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The COVID-19 pandemic has meant that organizations around the world have had
to tackle a set of once-in-a-lifetime challenges. And leaders have met the moment
with urgency and innovation. Building resilience against other massive unexpected
risks is a complex process — but one that can be achieved by convening people,
ideas and outlooks. What follows is a collection of insights, including case studies

from leading companies across the globe, that can help define the path forward

Setting a New Benchmark

When was the last time in global economic history that every single company in
the world, big, medium, and small, stood up and addressed a single risk at the
same time in a way they never had before? The short answer: never. In this highly
volatile world, risk is ever present and - because we are more interconnected
than ever before - it is also more severe. The global COVID-19 pandemic has

underscored how we are living and working in extraordinary and unprecedented
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times. The decisions made during this crisis in both the public and private
sectors — no matter their size, location or industry — carry immense weight. Every
organization in the world is reacting to this unprecedented challenge. There
was no roadmap to guide a response and no past data to inform analytics or
predictive models to help prepare for the future. As a company keenly focused
on risk and closely connected to our clients, we felt compelled to embark on a
collaborative effort to help move society and the economy forward. This year,
rather than simply accept the constraints imposed by the pandemic, Aon made
an active decision to define the “new better” in collaboration with clients. That
is why Aon brought together over 100 leading companies and organizations
across 10 global cities from a broad range of sectors to examine the issues rising
from the COVID-19 pandemic, learn from each other’s experiences and begin to
discuss ways to navigate three fundamental aspects of society and the economy:

working, traveling and convening.

GROWING STRONGER FROM TODAY’S CHALLENGES

Reshaping the Future: Four Core Priorities

The COVID-19 pandemic has challenged companies to think — and act — quickly.
Supply chains were strained, unemployment rose and virtual offices had to go
up overnight. At the same time, health care systems mobilized in response to the
rapidly unfolding public health crisis. The vulnerabilities and complexities of our

interconnected, interdependent global system were brought to the forefront.
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Leaders across the globe met this moment, quickly building and navigating a

path through the storm. They quickly shifted to remote operations, evaluated
the economic impact of a global public health crisis, took care of their workforce
and determined how to address competing challenges in real time. This moment
isn't over, but it has helped companies reorder their priorities and accelerate
innovation in critical business areas, which will continue in a post-pandemic
world. Going forward, there are four major areas where companies can realize
significant impact for their organizations.

Addressing the Nagigating New
Underserved Forms of Volatility
The
4 Key
Areas
Rethinking Building a Resilient
Access to Capital Workforce
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Addressing the Underserved

As the COVID-19 pandemic claimed lives and livelihoods across the globe, many
business and government leaders sounded the alarm regarding the impacts on
underserved industries, economies, communities and individuals. The pandemic
exposed the pre-existing vulnerabilities of those underserved entities in a variety
of ways - economic resilience, health care, digital capabilities, risk management
approaches and beyond. Now, multiple stakeholders are coming together to
address these gaps. Strategic and targeted solutions must be tested and then
scaled for meaningful change to take place. In health care, for example, disrupted
supply chains and medical transport can have severe consequences for entire
communities — but their risks are complex and often go unaddressed. With the
right approach, expertise, and level of collaboration, powerful solutions can
be found - better serving those communities, businesses, and individuals most
in need. Again, better data and analytics will help ensure high-quality solutions
meet the urgent needs that exist now and on the horizon - and that they can be
delivered across the globe more successfully.

Navigating New Forms of Volatility

Companies must now work along two dimensions - managing current issues
related to the pandemic and strengthening their risk management strategy for a
complex future through the identification and planning for various long-tail risks.
This does not mean simply reacting to the events of this year, but understanding

how the confluence of business changes and external factors will shape risk going

ol
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forward. Rather than a focusing on a return to normal, companies must prepare
to navigate new forms of volatility with more innovative solutions. The majority of
company leaders in the U.S., EU and the UK agree that COVID-19 exposed new risks
and vulnerabilities that require a significant change in how their businesses think
about the future. Volatility will always exist and will grow in the future - indeed,
climate risk, geopolitical issues, cyber risk, digitization, talent challenges and other
complex issues are shaping the business environment. Companies that carry
forward their successful pandemic approaches and decision-making strategies can
better position themselves to navigate that volatility.

of C-Suite leaders and senior executives

feel the pandemic has exposed new risks

and vulnerabilities that require a significant
change in how they think about the future*

*Represents responses from an Aon commissioned survey, fielded August 3 - 16,
2020, of 800 C-Suite leaders and senior executives in the U.S., EU, and the UK
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Rethinking Access to Capital

