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As news headlines about coronavirus (COVID-19) continue 
to increase, so has concern over its potential to affect 

employee welfare, disrupt global supply chains and slow 
business operations. It is important to have an actionable 

business continuity plan in place to help guide your 
employees and your business.
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Introduction 
COVID-19 has created an 
unprecedented disruption in 
business worldwide. Financial 
uncertainty, unpredictable 
working conditions and health 
concerns are building stress 
within the workforce, and 
impacting organisational goals. 
The connection between 
employee wellbeing and 
organisational wellbeing has 
never been more apparent — or 
more important. 

Your people are your organisation’s greatest asset. Their wellbeing is at the centre of 
our approach; guiding our solutions and driving the insights we share. Gallagher Better 
WorksSM is founded on the concept that “the whole person comes to work each day.” 
To help your people engage in their work and invest in your organisation’s success 
means investing in them — with benefits and HR programs that support their health, 
talent, financial security and career growth — all at cost structures your organisation 
can sustain. With a people strategy rooted in the wellbeing of your people, your 
organisational wellbeing can thrive — even in times of uncertainty. Your workplace will 
work better and you can face the future with confidence. 

Now more than ever, employers need timely insights as they try to navigate the 
multitude of issues arising from this global pandemic. A better response to COVID-19 
starts here.

Dean Clune 
Divisional Vice President, 
Gallagher Better WorksSM 
Strategic Development & Execution 
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What Can We Learn from History? 
“The 1918 influenza pandemic was the most severe pandemic in recent 
history. It was caused by an H1N1 virus with genes of avian origin… The 
number of deaths was estimated to be at least 50 million worldwide…”1

As the threat to global public health from the 2019 novel coronavirus (COVID-19) 
continues, organisations are reminded not only of the severity of remerging infectious 
diseases, but also the need to develop effective containment measures to protect your 
most valuable assets — your people. Today’s unique circumstances have surfaced a 
quote by Bill Gates, “In any crisis, leaders have two equally important responsibilities: 
solve the immediate problem and keep it from happening again.”2 Organisations need to 
act to save lives now and apply lessons learned from history to respond appropriately 
as an organisation to the pandemic. With nearly limitless access to information via the 
web, data can help drive our decisions and help us all face the future confidently. 

Though the history of COVID-19 is still in its infancy, there is much to be taken from a 
recent report in the New England Journal of Medicine, detailing the first 425 cases 
reported in Wuhan, China — the epicentre of the pandemic.3 The report states the 
median age of infection with COVID-19 is 59 years old, with 56% of the infected 
population being male. Indeed, there are greater mortality rates in the senior population 
and those with other pre-existing conditions, in line with statistics on seasonal 
influenza.4 However, with up to five generations in today’s workforce, organisations 
must be mindful that all employees, not just those considered at-risk, follow guidance to 
reduce the spread of the virus.   

Respiratory viruses are extremely 
transmittable, as current numbers 
suggest that each person infected 
with COVID-19 will spread the 
infection to two or three others — an 
exponential rate of increase.4 The 
World Health Organization (WHO) 
and scientists around the world 
suggest that this number must fall to 
a one-to-one ratio before the 
outbreak can be contained.5  

Differing from SARS (Severe Acute Respiratory Syndrome) or MERS (Middle East 
Respiratory Syndrome), reports suggest during the early or pre-symptomatic phases of 
disease progression, people are quite infectious, making COVID-19 much more difficult 
to contain than other respiratory infections.4 In fact, COVID-19 has already caused 10 
times as many cases as SARS in just a quarter of the time.1 Given the efficiency of 
transmission, it is vitally important your organisation comply with your local containment 

It is vitally important your 
organisation comply with your local 

containment strategies to protect 
your employees’ and community’s 

wellbeing. 
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strategies (including social distancing, isolation and working remote when possible) to 
protect your employees’ and community’s wellbeing.   
 
As scientists work vigorously to develop and research medical treatment for COVID-19, 
the pressure on the global healthcare workforce continues to intensify. The pressure is 
twofold: First, there is the potential of overwhelming the health care system, as early 
reports indicate up to 20% of cases require hospitalisation with 5% requiring intensive 
care.6 Second, brave healthcare workers have been put at immense risk of infection 
themselves.  
 
