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Chamber Foreword

FOREWORD

FOREWORD
The Australia—United Kingdom Chamber of Commerce is delighted to launch our
new Leadership Perspectives series with this first publication ‘On Resilience’. This
Report is a collection of personal interviews with leaders across the Chamber’s
community on the hard-won lessons of responding and adapting to a range of
crises.
I can’t remember a time when the term ‘resilience’ has been so prominently
and universally used across the business community. COVID-19 has prompted
a paradigm shift in what leaders, boards and investors value. The language of
efficiency is giving way to that of sustainability and stability, changing perceptions
of an organisation’s risk threshold, what an optimal balance sheet looks like and
the strategic governance of supply chains with ‘just in time’ becoming ‘just in case.’

Chamber
				Foreword

In this Report, we’ve been deeply fortunate to speak with a set of exceptional
leaders who have been at the heart of responding to crises including the 2019/20
Australian bushfire season as well as the healthcare, industry and political
implications of COVID-19. While the specific challenges they faced differ widely,
several common drivers for creating short and long-term resilience emerge. These
include the need to invest holistically pre and during crisis in an ecosystem of
people, processes and platforms; the vital importance of building trust across
your stakeholder base through the timely capture and communication of accurate
information and the imperative to share and integrate lessons for the future.
This Report is divided into two sections — Respond and Adapt — reflecting the
two stages of ensuring resilience as organisations meet an initial crisis and then
use that crisis as a trigger for reflection on how they will operate in future. It’s this
conversion of crisis into an opportunity to reassess and reimagine that is central to
long-resilience.
Very early into the COVID-19 crisis, commentators began to debate its nature as
either a Black Swan or Grey Rhino event. A Black Swan is rare and unpredictable,
whereas a Grey Rhino is highly probable but ignored. While we may not see
the Black Swans coming, the pandemic has demonstrated the critical value of
identifying probable threats now and using them as a trigger for investing in your
organisation’s resilience to withstand future shocks.
Unfortunately, it’s unlikely that COVID-19 will be the last crisis that business and
our global community faces. Equally, we won’t always see what is either rumbling
steadily towards us or hurtling unseen out of leftfield. It is however the ongoing
investment in the resilience of our people, processes and platforms that will create
a robust foundation from which companies and individuals can respond, adapt and
evolve in the face of future crises.

Words by Catherine Woo, CEO,
Australia—United Kingdom Chamber of Commerce

I’d like to thank our ‘Perspectives’ contributors as well as our Report Sponsor
Informed Solutions whose focus on the collection, interpretation and application
of smart data-driven insights to drive resilience make them an ideal partner in this
conversation.
I hope that you enjoy this Report and encourage you to join this important
conversation too.
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Introduction by Informed Solutions

INTRODUCTION

INTRODUCTION
Crisis events are occurring with increasing frequency across the globe.
Fires, floods, droughts, hurricanes, earthquakes, tsunamis and of course
pandemics. We need to be better prepared to respond to and recover
from the resulting societal, health, environmental, economic and political
turmoil produced by these crises.
In dealing with events that create such levels of uncertainty and impact,
both public and private sector organisations are confronted by immediate,
high-stake situations. Successful crisis management relies on trusted
communications, agile and adaptive decision-making, joined-up working
and smart resource utilisation. During the Covid-19 pandemic, virtually all
organisations were forced to digitally-enable (although not necessarily
digitally transform) their operations, so they could develop new ways of
connecting, supporting and working with staff, customers, stakeholders and
supply chains.

Operational
		 Resilience & Agility
Informed Solutions is a leading independent provider
of digital transformation, technology, data analytics
and systems integration services. It creates economic
and social value by helping to build a more inclusive,
fair, and safe society through the ethical use of
technology and data and investing in digital skills.

The scale and impact of this pandemic has sharply focused organisations
on the need to use digital technology and data as key enablers to
operational agility, adaptability and resilience.
The pandemic and resulting global crisis demonstrated to Main Boards
that their organisations were not as adaptive and resilient as they
needed to be, forcing them to accelerate their pre-pandemic Digital
Transformation plans by a factor of between 6 and 10 (Forbes, November
2020). Organisations that succeed in digitally transforming, emerge with
lasting benefits that make them more resilient, agile, adaptive and high
performing. Digital Transformation makes organisations ‘smarter’ and
more efficient during normal operations, better prepared to respond and
manage crises, and more effective in benefiting from post-crisis insights
and learnings.
‘On Resilience’ contains excellent insights from a range of contributors on
how to respond and adapt to crisis. We’ve identified five critical success
factors that have emerged from the report as essential tools for every
organisation to build resilience and lead through a crisis and beyond:
1.
2.
3.
4.
5.

Words by Elizabeth Vega OBE, Group CEO,
Informed Solutions
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Preparedness and Resilience in a Crisis
Smarter Working
Transformational Leadership
Continual Learning and Development
Communications

You can read more about these factors in our ‘Takeaways’ section at
the conclusion of this report. We’re delighted to be collaborating with the
Australia—United Kingdom Chamber of Commerce on this timely report and
we hope that you enjoy ‘On Resilience’.
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Respond

AFAC

RESPOND

RESPOND
The 2019/20 bushfire season was the most devastating in
Australia’s history. As the crisis unfolded across several
states and communities, what were the essential ingredients
needed to co-ordinate an effective response to mitigate the
fire’s spread and damage?

AFAC
AFAC is the facilitator of contemporary fire and emergency
service knowledge and practice for Australia and New
Zealand. AFAC played a critical role in managing and
co-ordinating the resource sharing for emergency response
to Australia’s bushfires including during the devastating
2019/20 season.

In Conversation with Stuart Ellis, CEO & Paul Considine, Director
(Resource Management), National Council for Fire and Emergency
Services across Australia and New Zealand (known as AFAC)
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Planning and communication are two key ingredients to managing a
coordinated national response to any major emergency. Planning — because
there was a temptation to become focused on the crisis of the moment when
this emergency evolved into a campaign event and lasted for six months.
Communication — so that the people involved — both those seeking advice
and assistance and those offering
it — had a common understanding of
Overall, four concepts came together:
what was needed and how long it was
going to be needed for. As an industry,
planning, communication and
we had been developing our planning
preparation, all operating within
and communication capability for many
trusted networks.
years, setting up national structures
and procedures for implementation
in circumstances such as these. These
preparations were a result of learning from previous emergency events
that were reliant on planning, communications and trusted networks. AFAC
generates the trusted networks across fire and emergency services. So overall
four concepts came together: planning, communication and preparation, all
operating within trusted networks.