Companies seeking to access and reallocate capital have the opportunity
to unlock more strategic value and accelerate growth. The pandemic has
highlighted how increasing and intensifying risks push companies to get creative
in accessing capital - which can also mean redefining its source. In a changing
business environment, companies’ most valuable assets may be something they
are not prioritizing such as intellectual property and other intangible assets. Many
organizations have not put in place the tools or strategies to manage intangible
assets the way they do their hard assets, but this misses a critical opportunity.
As the market changes and external forces shape the business environment,
companies must turn their attention to innovative, modern ways of thinking
about and managing capital. Data and advanced analytics will be a crucial part
of this journey - strengthening companies’ approach to capital and scaling the
potential of their own assets.

of C-Suite leaders and senior executives who said
they were well-prepared for a crisis such as COVID-19

would invest the resources necessary to prepare for

potential risks in five years' time

* Represents responses from an Aon commissioned survey, fielded August 3 - 16,
2020, of 800 C-Suite leaders and senior executives in the U.S., EU, and UK
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Building a Resilient Workforce

Workers have experienced a fundamental shift in where, how and when work
gets done over the past decade. The COVID-19 pandemic has accelerated many
companies’ moves toward a remote and digital working environment. On top of
this, they have had to re-examine their strategies when it comes to employee
wellbeing. The urgent issue today is building a resilient workforce of employees
better equipped to adapt to change, manage stress and pressure and maintain
productivity through uncertainty. An organization can clear a path to this
resilience by implementing a series of measures from reassessing their employee
wellbeing and compensation policies to building their workforce’s digital
capabilities. Resilient workers have a stronger capacity for upskilling and reskilling
and keeping up with the pace of change - qualities every organization will need in
the years to come. Many companies turned their attention to employee wellbeing
during the pandemic and that’s likely to continue as they build resilience.

More diversity in background, experience, and thinking is critical. In an Aon
survey, 86% of respondents believe that the ability to attract and retain a diverse
workforce and create an inclusive culture is key to building and maintaining
an agile workforce. The resilient workforce of tomorrow will have a different
relationship with technology as the virtual working environment continues
to advance and more industries adopt sophisticated technology and digital
methods, from manufacturing to aerospace to education. Many companies have
had to quickly adapt due to the pandemic. But a more strategic, targeted path
forward will help companies build resilience.
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of senior HR leaders and professionals surveyed*
believe the ability to attract and retain a diverse
workforce and create an inclusive culture is key

to building and maintaining an agile workforce

*Represents responses from 2,000+ participants in Aon's fifth global COVID-19
pulse survey for senior HR leaders and professionals, conducted in August 2020

Work, Travel, Convene Global Coalitions:
Collaborating Through Crisis

During summer 2020, Aon began forming a coalition of leading companies
and organizations to strengthen communities and move toward societal and
economic recovery in the wake of the COVID-19 pandemic. Launched in the U.S.
and then set up in cities around the world, the Work, Travel, Convene Coalitions
bring collective knowledge, insight and experience to tackle issues along the
path to COVID-19 recovery, how we work in this new environment to building the
innovation agenda to rethinking risk. While the pandemic has not impacted every
region or organization the same way, there are similar ideas, lessons learned, and

overall approaches that are common across borders:

Communication Has Never Been More Critical

Effective and open lines of communication - be they internal or external — have
been critical to supporting an organization’s employees through the pandemic.
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While a “view from the top” approach for communications from senior leaders was
most important to set the tone for colleagues at the beginning of the pandemic,
team leaders may now be better suited to communicate with their teams in
a more personal way. Over 84% of companies* said they have developed and
documented a communications guide identifying key vendors, local authorities,
governmental agencies/ministries, and their contact information that they will
need to liaise with during the pandemic.

Supporting a Bespoke Approach to Adapting a New
Way of Working

Various timelines have emerged across the globe aiming toward a “return” to the
workplace. However, a number of challenges have emerged that have sparked the
need to redetermine how we work: second waves of the virus, varying regulations
from one jurisdiction to another, workers resisting a return to the office due to
safety concerns and unique personal circumstances such as caring for children,
or for parents and at-risk family members. On top of this, employers have begun
to draw up agile or hybrid working models. 87.2% of companies* have defined
protocols with their key vendors to support the management process and
coordination of return to work.

Prioritizing Mental Health and Wellbeing

COVID-19 has been the source of a wide variety of stresses on organizations and
their employees. As they look to manage successfully through the pandemic and
beyond, businesses will need to recognize the impact the pandemic has had on
their employees’ physical, emotional and financial wellbeing. Some employers are
already adding to or adjusting wellbeing offerings to meet the stresses caused
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by COVID-19. For employers that get wellbeing right, the effort can help their
teams perform more effectively and productively, and foster resilience — bringing
adaptability to change, sense of belonging and ability to reach one’s full potential.
It can also make a crucial difference when it comes to attracting and retaining
talent. 88.6% of companies* plan to enhance their wellbeing program to focus on
emotional and mental health wellbeing as a result of the pandemic

FOCUS ON STRATEGIC THINKING

Leading Through Change: Case Studies and
Perspectives

Leading global businesses and innovative thinkers reveal their strategies and
action plans as they make their way to the new better.