This is a pandemic now. It won’t be eliminated overnight, but your organisation can do 
its part in reducing the impact. As a global population, everyone has an obligation to 
reduce the risks of infections as much as possible, thus allowing our healthcare systems 
to handle the severe cases, which in turn will significantly reduce the overall fatality rate. 
Every person can do his or her part. Through vigilant monitoring and early intervention, 
the goal is to keep the number of cases down over time to reduce the number of new 
cases and “flatten the curve.”7  
 
Whether it’s the 1918 Spanish Flu, SARS or COVID-19, history has shown there is a 
direct correlation between pandemic spread and how fast containment measures were 
taken. As the famous philosopher George Santayana once remarked, “Those who 
cannot remember the past are condemned to repeat it.”8 As such, every organisation is 
urged to weigh the risks to your employees, and pursue plans that are in line with the 
magnitude of the threat. 
 
Our focus at Gallagher is on your people. We will be with you every step of the way as a 
partner, bringing a holistic strategy to support the wellbeing of your people and your 
organisation and resources to help you navigate the complexity of this difficult time. 
 

 
 
 

1. https://www.cdc.gov/flu/pandemic-resources/1918-pandemic-h1n1.html 
2. Gates, Bill. Responding to Covid-19 — A Once-in-a-Century Pandemic? New England Journal of Medicine. 28 Feb 2020. 
3. Li Q, Guan X, Wu P, et al. Early transmission dynamics in Wuhan, China, of novel coronavirus–infected pneumonia. N 

Engl J Med.  
4. Hoehl S, Rabenau H, Berger A, et al. Evidence of SARS-CoV-2 infection in returning travelers from Wuhan, China. N Engl 

J Med.  
5. Coronavirus disease 2019 (COVID-19): situation report — 36. Geneva: World Health Organization, 25 Feb 2020  
6. China Centre for Disease Control and Prevention, Statista (https://informationisbeautiful.net/visualizations/covid-19-

coronavirus-infographic-datapack/) 
7. https://www.nytimes.com/interactive/2020/03/19/world/coronavirus-flatten-the-curve-countries.html 
8. https://www.brainyquote.com/quotes/george_santayana_101521 

Michael Mousseau, PhD 
National Wellbeing & Engagement 
Consultant, Canada  
Wellbeing & Engagement Consulting 

https://www.cdc.gov/flu/pandemic-resources/1918-pandemic-h1n1.html
https://informationisbeautiful.net/visualizations/covid-19-coronavirus-infographic-datapack/
https://informationisbeautiful.net/visualizations/covid-19-coronavirus-infographic-datapack/
https://www.nytimes.com/interactive/2020/03/19/world/coronavirus-flatten-the-curve-countries.html
https://www.brainyquote.com/quotes/george_santayana_101521
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COVID-19 and Emotional Wellbeing 
 
It’s important to understand that prior to COVID-19, Australia was already 
dealing with high levels of stress, anxiety, loneliness and depression. In 
fact, it’s estimated that 45% of Australians will experience a mental health 
condition in their lifetime.1 The costs to people individually and to 
businesses are staggering as one thinks about the impact on productivity, 
absenteeism, presenteeism and healthcare expenses. Even employee 
engagement can be negatively affected if an employee perceives the work 
environment as part of what’s causing him or her stress.  
 
Managing through sickness and ill 
health at work can be challenging at any 
time, but it is especially so during an 
infectious disease outbreak such as the 
COVID-19 virus. Employees may be 
anxious and fearful about contracting 
the virus at work, bringing it home to 
their families, losing pay for time off and 
not being able to pay their bills.  
 
In today’s reality, the fear associated with the unknown, compounding the already high 
levels of stress, anxiety and depression prevalent in society, may be an equal or more 
significant threat than the physical manifestation of the virus itself.  
 
 
Social distancing is helpful, social disconnect is not 
 
As COVID-19 continues to spread, social distancing is firmly in place, community 
closures are becoming common and organisations may ultimately need to make 
decisions on whether to impose “forced” work-from-home measures. While these 
measures can be effective at controlling and slowing down the spread of the virus, the 
ways in which your employees work will change. Symptom-free employees on 
quarantine or those forced to work-from-home may first welcome the opportunity to be 
home as a “mini-vacation”.   
 