What were the challenges for responders and controllers
in accessing real-time, accurate information and data?
What technologies and processes are needed to ensure
responders have the best information possible?
Accessing and presenting real-time, accurate information and data has
become as important as the physical response to the emergency, both
on-ground and in-air. Accurate information and data guides the on-ground
and in-air response, but it is also its own deliverable, to provide timely and
accurate advice to other decision makers in government and industry as well
as to the public. In today’s world there are multiple sources of information,
both formal and informal. Technology using high-altitude line scanning and
aircraft-mounted forward-looking infra-red (FLIR) cameras provide near real
time data and imagery. Remotely Piloted Aerial Systems (RPAS) are becoming
increasingly viable to gather information. Satellite monitoring is valuable
although there is generally a delay in receiving the information. Computer
programs that simulate and predict fire spread, which are run concurrently
hundreds of times, are vital for fire authorities and were used extensively
over the 2019-20 fire season. These draw on data such as topography,
vegetation, land use, infrastructure, weather and human geography to provide
reliable predictions which determine resource allocation and evacuation
considerations.
ON RESILIENCE
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RESPOND

RESPOND

An event like these bushfires requires a co-ordinated response
from multiple partners. What are the key principles in
encouraging effective co-operation between groups during
crisis?
Having a clear understanding across agencies of the Commander’s intent, is
critical for multi-agency operations. Beyond ‘protecting life, property and the
environment’, what are the specific outcomes we are seeking for each major
incident? That joint understanding ensures multiple efforts are focussed on
achieving common goals.
Developing and maintaining
Developing and maintaining trust and confidence
trust and confidence across
agencies is equally important. across agencies is equally important. This is
This is difficult to establish at
difficult to establish at the time of the emergency
the time of the emergency
and needs to develop over time.
and needs to develop over
time beforehand. Multiple
agencies working together
and sharing information, even when that might lead them to disclose limitations in
capability or capacity regarding operational, personnel and financial functions, is
a good test of effective multi-operational cooperation. There is enormous goodwill
across countries including Australia, New Zealand, USA and Canada, as well
as around the world, to help each other out in times of crisis. Building long term
relationships ensures these opportunities are realised.

Unfortunately, these extreme weather events are likely to
become more common in Australia and internationally. What
lessons can we take from the 2019/20 bushfires to increase
future resilience?
At a global scale, taking actions to slow the changing climate will, over time,
lesson the likelihood and impact of these increasing natural disasters. In the
shorter term, coordinating our response effort across Australia and indeed the
world, (as we drew on New Zealand, United States and Canadian assistance),
generates a global resilience in emergency response. We need to invest in
our fire and emergency volunteers and career staff, who were extraordinary
responders over last year’s fire season.
Community resilience is equally important. That involves people understanding the
risks they face, such as living in a fire-prone environment and taking steps such as
building design, management of vegetation around their properties and planning
to leave early if fire threatens, which will keep them and their families safe.
Everyone being better informed and prepared helps us plan for and cope when
natural disasters occur. Personal resilience is built on awareness and information
and during emergencies, making informed decisions based on the best available
information.
10
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BHP

RESPOND

RESPOND
BHP maintains global supply chains with people and
operations across the globe. As the COVID-19 crisis
began to unfold in China in early 2021, what were the
first steps that BHP took to address the resulting
disruptions and secure its supply chains?
The COVID-19 outbreak has created health, operational and logistical
challenges on an unprecedented scale. BHP relies on more than 10,000
businesses from 60 countries for the goods and services needed to extract
and deliver commodities to our customers around the globe.
Our global supply chain adapted quickly to the outbreak. At the outset, we
prioritised filling any critical gaps in health and hygiene supplies, securing
critical materials, tackling logistical challenges around work travel, while
collectively enforcing strict social distancing across operations.

BHP
BHP is a leading global resources company extracting
and processing minerals, oil, and gas for worldwide
consumption with global headquarters in Melbourne.

It was crucial to our business that our supply partners also remained
operational through the outbreak, which is why we implemented several
measures to help reduce their economic burden. In Australia, we
immediately paid all outstanding invoices; reduced payment terms from
30 days to seven days for small, local and Indigenous company suppliers;
recruited for 1,500 new temporary roles; and established an AU $50
million Vital Resources Fund to help regional Australian communities in
BHP’s areas of operation.
Our suppliers have supported us
when we needed them most, and
now it is our responsibility to support
them.

It was crucial to our business that our supply
partners also remained operational through the
outbreak, which is why we implemented several
measures to help reduce their economic burden.

What lessons did BHP learn
from the first stages of the crisis that it was able to apply
to other geographies as the pandemic spread?

In Conversation with Vandita Pant,
Chief Commercial Officer, BHP
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We have strong frameworks in place designed to help us respond in
the event of various crises. These are constantly stress-tested through
simulations. Our COVID-19 response involved trained emergency
management teams at our operations that linked in with our Executive
Crisis Management Team who then reported through to our Board and
Sustainability Committee. These teams were stood up early and often so
everyone was receiving a regular cadence of information.

ON RESILIENCE
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RESPOND

RESPOND
Decision-making was delegated locally, but any action was then shared
globally. This allowed greater collaboration and the sharing of best practice,
whether it be the best approach to testing, to implementing social distancing,
or to new roster arrangements.

Decision-making was delegated locally, but any
action was then shared globally. This allowed
greater collaboration and the sharing of best
practice, whether it be the best approach to
testing, to implementing social distancing, or to
new roster arrangements.

The Technology team also developed a BHP contact-tracing app, helping
our Health, Safety and Environment teams to trace those who had come into
close contact with a COVID-19 positive member of our workforce.

What lessons have you learned from this crisis,
and how does this inform the resilience of BHP’s
operations in the event of future crises?
We are not at the end of the pandemic by any means, disruption
will continue at different levels in different regions for some time. But
one of the major lessons learnt is a renewed focus on mental health
and wellbeing. Social distancing may be unavoidable, but we can’t
let our people distance themselves from having a sense of team and
belonging. There is increasing consensus among health professionals
that taking care of our mental health is just as important as our physical
health, both at work and at home.
From a supply chain perspective — which I am responsible for as Chief
Commercial Officer — we are working on strengthening them through
innovation. The COVID-19 outbreak has highlighted the need for a
digital revolution in the bulk commodity industry. As an example, we
are collaborating with major industry participants to trial block chain
technology in the iron ore transaction process. The technology promises
to boost efficiency and productivity, improve security and transparency,
as well as build resilience across our supply chains.

What were the key behaviours, both internally and
externally exercised, that enabled BHP’s crisis response?
We knew we would have to be dynamic, and work in partnership with others.
Our priorities were to keep our people and communities safe; to look for
ways to support those who rely on us to cope with the crisis; and to keep our
operations running reliably.
The pandemic curtailed physical contact with people, communities and
operations. We listened, showed up, and empowered leaders on the ground
to stay connected to their teams and understand everyone’s needs. We
repeated a clear and consistent message to
prioritise the physical and mental health of
every employee and their families.

