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As businesses return to “normal” a strong and
clear communications strateqgy is vital for their

future success

to talk

OWVID-19 has impacted
business in unprecedented
wiays, and staff and customers

are understandably nervous
about their return to the
“neww normal”.

In additian, dedslons annourced In haste by
top brands such & Sports Direct, Wingin
Atlantic, Travelodge and Wetharspoors hawve
been a disaster In terms of reputation ard
astomer koyaly Others, smal and large,
discovered too late that they dd not have a
robust o even any semblance of an effective
Crds Communicatkons Flan. They stuggled to
communicate quickly, dearty and effectively
with stakeholdars and the media, resulting in
misunderstandings, a soclal media backlash
and a breakedown of trust.

The pardemic has abo revealed majar
shorifalks in the way organkatiors
communicate. Howeser, it has alowed them
1o experiment with different ways of keeping
conrected even when staff are furloughed or
remizte-wornking and business cannot operate
&5 normal.

Staying connected

Desplie the gloom, getting to grips with
Teams, Zoom, HouseParty and other video
platfoms has provided much-needed humour
and new ways of keeping evenyone on board
and up to date an how things are and wil
change. There has bean a massive shift in
mirds=t and staff are appreciating a rew leval
aof engagement and emphasks on community
and collaboration. Retum-to-+work planning
needs to consider this shift towards mome
digital engagement — particularty as more
employees will opt 1o continue to work
remotely. Equally, posters, emalls, intranet,
soctal media, FAQs and the latest officlal
advice pertaning to your sector are Al part of
the comms mix.
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What needs to be sald

It's good to talk — and transparency,
reassurance and authenticiy are key to any
successful communication regandless of
whether or not there 15 a crisis. Think about
what ¥ 00U would want to know ard respond
1o those concerma Inadvance by dearly and
simply explainirg what safeguards and
preseritative messwres wil be In plece and
i they will work with regards 1o fears over
Job seaurity, travelling towak, monitoring,
goss-infection and vsttors.

wesakly briefings should Indude a message
from the CEQ andfor other senikor mansgers —
and don't forget to allowr for two-way
corversations. Employees will appredate thelr
boszes whiblity ard responses, and some of
the best Ideas for recovery will origirate from
staff whia also have a vested Interest In thelr
organisation's suocess,

Getting the tone right Is more difficu bt

Empathy and approachability are replacing
miore formal and corporate styles of

messaging. Some organisations wil have to
miowe quickly 1o develop and achleve a
successful balamce. Mo one llees rules, but
Fuumicur, dartty ard facts about why and how
things are being done wil go a long way to
oeate aoceptance, communiy and enhanced
teammork aooss the board.

There should alsy be space for people to
express thelr fears and how they are coping,
ard a mechanism for quidk, sympathetic and

practical resporses.

Al this nesds to b dearly spaled out publicly
on your website to provide reassurance that
evanything possible Is being done to ersure
safety and welfare when back In the
workplace.

www. Clysecurifymagazing.com

Mew skl needead

such change mears new commiunication and
IT kils @re needed, particulady for senlor staff
who nesd to demonstrate leadership through
appropriate commurication —whether verbal
or non-verbal. Traning In body language and
presentation skills, as well as the abiity to
explain things sucdnctly, appropritely and In a
wary that will resonate with staff ard other
stakeholdears 5 essential.

They may abo need halp Inwoking out which
communication platforms sut them best, and
o o Improve with the ones they are not
comfortable with, such as video. They don't
have to be media superstars; thought
leadership s effective when belrg human ard
real. Practice In a safe learming envronment
will be of huge berefit to them, thelr
colleagues and the wider angankation.

sraff will also gain persoraly and
professionally from learning bow 1o
communicate confidently through key
messaging, presantations and written
communications.

Crisls communlcations strategy

If wou don't have one — start creating one
reowl It should be a key part of amy Business
Continutty Plan. i you do have one, what have
youl learmed through this pandemic? 1t wil no
doubt need adusting, and any future CCS
risads to be adaptable to be able to cope with
the Inevitable business Interuptions causad by
cancellatiors, possble |ob losses, further
COMID-19 cutbreaks and even death.

What wil you say, and how will you describe
thedr poterdial Impact on serioes and
operations, supply chairs ard financas?

Whilst soda media can be a fantastic way of
getting messages out, It s also the fastest way
to bose your reputation. Monkoring what Is
sad abourt your arganisation, along with
robust procedures to enable you to respond
quickly to any negative and incomed posts,
essantlal to stop the chatter developing a e
of itz own, gathenng fraction and landing you
In the centre of 2 medla storm that wil be wery
difficult 1o get cut of. Again, digtal media
polides nesd 1o be booked at and adjusted

as needed.

Mo are realy krnows what the nest year holds,
but strong proactie rather than reac ve
communications wil help resssure and build
up confidence that all stakehcldars' welare
ared safety are at the heart of an organisation's
ethas This in turn will belp to secure future
suncess ard even sundva Inthe “new
riormial”.
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