This can change quickly as the reality of quarantine or isolation at home kicks in. The 
reality of your children being home from school and disrupting you while you’re trying to 
work, the reality of having your significant other needing the same home office space 
that you need. The reality that the support system you have developed at work, the 

The fear associated with the 
unknown may be an equal or 

more significant threat than the 
physical manifestation of the 

virus itself. 
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colleagues and friends that you interact with 
every day that help fuel your energy and 
productivity, may now be lost. This social 
connectedness is a building block of 
personal resiliency — our ability to bounce 
back, to withstand, recover, and grow in the 
face of stressors and changing demands. 
Lower levels of resiliency can increase the 
potential for burnout and loneliness, reduce 
employee engagement, and increase the 
likelihood of getting sick. Even full-time 
remote workers who have likely developed 
alternative methods for daily meaningful 
interactions may struggle as their usual 
routines change.    
   
 

• If applicable, promote your Employee Assistance Programs (EAP). 
Communicate the resources available to employees to help with stress and 
anxiety. Leverage the management consultations available through many EAP 
providers for assistance on handling different employee scenarios. There are so 
many services available through EAPs that employees may not be aware of. Use 
this opportunity to bring visibility to all the services and hopefully chip away at the 
stigma that is sometimes associated with the EAP. 
 

• Show empathy and compassion. Showing empathy and compassion are 
positive emotions that are actually good for our health. Give employees several 
options to voice their concerns and/or fears to their manager, HR, a safety 
committee or through an anonymous channel for those afraid to speak up.  
Follow up individually (where possible) and companywide in periodic updates as 
appropriate. An empathetic response will help employees feel heard and promote 
social support. 
 

• Encourage physical activity. Fitness apps, online group classes and getting 
outside when possible can be critical to reducing stress and promoting positive 
physical and emotional wellbeing. Since routines are changing, take this 
opportunity to develop new healthy habits with your family and virtually with your 
colleagues. 
 

• Create connectedness. Provide intentional opportunities for employees to 
connect with each other, help support each other and stay connected as a team. 
Do not automatically cancel normally in-person meetings, instead shift to phone 
or online to keep connected and on top of employee perspective — keep moving 
forward on business objectives.   

Organisations should focus on 
intentionally building 

opportunities for employees to 
connect as part of their  

COVID-19 response plan. 
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• Be community aware. Different states and territories may be implementing 

mandates that your employees need to follow, even if it is not a federal or 
employer mandate.  
 

• Be flexible and generous where possible. Not every employee request can be 
honored, but relaxing some normal practices and policies may do a lot to ease 
nerves. If the request can’t be honored, explain why.  
 

• Understand that employee engagement drivers may shift. With the recent 
competitive labour market, we have seen engagement drivers related to 
organisational purpose, mission and values become increasingly important to 
attracting, engaging and retaining talent. However, in the face of such economic 
and financial uncertainty, we may see a shift towards drivers surrounding 
organisational stability and leadership confidence. Employees want to know their 
leaders are going to support and lead them through this crisis.  

 
Be ready for a new reality after COVID-19 
 
Your organisation and your employees will get through this and return to “normal,” but 
likely a different normal. Employers implementing “interim guidelines” related to remote 
work and/or leave policies will likely have to face questions from employees regarding if 
these guidelines can become policy. And if not, why?  
 
How your organisation responds to the COVID-19 virus will have a lasting impression 
on your employees and influence (positively or negatively) their commitment to your 
company. Leadership messaging and behavior will set the tone for how cared for 
employees feel during this difficult period and demonstrates the organisation’s 
commitment to both employee and organisational wellbeing.  

 
 
 
 
 
 
 
 
 

 
 
 
 

1. ABS National Survey of Mental Health and Wellbeing: Summary of Results, 2007 (2008) 
https://www.abs.gov.au/AUSSTATS/abs@.nsf/Lookup/4326.0Main+Features32007?OpenDocument 

Kathleen Schulz, MS, CHES 
Divisional Vice President 
Global Innovation Leader, 
Organisational Wellbeing 

https://www.abs.gov.au/AUSSTATS/abs@.nsf/Lookup/4326.0Main+Features32007?OpenDocument
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Leadership in Unprecedented Times 
 
It is clear that managers — those who are officially responsible for the work 
of others — are the single most important factor driving organisational 
success.1 In an era where talent is the number one differentiator of 
organisational value, maximising human potential is now the primary 
purpose of all organisations. So, this is the primary responsibility of 
managers. 
 