We are also using data analytics to assess the health of our supply
chain at multiple levels. This allows us to pre-empt further disruptions by
building contingency plans for several scenarios.
At a broader level, we’ve also been able to demonstrate what our
industry is capable of. It has been remarkable to see the way we were
able to mobilise quickly to safeguard the health of our workforces, to
support communities and our business partners and to keep the bulk of
our operations running. Our ability to keep operating and generating
employment, taxes, royalties and dividends in a time of crisis has been
a positive differentiator.

Our ability to keep things going was made
possible because we worked in partnership
with different communities: Traditional
Owners, governments, and business partners.
In turn, we supported them through ongoing
employment, economic activity and US $75
million in community support globally. The
kind of global collaboration required to
overcome and recover from COVID-19 will
also be required to tackle other challenges
facing the world.

The COVID-19 outbreak has
highlighted the need for a
digital revolution in the bulk
commodity industry.

It will be important to
maintain this momentum as
the world seeks to ‘build back
better’ and use our resources
to pursue sustainable and
equitable economic growth.

Source: BHP

We also learnt important lessons
about leveraging technology to our
advantage. Our Technology team
supported our response to COVID-19,
aiding all Incident Management
teams and Emergency Management
teams globally and rapidly enabling
16,000 people to work remotely while
ensuring the stability and security of
enterprise and operations systems.

People right across BHP rallied in line with our purpose and values. They
have shown extraordinary resilience and commitment along the way.
A remarkable, and yet not untypical, example was that around 1,000
people opted to move interstate in one weekend to keep our operations
running.

Source: BHP
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Qantas

RESPOND

RESPOND
When the pandemic first hit, what were the elements
that Qantas needed in place to develop a response
strategy?

Qantas is the third oldest airline in the world and Australia’s
largest airline by fleet size and international destinations.
Over the last year, like the rest of the travel industry, Qantas
has been impacted by the outbreak of Covid-19 and has had
to respond quickly to the changes.

In Conversation with Anna Pritchard, Executive Manager,
Government, Industry and Competition, Qantas
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The Qantas Group entered this crisis in better shape than most. But it
has still hit us very hard and the impact will be felt for a long time. It was
clear from the outset that we needed to take a short and long term view
of the pandemic — short term to deal with the immediate operational and
commercial threats, long term to put it in perspective and establish a path
to recovery.
To position ourselves for several years where revenues will be much lower,
we acted swiftly to hibernate the business, cut costs, and preserve liquidity.
In June 2020 we announced a three-year plan to guide our recovery
with three immediate actions to safeguard Qantas’ future and the jobs it
supports:
— right sizing our workforce,
fleet and capital spending
for a world that has less
flying for an extended
period;
— restructuring to deliver
ongoing savings across the
group’s operations in; and
— recapitalising through an
equity raise and increased
borrowing that strengthened
our balance sheet.

Source: Qantas

Qantas

Perhaps more than any industry, aviation is used to sudden, external
shocks. When COVID-19 emerged, Qantas had the benefit of an
established and tested leadership team, a well-developed crisis
management system and a playbook for pandemics that was shaped by
what we learnt from SARS. But we’ve never experienced anything like this
before. What we thought would take months to happen was taking weeks
if not days. Efforts to contain
COVID — which we all agree
It was clear from the outset that we needed to take
are so important — devastated
travel demand almost overnight. a short and long term view of the pandemic — short
Airline revenues collapsed.
term to deal with the immediate operational and
Entire fleets were grounded. And commercial threats, long term to put it in perspective
the world’s biggest carriers took
and establish a path to recovery.
extreme action just to survive.
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RESPOND

RESPOND

In a rapidly evolving situation, how did you stay abreast
of real time information and collect/co-ordinate data
to inform your response?

How important was outward communication and co-operation
with external partners in the early stages of the crisis?
Some of the first signs of the pandemic’s tightening grip were the border closures
that had an immediate effect on our business and disrupted passengers around
the world. We needed to communicate quickly and clearly to our customers, staff,
suppliers, shareholders and key stakeholders in government, the business and
wider community about our plans for them and the business going forward. That
dialogue has continued throughout the pandemic. Industry bodies have come into
their own as advocacy channels and as forums to share emerging challenges
and insights. We continue to work closely with Federal and State Governments on
short- and longer-term issues emerging from the crisis — including the settings for
an international restart. I am particularly proud that Qantas and Jetstar sought
the assistance of our partners to help our impacted employees find secondary
employment as flying ceased. One of the highlights of last year was the messages
we received from business leaders across Australia praising the Qantas and
Jetstar people who had joined their organisations.

The crisis escalated quickly, with information flowing rapidly from a
range of sources. At the beginning we thought we were dealing with a
SARS-like situation, but it readily became apparent that that was not the
case and our approach needed to be constantly adjusted as the crisis
evolved.

The Crisis Management Team acts as the central
coordinating body pulling information from across the
organisation. It is empowered to make decisions in
accordance with a consequence assessment framework and escalate
as required to the Crisis Executive comprised of the Group Management
Committee. Business Resilience prepare a Situation Report after each
CMT meeting which reflects the issue at hand and agreed actions.
Centrally filed, this document is emailed to CMT representatives for
cascade to their teams as necessary. Our document tracking border
changes is now up to its 178th iteration.

How did you manage on-going communications with staff,
customers and communities about your evolving response?

Source: Qantas

Our Crisis Management Team, comprised of subject
matter experts across the business and led by the
Business Resilience function, was immediately activated
and met frequently, sometimes multiple times a day, to
discuss emerging operational and other issues. We are
fortunate to have a specialist medical team feeding into
the Australian Health Protection Practitioners Committee
and government to understand and support the health
response to the pandemic and report back to the wider
business. This expertise is supported by a team dedicated
to engaging with government and key industry bodies
to inform policy measures and settings. Operational and
commercial teams have had to work very differently
and in real time — compressing rostering processes,
implementing capacity optimisations and adjusting flights
to match changing demand within hours of the state and
territory border announcements that have characterised
the pandemic in Australia.

The pandemic has taken a significant toll on our workforce and their
professionalism and resilience in the face of extraordinary upheaval and
uncertainty has been remarkable. Communication with staff through formal
and informal channels was and remains critical — especially with so many staff
working remotely or stood down. Qantas’ Group Management Committee held
a weekly Virtual Town Hall to which staff were able to submit questions and of
which recordings and transcripts were available. There was a weekly ‘Staying
Connected’ email to all staff which canvassed key recent developments to keep
staff in touch.
Looking after and communicating with customers remains key, with a focus
on creating COVID-safe environments, high levels of flexibility and rewarding
customers for their ongoing loyalty, even in the face of limited opportunities for
flying. To whet the appetite for flying, in October 2020 we operated a ‘Flight to
Nowhere’ which sold out in minutes, as did seats on our farewell 747 flights. The
response to these opportunities shows us how much our customers want to remain
connected and are looking forward to taking to the sky again.
Our commitment to the Australian community is unchanged. With the support
of the Australian Government, we’ve kept the country connected by flying key
domestic, regional and freight routes.
We are deeply proud to have operated over 100 repatriation flights since the
beginning of the pandemic, bringing Australians home from all over the world.

