
COVID-19
Workforce Response and People Command Centre



People Command Centre | PCCDeloitte Consulting Pty Ltd © 2

The outbreak of COVID-19 requires agile workforce responses that cannot be addressed with 
traditional approaches 

The Situation

Thousands of people globally have been 

affected by the virus and that number is 

growing daily. The impact on organisations 

and their workforces is unprecedented. 

Implications for your workforce

As organisations are rapidly refocusing their work 

around essential services and moving to virtual 

environments, co-ordinated and consistent workforce 

responses are essential.

Accelerating your response

The People Command Centre provides a central point 

for leaders to make workforce decisions and manage 

co-ordinated, consistent responses in real-time across 

their organisation. 

Originating from Wuhan, Hubei Province 

China in December 2019, the virus 

presents as flu-like symptoms but in 

more severe cases can cause pneumonia 

with severe acute respiratory distress

Many countries are 

imposing national 

lockdowns, with stricter 

travel restrictions being 

applied and the closure of 

non-essential services

Organisations globally have been 

impacted and new choices need 

to be made about business-

critical activities and response 

strategy

Immediate support for your workforce response

• Prioritising work and skills to maintain essential services 
across locations

• Workforce modelling to balance risks, gaps and costs based on 
demand spikes or falls 

• Skills matching – identify those individuals in your workforce 
with skills to deliver the work 

• Workforce transition – redeployment, integration, upskilling, 
job levelling and managing contract/payroll impacts

Building the foundations for recovery 

• Guides for building and enabling cross-functional, virtual teams 
focused on essential or mission-critical work 

• Tools and playbooks for supporting leaders and teams to work 
virtually and transition to new operating structures

• Employee engagement and impact analysis to prioritise and 
shape change and communications activity and maintain a focus 
on ‘humanising’ the response 

• Workforce management process analysis and feedback loops 
to support ‘BAU’ HR activities and medium-term recovery 
planning

Managing fast-changing workforce needs –Evolving technology 

combined with the economic shock on account of the novel 

coronavirus has amplified and accelerated fundamental changes 

to the structure and delivery of work. Leadership alignment on 

mission-critical work and coordinating across silos has never been 

more critical.

Establishing financial resilience in short and long term- It is 
important to balance immediate actions to manage financial 
resilience as well as long term implications when the situation 
stabilises – from thoughtful approaches to cost and performance 
management, as well as maintaining investments in the business 
areas that matter most for future operations.

Maintaining oversight on workforce risk – as the number of 

affected employees increases, those organisations without a 

centralised case management system are managing affected cases 

in silos, limiting the ability to identify trends and understand risk 

and cost exposure. 

Humanising the response - innovative, efficient and coordinated 

responses must still put people at the centre. This requires 

resilient, capable and empathic leaders, clear communication and 

targeted efforts to support and engage employees through this 

crisis.

The need for a central hub for workforce insights, choices and support
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The People Command Centre supports HR and the business to manage talent data, analysis, 
decisions and governance to address immediate gaps in a coordinated, consistent way

Objectives and guiding principles for establishing the People Command Centre 

How can we better manage an appropriate and efficient workforce?

Specifically, how can we determine:

• How do we maintain essential services and which capabilities underpin delivery? 

• How can we use data and insight to proactively deploy and ready capability to where 

it is needed most?  

• How do we identify where capacity and capability exists in our workforce today and 

how we can best optimise the workforce size and shape? 

• How do we manage redeployment, transition and speed up time to performance? 

Focusing questions

How can HR proactively manage this process?

• How can a People Command Centre (PCC) manage and connect leaders and staff 

across the organisation?

• How can HR coordinate, manage, monitor and report on a near real-time basis to 

enable leadership to make the right workforce decisions under evolving business 

circumstances?

• How can HR leverage existing or new technologies to enable the process, manage 

and share knowledge and engage with stakeholders? 