This has never been more true or important than right now. 
 
Industry benchmarking and market research continues to confirm that organisational 
wellbeing — organisational success — is a function of employee wellbeing. Employee 
wellbeing has three components: financial, career and physical and emotional. And it is 
critical for managers to really focus on how they are supporting all three. It’s been said, 
“The whole person comes to work.”  And when, increasingly, work is being done (even if 
temporarily) at home, issues of work-life integration become even more significant. 
 

When so many are working remotely, 
employees lose important human 
connections, and it will be critically 
important for managers to do all they can, 
within the parameters they’ve been given, 
to maintain as many  of those connections 
as possible. Isolation can amplify fears and 
intensify concerns about these wellbeing 
elements, which may require managerial 
attention and focus. 
 

Decision making is the central focus of managing and leading. Managerial decision 
making is only rarely about major issues like key strategic initiatives or significant 
expenditures. The most important decisions that managers make throughout each day 
are about their employees and the issues their people are facing:  
 

• How should I handle the situation I’m confronted with right now? 
• What does this person need from me? 
• What does my team need from me? 

 
In many organisations, a lot of key day-to-day decisions are being made by senior 
executives, and front-line managers won’t have a lot of discretion to modify these 
decisions. So handling the daily people management issues that emanate from 
leadership’s decisions becomes paramount. 
 

Working remotely, employees 
lose important human 

connections — it will be 
critically important for 

managers to maintain as many 
of those connections as 

possible.   
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Each employee is unique. Your people have different needs, concerns and, certainly in 
the present moment, fears. They also have different communication and work-style 
preferences. Managers must acknowledge this invariable truth, and manage, or lead, 
with this in mind. 
 
Some people need time to process 
the situation, and details about how 
changes are likely to work. Other 
people need the ability to connect 
with individual team members, and 
want to know how they are doing.  
Some need to gain or regain a sense 
of control over their circumstances, 
even if only by degrees, and 
understand what will happen next.   
 
Still others need to feel part of their team, even when working remotely, and want to 
know how they can help. Most people have a unique combination of these needs that 
will change continuously, so your management and leadership approach must be 
flexible as well. 
 
Here are some things your managers can all do right now to better manage and lead 
people: 
 

• Be accessible. Make the time to reach out to the team as a whole and its 
individual members. Texts and e-mails are good, but periodic calls are better, 
because they include tone and emotion that are difficult to convey with solely text 
— especially when we may be physically cut off from each other. 
 

• If you have worked to understand your direct reports as individuals, draw on that 
knowledge. If you have not, you must start now. 
 

• Recognise that under stress, people behave differently than they do in normal 
circumstances, which suggests that managerial responses may also need to be 
approached differently. 
 

• Manage consistently with your organisation’s employee value proposition (EVP). 
If the EVP is to have any relevance and credibility for your organisation, this is 
crucial right now. 
 

• Listen actively to understand and focus on what you are hearing and “feeling” in 
the moment from your direct reports and respond to that — not what behavioral 
or personality profile they were assigned in last year’s team building exercise, or 
(worse yet) appealing to generational stereotypes. Your people are way more 
complex than that. 

Your people have different needs 
concerns and fears, along with 

different communication and work-
style preferences. 
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• There are some components of employees’ physical and emotional, financial and 
career wellbeing that you can’t personally affect. There are some you can — 
probably more than you think. Know which is which. Above all, show empathy 
and understanding for employees’ various wellbeing needs, even the elements 
you can’t “fix.” 
 

• Don’t try to be perfect, or give the impression to your direct reports, that you have 
(or should have) all the answers. You don’t. They know that (or they should). It’s 
more important to be authentic. 

 
If you have managers directly reporting to you, help them with what they need as 
managers. Work collaboratively with them to discover how you can both manage and 
lead more effectively. 
 
As you’re working to make immediate decisions and implement organisational 
decisions, also keep in mind the longer term. Eventually, your organisation will emerge 
beyond the current situation — give consideration to your “exit strategy” for that time.  
Think through what your direct reports will need and how you will manage and lead a 
transition into the next phase of this situation, and possibly a “new normal.” 
 
