
 

 

The rapid spread of COVID-19 (coronavirus) 

has made strong negative effects on both 

human health and the economy. With an 

avalanche of conversations today about 

adapting to the new unknown, it’s clear that 

many organisations, and the people that work in 

them, foresee an uncertain environment now 

and into the future.  

Many employees are working remotely for the 

first time in their careers, whether they prefer it 

or not. Many parents are struggling with 

childcare needs and balancing personal and 

professional responsibilities. The boundary 

between work and home has disappeared. 

Rapid changes have put a burden on 

organisational leaders to lead through the 

challenges of uncertainty. During such a critical 

time, managing employee engagement and 

productivity will be key for companies to 

navigate this crisis successfully.  

The fact is that the reality of remote working is 

going to stay longer than expected or planned. 

A large IT organisation has already declared 

that even when the things normalise, they plan 

to have only 25% of workforce working the way 

it was earlier. So, how do organisations 

formulate their plans to be successful going 

forward. 

 

Mastering organisational transformation – why 

being a change master matters  

We used the Willis Towers Watson ’s HPEX 

(High Performance Employee Experience) 

model to study organisations that went through 

large scale transformations  

Willis Towers Watson research found that 

Change Masters (companies that successfully 

implement transformation agenda) beat sector 

benchmarks on financial performance whereas 

the other transition companies lagged. There is 

a strong story of key Financial Performance 

parameters and their gap in percentage from 

sector averages which can guide organisations 

in managing through this transition.  

 

 

Additionally, vis-à-vis other companies, Change 

Masters promote a more inspiring vision, help 

employees understand how to contribute and 

then reward contribution to that end in a much 

better way.   

 

 

 

The most significant difference between 

companies struggling to transform and those 

most effective at managing change are in their 

ability to Drive (26%), Inspire (25%) and build a 

culture to Collaborate (22% pts difference).  

 

Lessons for us in the COVID-19 world 

Taking the learnings from the research and 

adapting it to the current situation, from an 

employee experience perspective, actions that 

organisations should take to navigate this crisis 

can be categorised as - in the “immediate term” 
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(as they manage through the crisis), in the “near 

term” (as they look at stabilising operations) and 

over “mid-term” (as they start operating post the 

COVID-19 period). 

 

Managing through the crisis – Focus on 

essentials 

1. Ensure employee safety and wellbeing. 

2. Enable the employees to connect, 

collaborate, engage. Ensure that there is 

adequate communication infrastructure to 

support the same. 

3. Keep employees informed through 

leadership led regular and transparent 

communication. It is critical that during 

times of uncertainty, employees see their 

leaders not as “heroes,” but  as real humans 

who are emphatic. 

4. Implement an agile employee listening 

strategy. Keep the listening process on and 

respond in an agile manner to what you 

hear. 

 

Restoring Stability - emphasise 

1. Articulate the new way of working. Involve 

employees in designing new ways of 

working for their respective domains. 

2. Be honest, transparent and respectful in 

your communication. Even if the 

communication is difficult, e.g. reduction in 

compensation or in manpower, 

communicate the rationale.  

3. Keep employees connected, informed and 

feeling supported through regular and 

transparent communication (e.g., business 

outlook and strategy, information and 

education, accessing resources) .  

4. Build forums for supportive and engaging 

employee collaboration, inclusion and a 

feedback collection mechanism. 

 

Operating post-crisis – excel  

1. Lead with purpose. Paint the future and 

inspire the employees with the vision of 

future. Create awareness around how the 

organisation plans to reorient and respond 

to this challenge in the medium term.  

2. Communicate the revised direction. 

3. Invest in developing the capabilities of 

future – people and infrastructure to support 

the new business model of working. 

4. Personalise employee communications 

covering all aspects of work and total 

rewards and it gets re-aligned to the new 

direction and expectation from each 

employee. 

5. Continue to enable leaders and managers to 

drive a healthy company mindset: dignity, 

safety, inclusion, wellbeing and innovation . 

 

In this time of unprecedented change, a 

challenge can quickly become an opportunity.  

Leaders and organisations who invest this time 

in enriching their culture– being people first, 

being open to change, foster collaborative 

thinking and approach will emerge as change 

masters.  

This article was first published in Human 
Capital.  
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