A data-driven, accelerated approach to the future of
work

The workforce of Merck KGaA' (“Merck”) includes more than 56,000 people in 66
countries working across healthcare, life sciences, and performance material. As
the company was managing through the immediacy of the pandemic, leadership
teams identified crisis best practices being developed that would ultimately shape
the “Future of Work” program at Merck. “We are a very purpose-driven, pragmatic
company,” says Alexis Saussinan, Global Head of Strategic Workforce Planning
People Analytics. “We want to make meaningful and lasting moves, aligned with
our DNA."
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Guiding Principles Pair with Data to Make the Best
Decisions

To enable long-lasting change, Merck ensures data serve as the foundation for
its strategy. As the company started building the program, it used a range of
internal and external data, market trends, and interviews with executives, board
members and the crisis management team to help build a complete picture of
what was needed. Four guiding principles shaping its “Future of work” program
were determined: increased work flexibility; sustaining trust and collaboration
beyond boundaries; accelerating data and technology in must-win areas; and,
lastly, continuing to evolve its leadership culture - including further developing
virtual leadership skills, empathy and empowerment. The company also
brought together various business areas for best practice sharing, visibility and
transparency, to reach larger objectives — from managing data security and cyber
in the virtual world to sustainability to best-in-class digital customer experiences.
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Shaping the Future of Work
Along these principles, five strategic people work priorities were developed:

e Expanding into flexible workplace guidelines 2.0 which are about building
upon its strong foundations for virtual work, but also developing other
flexible work options.

e Evolving its talent approach to access broader strategic skill pools, especially
for location-independent roles, now sourcing with a more global mindset.

e Accelerating the digitizing of people solutions via data and technology, make
best use of technologies and artificial intelligence to drive impact and best-in-
class employee experience.

e Focusing on skills for the future — what the workforce needs will be and
preparing people for new roles and possibilities.

e Embedding crisis best practices into leadership and talent development
programs.

HRECHO 17 |




Safety, strategic planning and integrated decision
making are at the top of the agenda

Leading global businesses and innovative thinkers reveal their strategies and
action plans as they make their way to the new better.

With offices in more than 120 countries, Accenture leadership first saw the
pandemic unfold in China at the start of 2020 and started to prepare for COVID-
19's spread across the world. The company’s leaders prioritized keeping people
safe and healthy — employees, clients, vendors, and everyone coming through
their offices — and at the same time prioritizing the stability and continuity of
their client services. Accenture also mobilized to set everyone up to work from
home. The base infrastructure was there, with services in the cloud, but the CIO
group quickly expanded the company’s networks and ensured access to laptops
and internet across the world — enabling people to go remote in an extremely
short period of time. Establishing a strategy was critical to Accenture’s COVID-19
response. “From my perspective, doing the strategic planning on the front end
was invaluable, and we benefitted from being able to build off a pandemic plan
that had previously been prepared - most of our changes involved scaling up to
deal with the sheer volume this pandemic created,” says Richard Keil, Managing
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Director, Global Issues Management at Accenture. “That strategy and planning
helped us be as well prepared as we could be and iterate as needed both for
business continuity and rapid response purposes.”

Continuously Adapting, Adjusting and Improving
Frameworks

Unlike preparedness plans for large-scale disasters such as hurricanes, the
pandemic’s global impact was far more complex. Laura Schlicting, Accenture’s
North America Geographic Services Lead, recalls the lessons learned from teams
in China - the country first imposing lockdowns due to COVID-19: “We were able
to learn from the approach that China took — how our teams were able to get ready
and respond.” As the pandemic’s scope and scale grew, Accenture’s teams were
able to build from the approach that was taken in China and continuously iterate
and improve, all the while taking into account local variances — from government
regulations in specific countries or in the case of the U.S., a patchwork of local

laws.

Making the Best Decisions During Rapidly Evolving
Situations

A structure that supported integrated decision-making helped Accenture put
strategic action plans in place. Leadership set strategic direction while various
subgroups — procurement, human resources, employee relations, technology
— brought their own targeted solutions and executed. “Across our most senior
leadership, there was a group that met routinely, regularly, daily, as they set the
strategic direction,” Schlicting says, and that “all-in” approach was replicated
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throughout geographies. “We pulled together a configuration of people who
wouldn’t typically work together, at least in such a collective way,” says Keil.
“That constant communication helped all of our teams prepare for rapid shifts in
direction. Everybody had a 360° view on the totality of the situation on an ongoing
daily basis. We were able to continuously manage the situation because of really
close coordination and collaboration.”

