations. 
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Example questions 
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Preparation

 I had a Business Continuity Plan in case of a disruption

 I had risk-assessed all of my disruption-related risks

 Time-Critical Business functions for my area were clearly identified and prioritised

 Staff were cross-trained in case of high absenteeism

 Planning considered staff welfare and having up-to-date contact details

 Social distancing and working from home arrangements were well planned
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Example questions 
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Response - individual

 I used my Business Continuity Plan to guide my response to COVID-19

 I had a clear and measurable understanding of what was expected of me 

 I had adequate authority to make decisions

 I had adequate resources 

 Internal politics did not interfere with my response

 I increased productivity because of fewer distractions
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Example questions 
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Response - organisational

 The City provided staff with a safe working environment to support service delivery during Covid-19

 Overall, the City provided regular, concise and meaningful communications internally and externally

 Overall, the City displayed strong leadership internally and externally

 The City were successful in providing their community, customers and stakeholders with essential 

services

 The City’s principles and values were not compromised

 Overall, the City performed well and achieved their objectives 
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Example questions 
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General

 Some individuals used the Pandemic as an excuse for underperformance

 Some individuals should be recognised for their exceptional performance

 The City’s reputation has been negatively impacted by Covid-19

 The City have implemented a number of business improvements 

 These are different times. Our KPI’s will have to change
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Assessing a changing risk profile
Section #5
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• Ongoing uncertainty about end point and an oscillation between crisis stages;

• Broad causes, seen through one lens: 

• External environment (political decisions, virus biology, social changes, 

economy)

• Industry forces (supply chain blockage, customer behaviour) 

• Organisational (staff morale, budget constraint, risk appetite) 

• A need for an all of organisation view;

• What is the “new normal”

Crisis Response 
Scenario Analysis
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Scenario building 

External Drivers Industry Drivers Internal Drivers

Context and Business Impact Assessment 

Division Criticality Current interruption

Risk Assessment 

Impact Likelihood Velocity Duration

Management plans

Response Recovery Velocity Duration



“The oak fought the wind and was broken; The willow 
bent when it must and survived” 

(Robert Jordan- The Fires of Heaven)