18
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RESPOND

RESPOND

How did you manage on-going communications with
staff, customers and communities about your evolving
response?
Qantas was founded in turbulent times — straight after World War
I and another devastating pandemic, the Spanish Flu. Our new
trading environment will involve an industry and competitors that are
structurally different, a worldwide economy recovering from
a deep recession, a customer base with new expectations
and the continued uncertainty of borders.
We know that flying will eventually
return, but the pandemic has
changed the way we operate.
Qantas is a smaller airline.
Demand is unpredictable and
unprecedented. Traditional
booking windows and lead times
have evaporated. We’re having
to test and learn and become
nimbler.

Our new trading environment will involve an
industry and competitors that are structurally
different, a worldwide economy recovering
from a deep recession, a customer base
with new expectations and the continued
uncertainty of borders.

Thankfully, Australia’s public health outcome has been one of the best
in the world. The pandemic has reminded populations worldwide
of the importance of the central coordinating role of government
but it is clear that the patchwork approach to opening and closing
borders adopted by many of the Australian states and territories poses
fundamental challenges to economic recovery and confidence.
Longer term, we think the pandemic will improve the business case
for Project Sunrise, our plan for non-stop services from London and
New York to the east coast of Australia, as customers look to avoid
unnecessary stop overs. We’re looking forward to having our wings
unfurled. None of us will take for granted getting on a plane to connect
with the people and places we love.

20
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Adapt

Reflect: C|T Group

ADAPT

ADAPT
What data points and resources do organisations need to assess the
effectiveness of their response to a crisis?
Any effective crisis response is dependent on correctly assessing the scale and type of the
crisis. For example, is it an operational crisis, a reputational or regulatory one? And what
are the possible consequences: regulatory intervention, a lost deal, a shareholder revolt?
From this, the desired outcome of any crisis management plan can be accurately identified.
While this may seem obvious, too often the objective is ill-defined, such as simply
managing the crisis, maintaining operations or improving an organisation’s reputation. The
specific crisis objectives must be identified and agreed.
Once this has been established the next step becomes understanding who will decide that
outcome, and what matters to them. Through this analysis the data points and resources
needed to assess the effectiveness of a crisis
response can be accurately identified and
Very often, the crisis events themselves
tracked.

REFLECT

C|T Group
With decades of experience running successful campaigns
across Europe, North America, India, the Middle East, Africa
and the Asia Pacific regions, C|T Group is an international
consultancy company focusing on research, campaigns, and
political advice.

are not the actual cause, but a trigger

But it is critical that the data points provide
for audiences to air concerns on other
more than just information. In a crisis, the
unrelated issues.
amount of information balloons. But is it
useful? Data must be used to provide insight
from which action can be taken. This will help
determine the resources necessary to achieve the crisis management objective, ensure
other parts of the business do not become embroiled and distracted, and lead to a
disciplined, impactful crisis management strategy and execution.

How can leaders respond to changing sentiment following a crisis?
Context is critical. For example, our research through COVID-19 has shown an increasing
expectation on business leaders to play their part in the pandemic response and
increasing public support for regulatory and tax intervention on those not seen as playing
their part.
Understanding whether the crisis feeds into a wider salient societal issue is crucial.
Expectations of business leaders can quickly shift particularly given digitisation and the
increasing influence of ESG. Very often, the crisis events themselves are not the actual
cause, but a trigger for audiences to air concerns on other unrelated issues.
But to avoid acting on perceptions of perceptions, understanding what your core
audiences think, why they hold those views, and what values, triggers and messages are
most persuasive to win support becomes paramount.

In Conversation with Sam Lyon,
Managing Director, C|T Group
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This means conducting regular values-based research to truly understand your key
audiences. Because if high-level decisions and a company’s crisis management activity
reflect the company’s values but fail to align with those of key stakeholders, missteps are
inevitable.
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ADAPT
Based on the data you’ve gathered, what are the common
behaviours/traits exhibited by leaders widely perceived to have
responded well to a crisis?
At times of crisis, customers, stakeholders, staff and the public, want clarity. They
want to hear direct from leaders, they want to know the facts and that there is a
clear plan to deal with the crisis, so they can be the judge. In the case of COVID,
this has allowed governments to step in
and participate across the economy and
Through the pandemic, our research has
society more broadly and deeply than
before.
repeatedly shown that the leaders — both

business and political — perceived to be
Through the pandemic, our research has
handling the crisis well, are those who
repeatedly shown that the leaders —
both business and political — perceived
demonstrate competence and decisiveness.
to be handling the crisis well, are those
who demonstrate competence and
decisiveness. These qualities build confidence. But confidence on its own — not
supported by a clear rationale, a clear plan and the required discipline to stick to
that plan — will vanish as soon as any misstep is exposed.
Finally, leaders need to understand how their key audiences are thinking and
feeling. This does not necessarily mean leaders have to show empathy. But they
do have to ensure their communications tap into audience’s emotional drivers. And
this requires regular research to understand how key audiences are thinking and
feeling, as these deeper drivers can shift quickly through a crisis.

What are the essential resources and qualities (e.g. soft
side: communications/behaviours & hard side: data, tech,
infrastructure) organisations need to build resilience against
future crises?
Understanding the practical drivers of a crisis, especially where there is a
reputational element, will enable organisations to respond more effectively and
quickly diagnose the true causes of discontent. As mentioned above, very often
crises are a trigger for raising unrelated issues.
Best practice is to undertake benchmarking research to understand the true drivers
of your organisation’s reputation — both for and against — and design a set of
practical metrics to track against time, alongside relevant salient societal issues.

24
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ADAPT
This will enable any organization to be faster and more sure-footed in any
future crisis. Understanding the deep behavioral values of key audiences,
being able to effectively communicate the organization’s and its leadership’s
core values, so they are clearly understood and acknowledged is key to
success.

How can organisations most effectively communicate their
learnings/data on their crisis response?
Traditional crisis management dictates that a small group of key people are
tasked in a ‘war room’ operation to manage an organisational crisis. This
enables quick and effective data collection, decision-making and prevents
contagion to, and distraction in, other parts of the organisation.
However, the coronavirus pandemic has been on such a scale that, in many
cases, the reverse has been true. Most of an organisation’s workforce have
been involved in executing the crisis plan to keep operations going.
The very best organisations have set aside a small group of people to
understand where the organisation needs to be as we come out of the
pandemic and assess what data and resources are needed to be best placed
to take advantage of post-crisis opportunities.
But this presents a wider opportunity. Many employees and departments
will have been part of executing a crisis management plan. There will be
significant learnings which must be harnessed.
Understanding what had impact, what data points provided actionable insight
and thus what research and analysis should be continued as part of a longterm resilience strategy can then be assessed and commissioned.

