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Just a few reminders

The audio will stream through your computer speakers. Please make sure
your computer speakers are on and your console is unmuted. Use the sound
button found on the lower right-hand corner of your screen to adjust your
volume.

Questions can be asked through the green Q&A button on the lower left-
hand corner of the screen. We will be taking questions throughout the session
and there will some time after the presentation for Q&A.

Should you encounter any issues during the broadcast, please try and
refresh your browser. If you continue to encounter difficulties, you may reach
out to the Support team through the button at the upper right-hand corner of the
screen.

A recording link and copy of the presentation will be shared via email.
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Today’s presenters
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The crisis has impacted the workforce in unprecedented ways

A world faced with…

4
© 2020 Willis Towers Watson. All rights reserved. Proprietary and Confidential. For Willis Towers Watson and Willis Towers Watson client use only.

Massive changes in demand across industries 

No one is left unaffected, and no two companies or individuals are affected in the same way.

Global health crisis
40-70% of the world’s population could 
become infected

Global economic crisis
Volatile global financial markets, supply 
chain disruptions, increased unemployment

Humanitarian crisis
Lockdowns, self-isolation, school closures, 
social distancing, travel bans

 High-tech 
 Fast-moving Consumer 

Goods 
 Healthcare  
 Retailers providing 

essential goods and 
services

 Automotive
 Leisure & Hospitality
 Aviation 
 Retailers providing non-

essential goods and 
services
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As the virus spread and most countries restricted 
people movements, companies responded and 
adapted to rapidly changing conditions to protect 
employees and businesses.

As economies reopen, 
companies gradually 
reopen workplaces while 
taking steps to keep work 
safe.

A period of operating with 
uncertainty follows until 
immunity is achieved.

Societal immunity occurs through 
treatment, a vaccine, or herd 
immunity. Companies adopt new 
ways of operating to accelerate and 
sustain performance. 

The journey
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Key stages of action

1
Managing through 
the crisis

2
Restoring 
stability

3
Operating 
post-crisis

Accelerate/SustainCope/RegenerateProtect/Preserve

Reaction and 
Survival

Reopening 
workspaces

Operating in uncertain 
environment New Growth

Today’s focus
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The world as we know it has changed 
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What employers are doing

75% 
Workforce (on 
average) now 
working remotely

57% 
Say there has been 
little to no impact on 
productivity as a 
result of new 
working conditions

86%
Have put in place 
measures to ensure 
that people feel 
supported during 
this time

64% 
Employers making 
adjustments to 
performance targets

81% 
Employers making 
good use of social 
communication 
channels (Slack, 
Teams, 
WhatsApp)

34% 
Have conducted a 
listening exercise 
(survey, virtual focus 
group) in response 
to COVID-19

Source: Willis Towers Watson COVID-19 Employer Survey
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Employees are deeply concerned & their experiences are significantly impacted

Majority of employees reporting… 
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Impacts on the Employee Experience…

Anxiety or worry
91% report at least some anxiety from the 
coronavirus, with 54% indicating a moderate 
or high degree of anxiety

Distractions from work
69% report at least some distraction from 
work from coronavirus concerns, with 25% 
indicating a moderate or high degree of 
distraction 

Increased financial concerns
66% report at least some new financial 
concerns due to the coronavirus, with 32% 
indicating a moderate or high degree of worry 

41% 
Agree fully that 
colleagues are able 
to cope well with the 
stress they are 
feeling

58% 
Agree fully that they 
are able to find ways 
to manage 
challenges outside of 
work

72% 
Have shifted to a 
work-from-home 
arrangement 

46% 
Agree fully that they 
know how to apply 
company benefits to 
coronavirus care

48% 
Agree fully their 
company is making it 
easier to access and 
use benefits

30% 
Agree fully they can 
balance working 
from home with other 
personal life 
commitments

Source: Willis Towers Watson Employee Opinion Norm Database
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The world as we know it has changed

The new reality of work… 
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Technological 
enablement - an 
imperative for 
workforce 
productivity

Speed is key -
Rapid and 
purposeful 
decision making 
over precision.

Flatter, leaner 
organisations with 
distributed 
workforce 

Cost pressures, 
revenue challenges 

Heightened anxiety 
- demand for 
information and  
transparency

Safety and 
wellbeing is 
paramount 

Leadership dilemma: striking the right balance...

Caring for ‘self’ and preparing to 
lead through the crisis

Supporting and guiding 
‘employees’ through uncertainty

Clarifying the ‘business’ agenda 
for the crisis & beyond

Creating a purpose-driven impact 
on the  ‘community’
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From recovery to rebound 

This crisis is a
universal moment that matters. 
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We are asking employees to work in new environments, think
in new ways and act differently.

How we balance business sustainability with employee 
experience decisions will be key to accelerating back. 

How do we navigate the journey ahead 
and deliver a high performing 
employee experience in this context?
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An evidence-based model for Employee Experience
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Leadership

Employee Experience (EX) EX is the sum of all the touchpoints and moments that matter 
between employees and their employer.

It sits at the heart of delivering superior customer experience and 
outstanding business performance.

