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What Does This Mean for Our Companies?

Impacts on our 
environment…

…are having deep and 
profound impacts on 

our businesses
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Most commentators are predicting a 
period of unpredictable and possibly 
muted economic recovery with new 
competitive threats and opportunities, 
and quite possibly a decade of the 
Never Normal, a new era defined by 
fast changing shifts in cultural norms, 
societal values and behaviors, such as 
increased demand for responsible 
business practices and renewed 
brand purpose. 

For many organisations, the strategy for the future must 
be different to the past. 

Successful organisations have been able to re-invent 
themselves in the short-term. 

REALLY successful organisations are already looking at 
(or have embarked on) re-invention. 

All business strategies are up for grabs. For some the 
change in end-point may not be significant, but the 
agility and resilience and the approach to get there will 
inevitably differ. 

An important question, for organisations that are 
reconsidering or redesigning their business strategies, 
is how they are going about that. Is it collaborative? Is it 
risk-aware? Is it reasonably controlled?
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The global COVID-19 pandemic has 
forever changed our experiences―as 
customers, employees, citizens, 
humans― and our attitudes and 
behaviors are changing as a result. 
companies will need to consider the 
impact of these changes on the way 
we design, communicate, build and 
run the experiences that people need 
and want. More than ever, TRUST will 
be a competitive differentiator.

Contact with customers has changed and will probably stay 
changed. (What does that mean for our contact centres.)

The crisis is fundamentally changing what and how 
customers buy – which is linking to the strategy 
consideration. 

Digital transactions and digital engagement are more 
important than ever – and organisations that are embracing 
this are coming back faster.

Different engagement models with customers will impact 
workforces – and the need for workforce to be nimble.

Introduction of new “phy-gital” experiences.

Different engagement models require different data to 
monitor effectiveness.
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Organisations globally are experiencing 
unprecedented workforce disruption, 
such as the urgent need to shift to a 
remote workforce to protect and 
empower employees, serve customers 
and to establish business continuity. 
Agile workforce strategies is critical to 
keeping the global economy viable and 
helping people and their families survive 
financially now and in the future.

Protecting health and safety of staff will mean different 
facilities requirements.

Workforce modelling methodologies are outdated and 
will need to be replaced by iterative, scenario-based 
approaches, which emphasise elasticity in workforce 
skilling and resourcing.

Skills requirement changes will drive necessary changes 
in workforce. Consideration of accelerated learning 
solutions to avoid change in people to achieve change 
in skills. (This needs to be carefully risk managed.)

Creating shared workforce resilience means embracing 
vulnerability and encouraging open sharing about 
what’s hard and uncomfortable.
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With the COVID-19 crisis, 
fundamental changes in consumer 
behavior, supply chains, and routes to 
market are knocking companies off 
balance. Responding to the pandemic 
has underscored the need for leaders 
to accelerate the adoption of agile 
ways of working and value chain 
transformation to help outmaneuver 
uncertainty.

Supply chain exposures with unprecedented demand 
and freight/routes to market damaged with border 
closures have challenged (especially if limited diversity 
of supply or market). Some Governments have assisted, 
but organisations have to help themselves.

More connected ecosystems of partners locally and 
globally is a common response.  

In an increasingly connected business world and 
society, demand-driven disruption will be more rapid 
(and potentially more pronounced). This requires agility 
in operational decision making – which requires 
organizational structure change and timely access to 
the “right” data to support decisions. 

Continuity planning is more important than ever.
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Immediate action is needed to address 
short-term liquidity challenges, but also 
to solve for costs and profitability and 
generate funding to invest in new 
opportunities, including M&A. Many 
CEOs are faced with plummeting sales 
and revenue and increased costs. 
Interventions to adapt may require 
investments in key technologies, 
processes and people. For some, 
liquidity has become a matter of 
survival.

Necessary responses are wide and varied: 

Centralised control of all liquidity decisions.

Optimisation of working capital. 

Reconsideration of capital expenditure decisions to focus on 
shorter-term gain. 