There is an old French phrase, “On s’engage, et puis on voit.” Roughly translated, this 
means, “We jump into the fray, and then we figure it out.” As managers and leaders, 
you’re already “in the fray.” There are no easy answers to the quandaries managers and 
leaders are now facing. Perhaps the best way to “figure it out” is to do it together and 
commit to making every day better.   
 

 
 
 
 
 
 
 
 
 
 
 
 

1. https://www.gallup.com/cliftonstrengths/en/282986/manager-role-improving-teamwork-workplace.aspx#:~:text= 

Keith A. Friede 
Director, Gallagher Better WorksSM 
Global Talent Management Consulting 

https://www.gallup.com/cliftonstrengths/en/282986/manager-role-improving-teamwork-workplace.aspx#:%7E:text=
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Economic Response to Coronavirus 
 
The information in this article is current through 31 March 2020. However, given the fast changing nature of the nation’s response to 
the COVID-19 pandemic, we acknowledge that facts will change and invite you to visit our COVID-19 page where we maintain up-
to-date information. 
 
In response to the COVID-19 pandemic, the Australian Government has 
introduced a number of measures to help businesses manage cash flow 
challenges and boost employee retention.  
 
 
Job Keeper Payment 
 
If your business has been significantly impacted by the Coronavirus, you may be able to 
access a wages subsidy to continue paying your employees. Under the JobKeeper 
program, you will be able to claim a fortnightly payment of $1,500 per eligible 
employee from 30 March 2020, for a maximum of six months. This assistance will 
help you keep staff and will help you restart when the crisis is over. 
Employers will be eligible for the subsidy if their business has: 
 

• A turnover of less than $1 billion and their turnover will be reduced by more 
than 30% relative to a comparable period a year ago (of at least a month); or 
 

• A turnover of $1 billion or more and their turnover will be reduced by more 
than 50% relative to a comparable period a year ago (of at least a month); and 
the business is not subject to the Major Bank Levy. 

 
The employer must have been in an employment relationship with eligible employees as 
at 1 March 2020, and confirm that each eligible employee is currently engaged in order 
to receive JobKeeper Payments. 
 
Not-for-profit entities (including charities) and self-employed individuals (businesses 
without employees) that meet the turnover tests that apply for businesses are eligible to 
apply for JobKeeper Payments. 
 
For more information about this JobKeeper Payment, the Australian Government has 
put together this fact sheet. 
 
 
Boosting Cash Flow for Employers 
 
The Australian Government has introduced new measures that will assist businesses to 
manage cash flow challenges and help them retain their employees: 
 

https://www.gallagherbenefits.com.au/covid-19
https://treasury.gov.au/sites/default/files/2020-03/Fact_sheet_Info_for_Employers_0.pdf
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• The Government is providing up to $100,000 to eligible small and medium-
sized businesses, and not for-profits (NFPs) with a minimum payment of 
$20,000. Small and medium-sized businesses, and NFP entities, with 
aggregated annual turnover under $50 million and that employ workers are 
eligible. These payments will help businesses and NFPs with their cash flow so 
they can keep operating, pay their rent, electricity and other bills and retain staff. 

 
• The Government is supporting small business to retain their apprentices and 

trainees. Eligible employers can apply for a wage subsidy of 50% of the 
apprentice’s or trainee’s wage for 9 months from 1 January 2020 to 30 
September 2020. Where a small business is not able to retain an apprentice, the 
subsidy will be available to a new employer that employs that apprentice. 
Employers will be reimbursed up to a maximum of $21,000 per eligible 
apprentice or trainee ($7,000 per quarter). This measure will support up to 
70,000 small businesses, employing around 117,000 apprentices. 

 
For more information about these measures, the Australian Government has put 
together this fact sheet. 
 