Culture

Employee Value
Proposition
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What a High Performance Employee Experience sounds like through the pandemic
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EMPHASIS

EXCELLENCE

ESSENTIALS

Purpose Work Reward People

INCLUSION VOICE CAPABILITY COLLABORATION

UNDERSTANDING ORGANISATION FAIR PAY SUPPORT

INSPIRATION DRIVE GROWTH TRUST
“I am inspired by what our 
company stands for and 

my role in shaping 
our future”

“I know how to grow my 
career  and stay focused 
on achieving my ambition 

and potential”

“I’m ready and able to work 
in new ways to transform 

our business”

“I trust our leaders to use 
good judgment while living 
our values and protecting 

our wellbeing”

“I feel a deep sense of 
connection to achieving 

our mission”

“I can openly communicate 
my views and contribute to 

solving our business 
challenges”

“I am learning the skills I 
need to adapt and be 

resilient during this time”

“As colleagues, we have 
strong regard for each 
other and our shared 

experiences

“I understand how my job 
contributes to our current 

business priorities”

“I know where to find the 
information, tools, and 

resources I need to get the    
job done”

“I have access to the 
resources and benefits 
needed to manage my 

wellbeing”

My manager understands 
my current needs for 

support, and I know where 
to seek answers when I 

have concerns”
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COVID-19 has accelerated the focus on using digital technology for personalised
communication, voice and collaboration
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BROADCAST
Same approach for all audiences

TARGETED
Customised to targeted groups

PERSONALISED
Fully personalised to individual

COLLABORATIVE
Social and interactive
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What a High Performance Employee Experience sounds like through the pandemic
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EMPHASIS

EXCELLENCE

ESSENTIALS

Purpose Work Reward People

UNDERSTANDING ORGANISATION FAIR PAY SUPPORT

“I trust our leaders to use 
good judgment while living 
our values and protecting 

our wellbeing”

“I understand how my job 
contributes to our current 

business priorities”

“I know where to find the 
information, tools, and 

resources I need to get the    
job done”

“I have access to the 
resources and benefits 
needed to manage my 

wellbeing”

My manager understands 
my current needs for 

support, and I know where 
to seek answers when I 

have concerns”
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What a High Performance Employee Experience sounds like through the pandemic
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EMPHASIS

EXCELLENCE

ESSENTIALS

Purpose Work Reward People

INCLUSION VOICE CAPABILITY COLLABORATION

UNDERSTANDING ORGANISATION FAIR PAY SUPPORT

“I feel a deep sense of 
connection to achieving 

our mission”

“I can openly communicate 
my views and contribute to 

solving our business 
challenges”

“I am learning the skills I 
need to adapt and be 

resilient during this time”

“As colleagues, we have 
strong regard for each 
other and our shared 

experiences

“I understand how my job 
contributes to our current 

business priorities”

“I know where to find the 
information, tools, and 

resources I need to get the    
job done”

“I have access to the 
resources and benefits 
needed to manage my 

wellbeing”

My manager understands 
my current needs for 

support, and I know where 
to seek answers when I 

have concerns”

Virtual Focus Groups

Personalised and collaborative 
communications

Pulse Surveys
1. Showing you care 
2. Leading through crisis 
3. Accelerating back 
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Examples of Digital and Personalised Experience in Moments that Matter
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On-Boarding & 
Learning

Skills &
Growth

Personal
Advice

Voice & 
Innovation

Event 
Nudges

Ongoing 
Experience

Use questions 
and interactive features to 
create personal profiles 

and align relevant 
learning. 

Personalised learning 
journeys (e.g. about 

company values)

Employees create skills 
passport, can see skills 

needed for new roles and 
learning options

Personalised 
suggestions. Help 

employees improve 
their Ex

Gives employees Voice 
across their Ex and 
company initiatives

Gives employees 
relevant communication

Mobile enabled, 
digital Ex platform as 
central window for EX

Company identifies 
skills required today 
and for the future. 

Can link to LMS and 
external skills sources.

Supplements 
organisation and 

manager-led change, 
with personal ownership.

Organisation accesses 
AI and analytics to 
pin-point priorities, 

ideas and differences 
by key segments. 

Deliver personalised 
multi-channel comms

to message and 
encourage desired 
behaviours (email, 
SMS, web pages, 

signup forms).

Curate and 
manage content 

with consistent digital 
experience. Add login, 

single sign on, and 
personalized content.

https://learning.elucidat.com/course/588a32183d9df-588b2f76e492e
https://learning.elucidat.com/course/5b8d34b7ac4e4-5b97f838c31bc
https://learning.elucidat.com/course/588a32183d9df-588b2f76e492e
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No matter where in the world or in 
which sector, the crisis is having a 
dramatic impact on the world’s 
workforce.