Reset organizational cost baseline. 

Variabilising costs where possible. 

Drive culture and behaviour change re: costs. 

Rapid response to changes in customer demand (even if 
inconsistent with historic core focus) 

Considering changing competitive landscape. 

Reinvest cost savings where possible with growth focus.



Technology

22 July 2020

Page 15

Even before COVID-19, many 
organizations faced considerable 
IT challenges. Now, COVID-19 is 
pushing companies to rapidly 
operate in new ways and IT is 
being tested as never before.

How have organisations responded to the need 
for an elastic digital workplace.

Hyper-automation – changed systems, optimized 
workforces, skilled-up staffing to handle digital 
environment. 

Architecture and performance engineering as 
systems are used in a vastly different way. 

Cloud acceleration and optimization to avoid 
challenges of mobility and increase agility. 

Service continuity – of course. 

Cybersecurity risks increase in a pandemic 
environment.



This Is Not a Short-
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Lessons Learned from COVID-19

One, 
Not working at 

the speed of the 
customer

Two,
Not having a 

globalized market 
mindset

Three, 
Not identifying 

the right platform, 
data, technology

Four, 
Not building an 

augmented 
workforce strategy

Five, 
Not thinking 

about the future in 
a different way
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“This is the litmus test of our ability to 
deal with a crisis and emergency. This is 

the time for us to demonstrate our 
adaptability, resilience, responsiveness 

and relevance.”

- Jin Liquin, President, Asian Infrastructure Investment Bank 
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Role for Internal 
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Definition:
Internal auditing is an independent, objective 
assurance and consulting activity designed to add 
value and improve an organization's operations. It 
helps an organization accomplish its objectives by 
bringing a systematic, disciplined approach to 
evaluate and improve the effectiveness of risk 
management, control, and governance processes.
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Internal Audit Roles During the Pandemic

Advisor
Key Controls 
Monitoring

Capture Crisis 
Response

Deployed Into the 
Business

Activity 
Suspended

Business-as-usual
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Planning/ 
Direction

Collection

Analysing/ 
Validating

Sharing/ 
Dissemination

Implementation

Lessons Id
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Challenges in Lessons Learned

Does the organisation have a learning environment – without that it is difficult to gain traction.
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Do not need to act on every single lesson – focus on a few for action (the ones that will bring the 
most value).

Ensuring accountability for acting on the lessons.

Ensuring lessons are genuinely embedded. (Many of the lessons of previous pandemics have been 
forgotten).

Data collection needs to be structured.

Typically work best when a combination of top-down and bottom-up.
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Focus For a Post Crisis Review
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Documentation 
of the response

Technical 
investigation of 

the cause

Quantification/ 
explanation of the 

impact

Assessment of the 
effectiveness of 

the response

Enhance 
organisational 

Resilience
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Normative Model – Better Practice Response Principles
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Strong, active organisation leadership with the right capacity, capability, engagement and focus. 

Clear governance arrangements which take effect early and are applied consistently 

Clarity of roles and expectations for direction from, and information to, the Board 

Timely and robust documentation of key decisions and actions taken to ensure transparency and 
accountability 

Relevant (principles-based) planning (preparedness, operational response, risk) in place and 
understood to guide the organisational response 

Redundancy in key roles in case of infection or requirement for a break 

Timely implementation of non-medical risk mitigation strategies to reduce infection and maintain 
business continuity
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Normative Model – Better Practice Response Principles
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Supply chains are reinforced to support access to necessary equipment, materials reliably through the 
pandemic 

Nimble and adaptive leadership approach with continuous sensing and response 

Reliable access to relevant and timely environmental and operational information and data to support 
decision making 

Create capable capacity that leads key disciplines essential to the response 

Creative and collaborative yet disciplined (and risk-aware) problem solving - quickly 

Internal and external communication that is clear, disciplined, frank, consistent, timely and 
empathetic – educate, ameliorate fears, engender trust and enable people to remain connected 

Relevant policy changes are made and published on a timely basis (privacy, hygiene, leave, amongst 
others)
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Typically, the documentation of key 
decisions and response features is poor 
– as the focus is more on survival and 
less on accountability and 
transparency. This is particularly 
valuable for Government organisations 
given the accountability structures that 
exist in Government. For publicly listed 
companies and regulated entities, this 
documentation can be important in case 
of future inquiries.