The very best organisations have set aside a
small group of people to understand where the
organisation needs to be as we come out of the
pandemic and assess what data and resources
are needed to be best placed to take advantage
of post-crisis opportunities.

ON RESILIENCE

25

Reimagine: GenesisCare

ADAPT

ADAPT
How has COVID-19 shifted GenesisCare’s operating
model over the last year?
The last year has been pivotal for GenesisCare in achieving our vision to
provide an end-to-end pathway with rapid access to high quality health
care. During the pandemic we quickly brought forward plans to broaden
diagnostic capabilities to ensure symptomatic patients could continue to
get access when many traditional diagnostic pathways were disrupted.
It is now well documented that during the first UK lockdown, cancer
services were almost completely halted in some areas, yet we continued
to treat patients throughout this time. We had to rapidly implement new
operational procedures to accommodate this and implement COVID-cold
environments. We have always been an innovator, but the sheer pace of
innovation has been the biggest culture challenge and a strength-test of
our operating model.

REIMAGINE

GenesisCare
GenesisCare is the largest provider of cancer care in
Australia and the UK. Along with the rest of the healthcare
sector in 2020, GenesisCare was quick to respond to the
wake of Covid-19.

In Conversation with James McArthur, UK
General Manager, GenesisCare UK
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What opportunities has the pandemic provided for
changing and improving patient care and delivery in the
future?
When the pandemic hit, we had
to quickly work out ways that we
When the pandemic hit, we had to quickly
could continue to deliver patient
work out ways that we could continue to
care. What we didn’t anticipate
was that in doing so we would find
deliver patient care. What we didn’t anticipate
new and better ways of supporting
was that in doing so we would find new and
our patients. An example of this is
better ways of supporting our patients.
our integrative cancer care, which
involves a prescribed 12-week
programme of exercise medicine
for every patient. Normally, this would be delivered in our centre, but we
had to switch to a virtual programme via an app and telephone support.
During the second lockdown we decided to supplement this with virtual
group sessions using teleconferencing. Our feedback from patients was
resoundingly positive to these shared experiences. They felt they were
being supported and receiving treatment, from the comfort and safety
of their own home. At a time when many other people with cancer were
reporting increased loneliness, we knew we’d found something that not
only worked, but that we needed to continue in the long-term. We’re
now building a body of evidence that shows how our integrative care is
improving patient wellbeing as part of an end-to-end care pathway.
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Do you think that COVID-19 and its effects will fundamentally
reshape the healthcare sector and experience? If so, how?
Firstly, specialty care. GenesisCare centres are dedicated to cancer care, so we’ve
been able to isolate and protect at-risk patients, without having to delay treatment.
This ability to keep going, without compromise, in a health crisis is the key to
sustainable healthcare in the future. Oncology, for example, is expected to have
almost a 20% share of the worldwide healthcare market by 2024, (Deloitte 2020) so
the need to provide specialty oncology care will only increase.
Secondly, the hybrid model of care. Lockdown has taught many of us that we can
work from home and it is predicted that this focus on activities and services that
revolve around where we live will continue. In healthcare, we have already seen
an increase in use of telemedicine and apps to deliver care, along with the use of
social media and online support. Virtual hospitals are also being trialled to alleviate
pressure on beds, whereby a patient can be discharged to receive ‘inpatient’ care in
their own home. This hybrid model of care will continue as we build our care around
the patient demands for safe, accessible care that is in tune with their lifestyle.

What resources and technologies are needed to create greater
resilience in the healthcare sector, particularly in the event of a
future crisis?
The UK is facing an estimated backlog of 400,000
suspected or undiagnosed cancer patients (Cancer The role of AI will transform our sector
Research UK) who missed appointments either
through cancellation or reluctance to come forward in the next few years. The applications
for help. This is the tip of the iceberg when it comes for these algorithms are already
to the potential waiting list of patients across all
widespread and allow us to be even
specialties. Our most pressing concern is how the
better at what we’re already doing.
NHS workforce, already exhausted from coping
with coronavirus, is realistically going to meet this.
Employee burn-out is the most immediate challenge in the short term and how this
will impact a sustainable recovery. Of course, the private sector has a vital role to
play and we must continue to step up and deliver. That means continuing to invest in
innovations, such as hypofractionated radiotherapy, that have enabled us to deliver
highly effective care through this crisis.
The role of AI will transform our sector in the next few years. The applications for
these algorithms are already widespread and allow us to be even better at what
we’re already doing. In cancer care, the speed and accuracy of AI-based diagnostics
enables our surgeons and oncologists to confidently plan treatments that improve
outcomes. We’re already seeing how AI can enhance our radiotherapy treatment
planning processes, enabling us to carry out some of the most complex cancer
treatments in the world.
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What cultural and behavioural changes are needed to enable
more resilient healthcare sector?
Of course, we’d all like to think the world will be
ready for the next pandemic! But in the meantime,
We also need to
we need to take a wider look at our healthcare
ensure that the huge systems around the world and ask what has worked?
advances in digital
What hasn’t and what can we do better? The spirit
of collaboration that has resulted in organisations
are accessible to all.
sharing knowledge and resources needs to continue.
In the UK, the NHS and private sector started
working together early on to re-allocate capacity and expertise, with joint decisions,
quickly made, pointing to a more sustainable partnership going forward. In the short
term, all healthcare providers need to be creative and flexible in how we meet the
backlog of cancer patients and break down any unnecessary barriers to accessing
care in the private sector.
We also need to ensure that the huge advances in digital are accessible to all. The
digital tools we needed in healthcare were already here for us and were quickly
rolled out. But cultural change hasn’t caught up. There are still many patients,
particularly in older generations, who are not able or ready to replace conventional
face-to-face consultation with virtual care. Healthcare providers need to be careful to
ensure none of our patients are excluded and patient care is not compromised as we
inevitably move towards this new digital model of care.
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Why is an organisation’s culture important to helping it weather
crisis?
The first thing leaders must focus on during a crisis is the survival of their business.
However, once stress testing scenario plans are complete, an organisation should
quickly shift to the most important thing in a crisis: people and culture.
In difficult times, companies find out what their culture really is. The way people
show up — from leaders to front line employees — is based on the environment the
organisation has created for them. During uncertainty, it’s more critical than ever to
understand what matters to your people to support engagement, productivity, wellbeing and ultimately uphold a workplace
culture that can respond to what the world
It is not only possible — it
is throwing at it.

RESOURCE

CultureAmp
Melbourne headquartered company CultureAmp is a
leading People & Culture Platform helping companies take
action to improve employee engagement, retention and
performance.

is extremely important to
intentionally build upon your
culture during trying times.