This is a defining moment for 
leadership – as they steer their 
organisations through uncertain 
times, focus on workforce 
principles that align to the 
Employee Experience and 
forge the ‘new normal’ 

Joint Whitepaper with WEF: Workforce Principles for the COVID-19 Pandemic: Stakeholder 
Capitalism in a Time of Crisis

Adopt an agile and 
continuous learning 
mindset

Understand the 
perspectives of 
and engage all 
stakeholders

Focus on employee 
and company 
wellbeing

Balance
medium-term needs 
and longer-term 
business objectives

https://www.weforum.org/whitepapers/workforce-principles-for-the-covid-19-pandemic
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To lead through crisis, organisations will need to focus on leadership excellence
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INCLUSION

“I feel a deep sense of 
connection to achieving 

our mission”

UNDERSTANDING

“I understand how my job 
contributes to our current 

business priorities”

VOICE

“I can openly communicate 
my views and contribute to 

solving our business 
challenges”

ORGANISATION

“I know where to find the 
information, tools, and 

resources I need to get the    
job done”

CAPABILITY

“I am learning the skills I need 
to adapt and be resilient 

during this time”

FAIR PAY

“I have access to the 
resources and benefits 
needed to manage my 

wellbeing”

Purpose Work Reward People

EMPHASIS

EXCELLENCE

ESSENTIALS

INSPIRATION DRIVE GROWTH TRUST
“I am inspired by what our 
company stands for and 

my role in shaping 
our future”

“I know how to grow my 
career  and stay focused 
on achieving my ambition 

and potential”

“I’m ready and able to work 
in new ways to transform 

our business”

“I trust our leaders to use 
good judgment while living 
our values and protecting 

our wellbeing”
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Enable leaders to be at the helm
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CHECKLIST FOR LEADERS

BE PREPARED 
AND PRESENT

INSTIL TRUST AND 
CONFIDENCE

LEVERAGE 
OTHER LEADERS

CONTINUE THE 
CONVERSATION

BEHAVIOURS TO DRIVE

 Trust

 Confidence

 Agility

 Respect

 Clarity

 Continuous feedback

 Patience

 Loyalty

 Understanding
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Enable leaders to be at the helm
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ACTIVATE 
EMPATHY

SHOW YOUR 
SUPPORT

INSPIRE YOUR 
PEOPLE

EMBRACE 
CHANGE

BEHAVIOURS TO DRIVE

 Compassion

 Teamwork

 Alignment

 Understanding

 Connection

 Growth

CHECKLIST FOR MANAGERS
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• Show that you care
• In the immediate phases of the 

crisis, employees are facing a 
range of concerns about the 
impact of COVID-19 on their 
wellbeing and ability to work

• Use our ‘COVID-19 Pulse Survey’ 
to identify the critical issues to 
attend to, hot spots throughout the 
organisation, and trends over time

• Content
• Immediate Impact 

• Work Arrangements

• Health & Wellbeing

• Support

• Maintaining Business Focus 

• This is a time when leadership is 
being tested

• You actions will be judged, your 
values will be scrutinised, and your 
ability to adapt and evolve your 
business will determine your 
success

• Use our ‘Leading through Crisis 
Pulse Survey’ to find out how 
effective your leadership really is

• Content
• Ensuring Wellbeing

• Envisioning the Future

• Marketplace Focus

• Speed & Agility

• Trust & Support

• Beyond the initial shock of the 
crisis, business need to reset and 
re-imagine

• Are you adapting and redefining 
your new-normal?

• Are you and your employees really 
prepared?

• Find out with our ‘Accelerating 
back from COVID Pulse Survey’

• Content
• Returning to Work

• Adaptability & Resilience

• Alignment to Mission

• New Ways of Working

• Addressing Future Challenges

1. Impact of COVID-19 2. Leading through Crisis 3. Accelerating Back 

Ex insights based on COVID-19 phases, leading through a crisis
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Questions?
Contact us
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Asia & Australasia 

hamish.deery@
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Regional Practice Leader, 
Employee Insights, Asia & 
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lesley.brown@
willistowerswatson.com

Clare Muhiudeen

Head of Human Capital 
and Benefits, International

clare.muhiudeen@
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Senior Director, Talent, 
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mira.gajraj.mohan@
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Mira Gajraj 
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mailto:hamish.deery@willistowerswatson.com
mailto:lesley.brown@willistowerswatson.com
mailto:clare.muhiudeen@willistowerswatson.com
mailto:Mira.Gajraj.mohan@willistowerswatson.com
https://www.linkedin.com/in/lesleybrown2/
https://www.linkedin.com/in/clare-muhiudeen-41b4194/
https://www.linkedin.com/in/mira-gajraj-mohan-9933046/
https://www.linkedin.com/in/clare-muhiudeen-41b4194/
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Join us in our next sessions
willistowerswatson.com/restoringstability
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June 18 | Beyond Data: Important considerations for executive compensation

Register here

July 2 | Restoring stability: A sustainable reset to the world of work after COVID-19

Register here

July 9 | Restoring stability: A deeper dive into health and wellbeing 

Register here

July 16 | Restoring stability: A deeper dive into financial wellbeing and retirement 

Register here

http://www.willistowerswatson.com/restoringstability
https://engage.vevent.com/rt/willistowerswatson%7Ewtw-series-2
https://engage.vevent.com/rt/willistowerswatson%7Ewtw-series-3
https://engage.vevent.com/rt/willistowerswatson%7Ewtw-series-4
https://engage.vevent.com/rt/willistowerswatson%7Ewtw-series-5
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