IN CONCLUSION

Striving for The New Better

The COVID-19 crisis has thrust organizations around the world into uncharted
territories and forced them to face new risks - risks for which they were largely
unprepared. There was no roadmap to guide a response and no past data to inform
analytics or predictive models to help prepare for the future. And as the news of
the past few weeks has shown, the COVID-19 pandemic is like no other crisis we
have found ourselves in: on one hand, large parts of the world are either in or
heading for a second lockdown while, on the other, concrete progress is being
made in developing an effective vaccine. Nonetheless, the organizations and their
leaders with whom we have spoken in the process of putting together this report
have come to understand a key idea: things cannot go back to the way they were.
And what's more, to face the perils that could confront them, organizations will
need to step up their efforts to prepare for these new risks. Organizations will need
to prepare themselves for the risks posed by a volatile world and to not settle for
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a new normal but to instead strive to achieve the new better. And that means
starting to think about not only today’s pandemic but long-tail risks such as
climate change, cyber threats and the health and wealth gap. The conversations
we have had across the global network of Work Travel and Convene Coalitions,
together with the data and case studies we have brought together for this report,
have shown us a new way of understanding what is happening and, through the
use of surveys and data and analytics, begin to develop new predictive models
and solutions to tackle challenges.

Proportion of senior leaders who agreed the

COVID-19 pandemic has exposed new risks
and vulnerabilities that require a significant

change in how businesses think about the future

* Represents responses from an Aon-commissioned survey, fielded August 3 - 16,
2020, of 800 C-Suite leaders and senior executives in the U.S., EU and the UK.

HRECHO 21 |




In a rapidly evolving crisis such as the one in which we all find ourselves, there is

little success to be had in defining a sure-fire strategy for success. Instead leaders
have identified a number of key changes in organizational behavior that have
helped them lead their organizations more effectively:

Change the way they assess risk

Business leaders have realized that the pandemic exposed new risks and
vulnerabilities that would require a significant change in how they think about
the the future. As Helle Thorning-Schmidt, the former prime minister of Denmark,
explained in her interview: “This crisis will steer us in the direction of looking at
risks like climate change and recognizing that we need to be even more serious
about this now, because in a few years, certain things will be beyond repair.”

Look at their organization charts in a new way

The current crisis has pushed organizations to identify, develop and redeploy
team members who could best help find a path to the new better. Through its
management of the pandemic crisis, Merck KGaA has identified best practice that
it is then planning to use in its future of work program. This example highlights
how businesses have had to identify colleagues with the right skills and expertise
to facilitate a new way of operating. In its case study, Accenture illustrated how it
brought together teams that would not have ordinarily worked together to help
the organization as whole prepare for rapid shifts in direction.
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Establish new lines of communication

As COVID-19 has forced companies to find new ways of decision-making, they
have also had to look at the way they communicate - and build new bridges
across industries and between the public and private sector. The Irish food
industry, which makes up about $15 billion of the country’s exports a year, was hit
hard when COVID-19 forced the closure of restaurants around the world. The Irish
food board, Bord Bia, had to quickly establish new supply relationships to help
those producers find new ways to sell and distribute their goods. Meanwhile, in
the U.S,, JLL worked with the mayor of the City of Chicago and Governor of lllinois
to convert the largest convention center in North America into an alternative care
facility.

Re-examine their compensation and staff wellness
programs

Virtually overnight, organizations around the world had to shift to a new, remote,
way of working. Having to set up an office at home has put new strains on
employees. This, in turn, has meant that businesses have realized the importance
of a resilient workforce and have begun to prioritize measures that can help
motivate employees and, more importantly, safeguard their mental wellbeing.
In the U.S., the workforce flexibility McDonald’s had already put in place before
COVID-19 struck laid a strong foundation for shifts in working conditions. It also
meant that the company could help managers meet the changing needs of their
workers
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MAC INTERNATIONAL FZCO
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Lileg Luaylg ap=lig pun _na

The Exclusive
Distributor for General Motors Products in

Egypt, Iraq, Libya & Ghana
= GME =5 aceico

+97148873488 L)l ghs claus  +97148873488  :oiljluwl Silsuo

QMAKIN&[I}VIHDQE

“On the occasion of the 50th anniversary
of the United Arab Emirates, we extend
DELIVERING PERFORMANCE SARyTIr AT ons o e

Emirati People and their visionary
through

Leaders and wish them everiagsting
INVESTMENT FUNDS hoppiness and prosperity.”

MAXIN ADVISORS