It is not only possible — it is extremely
important to intentionally build upon your
culture during trying times. Your culture,
mission, and values are the common
threads that connect all your employees. They will guide and ground you when you
have to make tough decisions and help bring you together as an organization to make
it through trying times.
If you don’t deliver on your culture in a crisis, then your culture meant nothing to start
with. And when you stand successful on the other side, your culture will be why.

What are some of the key team behaviours and habits that
leaders can put in place to build resilience?
Resilience is the capacity to adapt successfully in the presence of risk and adversity
and to bounce back, or forward, from setbacks, trauma, and high stress. Greater levels
of resilience and the ability to cope with change and manage stress and setbacks
have been shown to offer protection against burnout and other mental health and
wellbeing challenges.
Burnout at work occurs when we struggle to manage our levels of stress, when we
don’t have enough energy to overcome work’s challenges or when we feel less
productive and positive towards our work. Consequently, resilience has received real
focus throughout the pandemic.

In Conversation with Didier Elzinga, CEO & Co-founder
& Sally Bruce, COO & CFO, CultureAmp
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Giving employees time and space to recharge is critical for building resilience.
Organisations can help employees by encouraging them to set clear
boundaries around their time and habits. Creating time boundaries in your
calendar for focused work, uninterrupted windows or even a scheduled lunch
break and time to step away from technology can also help.
We also focus on being very thoughtful about how we have set up our internal
operational and meeting cadence to best support our people. Running a
global organization with team members working across time zones also can
create an “always on” work environment. We are very clear about creating
permission and freedom for team members to structure their day and their
meetings to allow them to be present in all aspects of their life.
Organisations should also encourage employees to continue to take rest days
or holiday leave to recharge on a deeper level. It’s important that senior
leadership is seen to model this behaviour, to demonstrate to their teams that
it is okay to take time out, to recharge, and to be ‘unavailable’ when you need
to be.
Particularly when crisis or tragedy hits, we often make ourselves our last
priority. If we continue to put others’ needs ahead of our own, we wear
ourselves down to the point that we either lash out or burnout. A daily selfcare or mindfulness commitment of just 5-10 minutes can greatly improve your
wellbeing, helping to foster positive emotions and provide resilience against
negative experiences.

Remote working presents unique challenges for onboarding
new hires and creating a sense of connection between team
members. What can organisations do to shape team culture
in a virtual workplace, without the option of face-to-face
interaction?
Remote work has forced organisations to reconsider how they engage and
connect their teams. When the migration to remote work occurred in response
to the global pandemic, many organisations reacted swiftly, seeking out new
ways, tools and opportunities for employees to connect with leadership and
with one another.
To shape and nurture culture virtually, organisations should think about the
rituals and behaviours that punctuate the rhythm of working life in normal
conditions and find ways to adhere to them while working across distance (or
during times of crisis). Routine cultural practices bring a sense of normalcy to
the day and provide opportunities to build culture and connection.
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From organising digital ‘aperitivos’ at the end of the week, to drop-in morning
tea or lunch sessions, everyone is responsible for shaping culture, and for how
they show up in this new culture.
Allow your teams to own their emerging culture by showing them how they can
contribute and lead.

How do organisations strengthen employee resilience
and help them manage stress in a highly challenging
environment?
This historic chapter in time will not
only be a test of our resilience — but
our humanity as well. How we choose
to face this period of trauma will set
the behaviour patterns of our future.

Leading people is — and should be — a
deeply human occupation. In the past,
corporations have encouraged us to bring a
version of ourselves to work — but not all
of ourselves. This approach is deeply flawed
and the pandemic has proffered a different
approach to work.

Leading people is — and should be
— a deeply human occupation. In the
past, corporations have encouraged
us to bring a version of ourselves to
work — but not all of ourselves. This
approach is deeply flawed and the
pandemic has proffered a different approach to work. Being yourself, being
vulnerable and listening have become powerful tools in leading and building
resilience. There is strength in understanding and in being understood.

As a people-first leader, it is important to lead with empathy and build trust
with your direct reports. If an employee’s performance has slipped or they’ve
developed a pattern of missing deadlines, approach the conversation as a way
to understand what they’re going through, what could be holding them back,
and how you can help them succeed.
While remote work may have helped us to understand more about our
colleagues — giving us a glimpse into their homes and personal lives like never
before — it’s also added additional strain for many employees.
A key concern for remote workers is the risk of excessive screen time. A small
but significant change we’ve made is to ensure there is time to recharge offline
between meetings. Scheduling meetings for 25 or 55 minutes instead of a half
hour or hour will assist to free up time in a packed schedule of virtual meetings
to rest, stretch and recharge on a micro scale.
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In an environment of prolonged uncertainty and remote
working, how does an organisation enact positive cultural
change to drive strong productivity and business outcomes?
As leaders, we need to think about how we show up in a crisis — for our team,
for each employee, and for ourselves. We need to have our own plan, not
someone else’s. Our role is to absorb fear, to acknowledge for others what is
affecting us, and then to re-orientate people towards what is in our control and
what we can work on in the present moment. In the midst of a crisis, people are
not expecting you to have all the answers. They will want reassurance, but not
false hope. Have the courage to tell them what is really happening, and always
finish with how you are planning to get through the situation — together.
Organisations are in the process of bedding down new ways of working —
whether together or dispersed — that allow us to be effective and to perform
well. Above all, we must remember that we should do this in the most human
and humane way possible, that still allows us to perform. Feeling like you
belong, that you’re important to a company’s success, having opportunities for
career development alongside leadership that motivates are universal drivers
that help us to be satisfied, engaged and productive at work.
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Stuart Ellis, CEO, AFAC

A Note On
		Personal Resilience

Loss of life, whether firefighters or
members of the public, inevitably has
Managing fatigue and stress over an
the greatest impact. Regardless of how
extended, six-month period, both personally
remote you may have been from these
losses, they challenge why fire and
and as a team requires self-discipline,
emergency agencies exist: to reduce
confidence in the people around you and
harm and suffering through protecting life,
property and the environment. Managing reliance on your team.
fatigue and stress over an extended, sixmonth period, both personally and as a team requires self-discipline, confidence in
the people around you and reliance on your team. Emergency managers also need
to be prepared to make decisions under time pressure, without all the information
other managers in business or government would desire. This is part of the art of
emergency management. Finally, Australia is a federation of states and territories.
Each jurisdiction has its own responsibilities for emergency management and AFAC
as a national council needs to support them all and facilitate the best possible
assistance.

Leadership through crisis requires great personal
resilience. We asked some of our leaders to reflect on
the personal challenges they faced in crisis.
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Vandita Pant, Chief Commercial Officer, BHP

PERSONAL

James McArthur, UK General Manager, GenesisCare

There were personal challenges on several levels. Due to BHP’s flexible work policy,
we were able to transition quickly to working from home. While those logistics
were immediately put in place, there were other elements that weighed on me
throughout, including the mental health of our people, how they were managing
work-life balance given
they were also juggling
I had to know when to take a break... It remote schooling or their
is hard to do that when you feel such an own family concerns, and
how we might maintain
enormous responsibility, but you also
dialogue and engagement
have to lead by example.
throughout the uncertainty.