 
Support for Business Investment 
 
The Government is backing businesses to invest to help the economy withstand and 
recover from the economic impact of Coronavirus: 
 

• The Government is increasing the instant asset write-off threshold from 
$30,000 to $150,000 and expanding access to include businesses with 
aggregated annual turnover of less than $500 million (up from $50 million) 
until 30 June 2020. In 2017-18 there were more than 360,000 businesses that 
benefited from the current instant asset write-off, claiming deductions to the value 
of over $4 billion.  
 

o The threshold applies on a per asset basis, so eligible businesses can 
immediately write-off multiple assets. The IAWO is due to revert to $1,000 
for small businesses (turnover less than $10 million) from 1 July 2020 
 

• The Government is also introducing a time limited 15 month investment incentive 
(through to 30 June 2021) to support business investment and economic growth 
over the short term, by accelerating depreciation deductions. Businesses with a 
turnover of less than $500 million will be able to deduct 50% of the cost of an 
eligible asset on installation, with existing depreciation rules applying to the 
balance of the asset’s cost. This measure will support business investment and is 
estimated to lower taxes paid by Australian businesses by $6.7 billion over the 
next two years.  
 

 

https://treasury.gov.au/sites/default/files/2020-03/Fact_sheet-Cash_flow_assistance_for_businesses_0.pdf
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For more information about these business investment measures, the Australian 
Government has put together this fact sheet. 
 
 
Temporary Relief for Financially Distressed Businesses 
 
The Australian Government is offering temporary relief for financially distressed 
businesses, so as to lessen the threat of actions that could unnecessarily push 
businesses into insolvency and force them to wind up for good.  
 

• The Government is temporarily increasing the threshold at which creditors 
can issue a statutory demand on a company and the time companies have 
to respond to statutory demands they receive. The package also includes 
temporary relief for directors from any personal liability for trading while insolvent, 
and providing temporary flexibility in the Corporations Act 2001 to provide 
temporary and targeted relief from provisions of the Act to deal with unforeseen 
events that arise as a result of the Coronavirus health crisis. 
 

• For owners or directors of a business that are currently struggling due to the 
Coronavirus, the ATO will tailor solutions for their circumstances, including 
temporary reduction of payments or deferrals, or withholding enforcement actions 
including Director Penalty Notices and wind-ups. 

 
For more information about this financial relief, the Australian Government has put 
together this fact sheet. 
 
 
Supporting the Flow of Credit 
 
The Government, Reserve Bank of Australia and the Australian Prudential Regulation 
Authority have taken coordinated action to support the flow of credit in the Australian 
economy, in particular for SMEs: 
 

• Under the Coronavirus SME Guarantee Scheme, the Government will provide a 
guarantee of 50% to SME lenders to support new short-term unsecured 
loans to SMEs. The Scheme will guarantee up to $40 billion of new lending. This 
will provide businesses with funding to meet cash flow needs, by further 
enhancing lenders’ willingness and ability to provide credit. This will assist 
otherwise viable businesses across the economy who are facing significant 
challenges due to disrupted cash flow to meet existing obligations. 

 
• The Government is cutting red tape by providing a temporary exemption from 

responsible lending obligations for lenders providing credit to existing 
small business customers. This reform will help small businesses get access 
to credit quickly and efficiently. 

https://treasury.gov.au/sites/default/files/2020-04/Fact_Sheet-Delivering_support_for_business_investment.pdf
https://treasury.gov.au/sites/default/files/2020-03/Fact_sheet-Providing_temporary_relief_for_financially_distressed_businesses.pdf
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• The Reserve Bank of Australia (RBA) announced a package that will put 

downward pressure on borrowing costs for businesses. This will help 
mitigate the adverse consequences of the Coronavirus on businesses and 
support their day-to-day trading operations. The RBA is supporting small 
businesses as a particular priority. 

 
For more information about these new measure, the Australian Government has put 
together this fact sheet. 
 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The intent of this article is to provide general information on employee benefit issues. It should not be construed as legal advice and, 
as with any interpretation of law, plan sponsors should seek proper legal advice for application of these rules to their plans.   
 
The information in this article is current through 31 March 2020. However, given the fast changing nature of the nation’s response to 
the COVID-19 pandemic, we acknowledge that facts will change and invite you to visit our COVID-19 page where we maintain up-
to-date information. 
 
 
 

Tapel Cafer 
Head of Personal Solutions 
Australia 

https://treasury.gov.au/sites/default/files/2020-03/Fact_sheet-Supporting_the_flow_of_credit_1.pdf
https://www.gallagherbenefits.com.au/covid-19
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COVID-19 and Employee Benefits  
Action Items  
 
As employers respond to concerns arising from the 2019 novel coronavirus 
(COVID-19), many questions may arise regarding how you can support 
employees. Below, we outline some important considerations as your 
organisation tackles this pandemic.   
 