Extensive body of work – requires engagement 
with all parts of the business. 

Typically involves extensive data and 
documentation that needs to be catalogued 

Often needs documentation and presentation 
across different lenses (structure, geography, 
response component, or against the normative 
model). This can be tricky and repetitive. 

Requires care to ensure documentation is 
evidence based on not a “re-creation of history”. 

Documentation may be relied upon later in 
inquiries or legal matters
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Typically, the documentation of key decisions and response features is poor – as the focus is more on survival 
and less on accountability and transparency. This is particularly valuable for Government organisations given 
the accountability structures that exist in Government. For publicly listed companies and regulated entities, 
this documentation can be important in case of future inquiries.
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While most business leaders will be 
well-across the impacts of the 
pandemic, there will be instances 
where leadership is so deep in the 
tactical response, that they cannot 
see the longer-term and strategic 
impact. It is in these instances that 
Internal Audit can add value in this 
regard.

This is not a “typical” internal audit output. It will likely more 
take the form of an issues paper or discussion paper, and 
any recommendations will be likely be high level. 

To have credibility, this sort of deliverable will need to have 
high level sponsorship and be informed by a high degree of 
experience and organisational input and respect. 

There can be a number of approaches for this, all of which 
draw on the impacts discussion earlier in this presentation. 

Optional delivery models: 

Research document to prompt discussion 

Issues paper that documents Internal Audit view

Facilitated Executive workshop



Assessment of Effectiveness of Response
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COVID-19 was an experience no living 
business executive has lived through, 
and no organisation had a “perfect” 
response to the pandemic. The WHO 
has stated there will be future 
“waves” of COVID-19 and pandemics 
will be more regular in the future. To 
understand what lessons can be 
learned in the midst of a pandemic 
will allow immediate impacts to be 
lessened.

This is a “typical” structured lessons learned project, 
which assesses the actions taken against a normative 
model such as the one presented earlier in this 
presentation. 

Assessments should be cognisant of the circumstances 
in which actions were made – in order to be 
sympathetic and realistic. 

Independent assessments should be augmented by 
feedback from managers and leaders on their 
observations of lessons learned. 

For value to be realized from this work, the “challenges” 
that organisations face in undertaking lessons learned 
exercises need to be addressed
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Organisational resilience is “the ability 
of an organisation to anticipate, 
prepare for, respond and adapt to 
incremental change and sudden 
disruptions in order to survive and 
prosper.” It reaches beyond risk 
management towards a more holistic 
view of business health and success. 
This term has been in the business 
lexicon for some time, but has been 
brought to life by the pandemic.

All of the approaches to lessons learned 
discussed on previous pages can have a positive 
impact on organisational resilience. 

An engagement that brings learnings from the 
broader analysis of impacts on business, as well 
as the experiences facing the organisation, and 
takes both a historical perspective as well as a 
forward-looking perspective will have the 
greatest potential impact on organizational 
resilience
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Tips For Pandemic Lessons Learned

Page 33

Ensure the project has leadership sponsorship 

Bring in expertise as required to ensure capability and credibility 

Be clear on the value you are proposing to add 

Be practical – theoretical constructs will not be seen as helpful 

Be sympathetic and balanced 

Focus as much on positioning the organisation for the future, as commenting on the past 

In conduct and reporting, be conscious of the operating environment
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Organisations are exhausted, but still are hungry 
for value from Internal Audit as the pandemic 
drags on. Importantly, organisations need our 
objective, informed advice



Questions & 
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LinkedIn: https://www.linkedin.com/in/mark-
harrison53326241/

Email: mark.harrison@sentcon.com.au 

Phone +61-408-661325

https://www.linkedin.com/in/mark-harrison53326241/