There were some clear
challenges I felt responsible
The role of management has
for, firstly the mental wellbeing
changed, the transactional approach of our teams and the clinicians
of my role must be combined with an we partner with. Over the
past twelve months they have
empathetic one.
continued to provide excellent
care to our patients, as well as
supporting their own families and some also work in NHS roles. All health workers
will bear the burden of this pandemic for a long time to come and employers must
be conscious of that.

Unlike other crises, this pandemic affected people at work and at home. There was
no reprieve, and we knew this was going to require a concerted, company-wide
response to support our people while we stayed operational.

Secondly, the opportunity of working with multiple stakeholders, local, global,
internal, external, competitors, industry bodies and the NHS. The pandemic has
opened up new lines of communication and aligned objectives and goals. We now
need to make these relationships truly effective.

At the same time, I had to manage my own well-being. I had to know when to take
a break, to walk away from my PC and regroup. It is hard to do that when you feel
such an enormous responsibility, but you also have to lead by example. Sometimes
seeing an Out of Office message from your manager is required so you feel you
can also recharge.

38

ON RESILIENCE

Finally, the role of management has changed, the transactional approach of my
role must be combined with an empathetic one. I’ve worked hard to understand
how the pandemic has affected clinical and non-clinical individuals in both in
their personal and their professional life and adapted my approach and support
accordingly. Companies will increasing assess their working practices and their
culture to ensure it meets and supports each team member’s needs and is fit for
purpose.
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Report Takeaways by

TAKEAWAYS

1

Preparedness and Resilience
in a Crisis
Digital infrastructure powers ‘smart’ operations and enables them to
be better prepared and resilient in times of crisis. Digital infrastructure
is comprised of integrated and interoperable data, technology and
cyber-security platforms.
Digital data and analytics tools support crisis preparedness and
operational resilience by improving situational awareness, scenario
modelling, agile decision-making, continual learning and improvement.

Report Takeaways
Building resilience and ensuring agility across your
organisation means investing in key capabilities. Following
on from the insights shared by our contributors, please
see the takeaway five critical success factors for building
resilience below.

Secure digital infrastructure enables systems interoperability and drives
multi-stakeholder collaboration, facilitating the most effective use of
available information and resources; joined-up communications; and
optimised response planning, resource sharing and coordination efforts.
By way of an example that we will all recognise, the Covid-19 pandemic
has forced entire workforces across the globe to work from home,
where previously they were largely office based. This has resulted in
unprecedented disruption and pressure on public services and private
sector businesses. The pandemic
highlighted how vulnerable
organisations, society and people Digital data and analytics tools
support crisis preparedness and
are. This is especially true when
we cannot remain connected
operational resilience by improving
and continue to work or receive
situational awareness, scenario
the services and support that
modelling, agile decision–making,
we need during periods of
crisis and significant disruption.
continual learning and improvement.
Communicating, supporting,
and collaborating with staff,
customers, and supply chains to continue to deliver what is needed,
proved extraordinarily challenging for many organisations. Large, stable,
predictable operating models and a co-located workforce proved to be
ineffective in a crisis, when what we needed was to be agile, adaptive,
resilient organisations with people that could teamwork remotely from
different locations.

Words by Elizabeth Vega OBE, Group CEO,
Informed Solutions
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Smarter Working
When we speak of ‘smart’
organisations that are better
prepared to manage crises and
disruption, we are speaking
of operations underpinned by
interoperable digital technology
and data platforms.

Embedding more advanced
technological innovation into
digital platforms delivers even
‘smarter’ operations.

Embedding more advanced technological innovation into digital
platforms delivers even ‘smarter’ operations. For example, IoT devices,
geo-referencing and location intelligence, drone and earth observation
data, Machine Learning, Artificial Intelligence, Chatbots and blockchain
enable greater automation, operational cost savings and performance
gains.

3

Transformational Leadership
It is increasingly acknowledged that Main Boards need to be actively
involved in shaping their organisations’ Digital Transformation strategy and
outcomes. Digitalisation that transforms a business will frequently impact on
most aspects of the operation, including how it works with staff, customers,
stakeholders and supply chains.
Digital Transformation programmes require decisions that appear
‘technical’ in nature, such as data, technology, and cyber security
requirements.
A Digital Transformation blueprint that delivers ‘smart’, resilient operations,
requires the Main Board to probe and understand how key areas of the
business will be re-imagined and re-designed: including customer care;
delivery channels; product and service development; business continuity
and resilience; supply chain management; leadership development;
capability development and workforce training; and culture change.
Many legacy systems are based on technologies which are desktop-centric,
challenging to extract data from, increasingly difficult to upgrade,
vulnerable to cyber-attacks, and disproportionately costly to maintain.
To create ‘smart’, resilient digital operations, Main Boards need to
accept the need to migrate away from legacy systems; break down
operational silos; commit to transformational business change; learn to
adopt innovative technology and data solutions they may previously have
considered ‘high risk’; and be as willing to invest in people (leadership,
capability, and skills development) as in technology solutions.
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4

Continual Learning and
Development
The Covid-19 crisis has humanised organisations, helping leaders
understand that organisations are enabled by their people and skills,
as much as they are managed through business systems and processes.
The organisation is at its core a collective of colleagues, customers and
partners; each with valuable skills and a diversity of experiences, insights
and capabilities.
When these skills, experiences and insights can be captured and analysed
as digital knowledge, they are incredibly powerful. Institutional knowledge
supports learning and capability development at whole-of-enterprise scale;
improves decision-making and operational outcomes; and drives greater
business performance through continual improvement.
Traditionally, it has been
challenging, time consuming
The Covid-19 crisis has humanised
and costly for organisations to
organisations, helping leaders
maintain and analyse institutional
knowledge, as it frequently relied
understand that organisations are
on capture, recovery and renewal
enabled by their people and skills .
processes managed across
multiple (often legacy and siloed)
data sources. Today, digital technology easily captures data in real-time.
Data unification platforms rapidly search and analyse huge volumes and
diversity of data sets from historical, emergent and real-time, as well
as predictive sources. It has never been easier to build, maintain and
leverage digital knowledge. In times of crisis, quickly harnessing the power
of digital knowledge improves operational preparedness, responsiveness,
and resilience in challenging and highly pressured situations.
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Communications
The importance of timely, regular, clear, and supportive communications
has been cited by many CEOs as central to successful crisis management
(Harvard Business Review, July 2020).
During the early stages of a crisis, information is often unavailable,
incomplete or inconsistent. The impact, disruption and lack of certainty
experienced during a crisis can create high levels of anxiety, confusion and
distrust. In a crisis, more than ever, people need reassurance, transparency,
guidance and support to trust and have confidence in leaders and
organisations.
Clear, timely communications, credible data and ‘smart’ digital operations
instil greater trust in an organisation’s capabilities and demonstrate that it
is well prepared, responsive, and resilient when managing a crisis.
A digital experience platform enables people and communities to stay
connected, helping them to receive the support and services they need.
During times of crisis and disruption, it is especially important to find and
communicate with vulnerable people and communities and respond quickly
to high priority situations. Advanced digital technology and analytics — such
as IoT devices, Machine Learning, Artificial Intelligence and Chatbots —
when integrated into digital
operations, provide real-time
Clear, timely communications, credible
situational awareness, insights
and reporting dashboards
data and ‘smart’ digital operations
that help identify and better
instil greater trust in an organisation’s
serve the needs of the most
capabilities and demonstrate that it is
vulnerable people and
communities.
well prepared, responsive, and resilient

when managing a crisis .