 
Preventive measures 
 
 What role can our EAP play to reduce stress associated with the widespread 

response to COVID-19?  
 Should we restrict visitors from entering our premises?  
 If we wish to permit visitors, should we ask them to complete a COVID-19 health 

check questionnaire prior to entering our premises?  
 If we collect information on visitors, what privacy laws impact the receipt and 

retention of that information?  
 What questions will we ask our employees about their health status with regard 

to COVID-19?  
 If an employee has tested positive for COVID-19 or has a known exposure, what 

can we tell other employees?  
 
Leaves of absence 
 
 How do we address time off for employees diagnosed with the virus?  
 How do we address time off for employees who were exposed to, but not 

diagnosed with the virus?  
 How do we address employees who are visibly ill or say that they are ill?  
 How do we address time off for employees who self-quarantine?  
 How do we address time off for employees who live with or are caregivers for 

high risk individuals (e.g., individuals over the age of 60 or who have underlying 
chronic conditions)?  

 How do we address time off for parents with children in schools that have 
canceled classes for an extended period of time?  

 How do we address employees who cannot work remotely, but have been 
instructed not to report to a physical facility?  
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 Should we establish a pandemic leave of absence policy?  
 
For example, an organisation may provide 10 days of pandemic leave in addition 
to any other leave policy.  
 

 What information do we need to provide to our supervisors about employees 
returning from leave due to COVID-19?  

 
Other considerations 
 
 Should we establish a deep cleaning process for our facilities to sanitise or 

disinfect work areas?  
 Should we ban employee travel?  
 Should we ban use of public transport?  
 Should we stagger our start and end times to reduce large gatherings of 

individuals at one time?  
 Are there any filing deadlines for our plans that we need to consider in the near 

future?  
 
 
Additional resources 
 
When determining how to respond, it will be important for employers to obtain practical 
information. Here are some links to useful resources.    
 
WHO, Coronavirus Disease (COVID-19) Advice for the Public: 
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public  
 
Australian Government Department of Health: https://www.health.gov.au/ 
 
Australian Taxation Office: https://www.ato.gov.au/General/COVID-19/ 
 
For further information on organisational responses to COVID-19, please visit our 
Gallagher COVID-19 business page:  
https://www.gallagherbenefits.com.au/covid-19/covid-19-businesses 
  
 
 
 
 
The intent of this article is to provide general information on employee benefit issues. It should not be construed as legal advice and, 
as with any interpretation of law, plan sponsors should seek proper legal advice for application of these rules to their plans. 
 

https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-for-public
https://www.health.gov.au/
https://www.ato.gov.au/General/COVID-19/
https://www.gallagherbenefits.com.au/covid-19/covid-19-businesses
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Communicate with Empathy: Make Your 
Employee Value Proposition Real  
 
COVID-19 has disrupted business around the globe and across business 
sectors. As the virus continues to spread, the need for effective and timely 
communications has never been more important. Not only do organisations 
need to accurately communicate changes related to policy and benefits, but 
communication needs to reinforce corporate values, and help employees 
know they are cared for. Message clarity is vital, but often employers tend 
to overemphasise the practical side, missing the opportunity to emotionally 
connect the message to the employee.   
 
 
The goal of communication isn’t about 
what is created, but what happens as a 
result. The tone and delivery of the 
message makes a difference in how the 
information is received, what employees 
do and how they feel as a result of 
receiving it.    
 
In a recent Gallagher COVID-19 HR Policy 
Survey, 72% of respondents have created 
a communication strategy related to the 
pandemic. Some tips to keep in mind as 
your strategy evolves:  
 

• Listen first, respond with empathy: The guiding principle for all 
communications is to listen first, followed by empathic and compassionate 
responses. This approach also supports organisational efforts to promote 
emotional wellbeing and a positive employee experience. It is important to try 
and truly understand the perspective of your employees, and what they need to 
feel reassured and safe. Taking time to practice compassionate communication 
in times of stress builds trust and underscores commitment at multiple levels.  