A digital experience platform
enables people to reach
others through social media support groups; collaborate face-to-face
via virtual meetings; find services through on-line channels; and
facilitate community-wide conversations and consultations that improve
decision-making for local people.
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Informed Solutions

AFAC

Elizabeth T Vega OBE is the Group CEO of Informed Solutions. Elizabeth has
over 30 years’ experience working at executive leadership level, heading
& advising on complex change and digital transformation programmes for
globally recognised and respected organisations. Elizabeth holds a variety
of high profile industry representative roles including; Member of the UK
Govt. Cabinet Office Small & Medium Business Panel, Chair of the Culture
& Capability Working Group and Member of the Public Sector Procurement
Innovation Panel, where she champions the creation of a diverse, innovative
and competitive supplier marketplace. A women in tech pioneer, Elizabeth
was the first person to be an elected Director at leading technology trade
associations in both the UK and Australia with techUK, where she was a Main
Board Member for 8 years and serving two terms as National Deputy Chair
of the Australian Information Industry Association (AIIA). In the October 2020
Queen’s Birthday Honours, Elizabeth was awarded the title: Officer of the
Order of the British Empire (OBE) for Services to International Trade and Digital
Transformation.

Stuart Ellis, AM is Chief Executive Officer of the National Council for Fire and
Emergency Services across Australia and New Zealand known as AFAC. Mr Ellis
is an experienced leader in the emergency management industry. Following
a distinguished 22 year career in the Australian Army, he was appointed Chief
Executive Officer/Chief Officer of the South Australian Country Fire Service for
five years. In 2002, Mr Ellis established a consultancy company and has been
involved in over 20 operational reviews, including the Canberra Bushfires, the
Victorian Bushfire Royal Commission and the Christchurch Earthquake. In 2012
he was appointed CEO of AFAC.
Paul is currently Director, National Resource Sharing Centre, at AFAC with
responsibilities across the fields of national capability, resource sharing, and
reviews and inquiries. Paul returned to AFAC in 2016 to work on the National
Resource Sharing Centre, an Australasian initiative for sharing fire and
emergency service resources. He was responsible for the operation of the AFAC
National Resource Sharing Centre over the Black Summer fire season of 201920.

Blaise Hammond, Director, Communications and Engagement at Informed
Solutions. Blaise has over 25 years’ experience designing and delivering
marketing, communications and reputation management programmes for
globally respected technology and healthcare organisations operating in both
public and private sector markets. Previously Managing Director and EVP at
one of the world’s fastest growing independent media and communications
consultancies before joining techUK as Chief Marketing Officer in 2014 where
he led a major restructure and rebrand of the UK’s leading technology
industry representative body. He joined Informed Solutions as Director of
Communications and Engagement in August 2019.
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Qantas
Anna heads the Qantas teams responsible for government, regulatory and
wider industry engagement. In her 10 years at Qantas she has held senior
positions in the Legal, Corporate Governance and Commercial teams. Prior
to returning to Australia in March 2020, she was based in London as Qantas’
Regional General Manager for the UK, Europe, Middle East, India and Africa.
Prior to joining Qantas, Anna worked at in private legal practice at Allens.
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BHP
Vandita was appointed Chief Commercial Officer of BHP in July 2019 based in
Singapore. She has global accountability for Sales & Marketing, Procurement,
Maritime and for developing the Company’s view on global commodities
markets and macro trends. Vandita is a member of the company’s Executive
Leadership Team reporting to the CEO.
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CT GROUP

GenesisCare

Sam advises international business leaders, governments and high net-worth
individuals on their most important and complex issues. His expertise spans
campaigns, communications and crisis management. Working with his C|T
Partners’ senior leadership team colleagues, Sam leads and advises on C|T’s
most challenging and demanding campaigns, drawing on his experience
running C|T’s global campaigns and his previous roles as Director of
Communications for Boris Johnson and in journalism.

Since joining GenesisCare in January 2016, James McArthur has worked
across the Australian, UK and Spanish businesses most recently as UK General
Manager. James encourages himself and the team to influence and change
outcome for cancer patients, be that quality of service, accessibility to leading
edge treatments or the speed at which services are provided to patients
throughout the UK.
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CultureAmp
Didier Elzinga is the CEO and co-founder of Culture Amp — the leading
employee experience platform. Before starting Culture Amp, Didier was the
CEO of Rising Sun Pictures where he oversaw the production of visual effects for
popular films such as Lord of the Rings and The Last Samurai. Today, Didier is
committed to making the world of work better or all, and to providing innovative
product solutions and ideas to Culture Amp’s diverse client base of over 3,000
companies
Sally Bruce is the COO & CFO of Culture Amp, the world’s leading employee
experience platform, with over 3,000 customers in 47 countries around the
world. Sally has worked for more than 25 years as a senior executive at global
organizations. Prior to joining Culture Amp, Sally was the Chief Executive Officer
of AMP Bank. Previously, she was the Chief Financial Officer Business and
Personal Banking at National Australia Bank and prior to that held a number of
senior leadership roles at Macquarie Group.
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Australia—United Kingdom
Chamber of Commerce
Catherine Woo joined the Chamber as CEO in 2016 and is a trusted adviser
to business, government and other stakeholders on bilateral exchange, market
access and opportunity. As CEO, Catherine leads the Chamber’s strategy and
operations ensuring its ongoing commercial focus, thought leadership and
influence in advocating for members on bilateral trade and policy issues.
The Australia-UK Chamber of Commerce is the UK’s primary business network
and membership body connecting organisations with trade and commercial
interests in both Australia and the United Kingdom. Working at the intersection
of government and industry, we connect our members to thought leadership,
opportunities and decision-makers across the bilateral relationship. For more
information, visit here.

Editorial Team:
Catherine Woo, CEO
Louise Crawley, Marketing & Membership Services Administrator

This report was designed by, and produced
in partnership with, Insignis
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