 
• Get to the point quickly, with authenticity: Employees are being bombarded 

with information about COVID-19. When delivering a message, be clear, 
authentic, transparent, and get to the point of the message and (any action that 
may need to be taken) quickly. Do not put the most important information at the 
end of the message, where it likely go unread.  

 
 

“People will forget what you 
said, people will forget what 

you did, but people will 
never forget how you  

made them feel.”1 
 

_ Maya Angelou 
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• Centralise: Routines have changed; normal channels for communication may 
have also changed. With employees possibly using many different methods to 
receive information, it’s important to centralise all organisational information 
related to your pandemic response. Let your employees know where they can 
find information, how frequently you expect to send updates and who to contact 
with any questions.  

 
• Check and double check: Most written and online communication does not give 

us access to body language, facial expressions and tone. Before sending, ask 
yourself, “Will the person on the receiving end understand this? Is it clear, but 
also empathetic? Does it provide both information, and a communicated level of 
support?” 

 
• Show your employees what your organisation is made of: Employee 

engagement surveys consistently find that many respondents want more 
effective employee communications. Additionally, perceptions of poor internal 
communication can negatively impact employee engagement. People are more 
productive when they understand and are aligned with their organisation’s 
mission, vision and values. Your response to COVID-19 will directly impact how 
employees feel about the organisation.   

 

 
Remember that your employees are your brand champions, your best advocates, and 
your biggest assets. We are in unchartered waters, but have an opportunity to promote 
organisational values, and drive employee engagement through strategic 
communication that helps employees feel safe, understand the current state of the 
pandemic and the organisation’s response, and build leadership confidence and trust. 
 

 
 

 
 
 
 

 
 
 

1. https://www.brainyquote.com/quotes/maya_angelou_392897 

 

Your response to COVID-19 will directly impact how 
 employees feel about the organisation.   

Kathleen Schulz, MS, CHES 
Divisional Vice President 
Global Innovation Leader, 
Organisational Wellbeing 

https://www.brainyquote.com/quotes/maya_angelou_392897
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ABOUT 
GALLAGHER

Better. It’s something all companies strive for. Better outcomes from better 
performance. But how do you get there?

You start by building a better workplace. One that attracts, engages and retains top 
talent. What does that look like? It’s a workplace where people feel they belong — 
where there’s a sense of developing a career instead of punching a clock. And a 
culture of opportunity that draws new talent because it inspires employees to deliver
their personal and professional best.

Gallagher Better WorksSM — a comprehensive approach to benefits, compensation, 
retirement, employee communication and workplace culture — aligns your human capital 
strategy with your overall business goals. It centres on the full spectrum of organisational 
wellbeing — strategically investing in your people’s health, talent, financial security and 
career growth, and developing benefit and HR programs at the right cost structures to 
support a multigenerational workforce.

From evaluating the demographics of your workforce to surveying and analysing 
competitor trends, Gallagher helps you gather new insights and apply best practices that 
promote productivity and growth. A data-driven focus allows you to continually improve. 
That’s what it means to create a better workplace culture. It’s about never being content 
to rest each time you reach your best. Your better is never finished.

As you develop and sustain this destination workplace culture, your people can 
thrive and perform at a higher level, optimising your annual talent investment and 
mitigating organisational risk to maximize your profitability. Best of all, you gain a 
competitive advantage as a workplace that simply works better.

Arthur J. Gallagher & Co. (NYSE: AJG), an international insurance brokerage and 
risk management services firm, is headquartered in Rolling Meadows, Illinois, has 
operations in 49 countries and offers client-service capabilities in more than 150 
countries around the world through a network of correspondent brokers and 
consultants.

Consulting and insurance brokerage services to be provided by Gallagher Benefit Services, Inc. and/or its affiliate Gallagher Benefit Services 
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“Gallagher Benefit Insurance Services.” 
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COVID-19 is an 
evolving risk that 
Gallagher continues 
to monitor through 
the Australian 
Government 
Department of Health 
and the World Health 
Organization. Please 
visit our COVID-19 
page for more 
information and 
resources. For the 
latest information 
from our Global 
team, please visit our 
pandemic 
preparedness page.

gallagherbenefits.com.au/COVID-19 

ajg.com/pandemic

https://www.ajg.com/us/pandemic-preparedness/
https://www.gallagherbenefits.com.au/COVID-19
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