• How can we continuously improve and learn from every interaction and decision?

Guiding principles

• Coordination – Empowering the business to make fast, efficient workforce choices 

while leveraging the cross BU capabilities and resources of the organisation

• People experience – Establishing a sense of calm, empathy and confidence during 

uncertain and changing times

• Optimisation – Prioritising deployment and focus on workforce segments that 

deliver essential work, and managing workforce costs

• Information – Creating a fact base for informed decision making which is founded 

on common data elements and consistent reporting / communication standards

• Decision making – Managing priority issues requiring escalations or a leadership 

decision to be raised at a daily leadership forum

• Communications – Ensuring alignment with public statements and internal actions 

and decisions

• Consistency – Developing answers to common questions to provide standardised 

responses and cascading appropriately – and managing the changes frequently

• Visibility – Providing high frequent updates, reports and insights to provide visibility 

to relevant stakeholders and governance bodies

• Business processes – Increasing the agility of business processes which are 

traditionally designed for longer time horizons e.g., material daily resource changes
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What

• Prioritisation of functional areas and/or 
business units based on an assessment 
of business continuity/criticality

• Identification of critical capabilities to 
support essential services

• Agreement on location for service 
delivery 

• Ongoing refresh of criticality rating 
based on rapidly changing operating 
environment

• High level snapshot of current and 
required capabilities across the 
organisation, BU or team 

• Agreed priority capabilities and 
workforce segments validated by the 
business 

• Analysis of demand and supply gaps 
and risks for priority workforce 
segments

• Analysis and comparison of job 
descriptions, HR/O*Net data and 
required skills for priority workforce 
segments/roles

• Iteration between analytical tools 
and ‘human’ insight to make ‘first 
pass’ on suitability

• Recommendations from recruitment 
on ‘% fit’

• Recruitment assessment:

• Ready: move to ‘Onboard’

• Not ready: train before or on-the-
job

• Not appropriate: exit process

• BU to provide on-boarding 

• BU to provide training on specific 
technical gaps

• Contract/payroll and IR impact 
management 

• Manager to actively track supply and 
demand of resources and share with 
planning team

• Manager to identify and monitor staff 
risks/issues/concerns

Why

• Agreeing essential business activities 
and people capabilities to prioritise in 
the delivery of work

• Providing a single source of truth for 
organisation, BU or team level 
workforce data

• Analysis and prioritisation of 
workforce needs and gaps against 
current state

• Strategies to address gaps and risks 
through role matching for individual 
capability and experience

• Ensuring the most appropriate person 
is appointed, their transition is 
seamless and that people have the right 
skills to do the job today

• Assisting people managers and business 
leaders to deliver essential and mission-
critical business activities and support 
their staff in a rapidly changing 
environment

Who

• Business Leaders

• HR/Workforce Planning

• Analytics

• HR/Workforce Planning

• Analytics 

• Workforce Planning

• Talent Acquisition

• Talent Acquisition

• Hiring Managers

• Learning & Development

• People Managers

• Business Leaders

• HR

A increased level of coordination across the enterprise between business leaders, people managers and 
HR functions will support increased workforce responsiveness to mission-critical business activities 

Prioritisation Matching 
Hiring, Onboarding & 

Training

Ongoing Resource 

Management

Communications and change management – consistent and confident ongoing narrative; targeted employee support; flagging of issues.

Leadership – identifying and deploying resilient leaders with skills to manage virtual teams

Analysis 

Reporting & Analytics – ongoing data refresh; analysis based on changing business needs; monitoring and reporting

Workforce Optimisation Workforce Management

Elements of the People Command Centre
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A. Work prioritisation B. Workforce optimisation

C. Skills matching D. Workforce transition 

• Strategy support and guiding principles to re-

prioritise work around essential services and 

decide how it can be delivered

• Identification of critical capabilities to support 

work delivery

• Risk analysis insights from Noggin which show 

real-time COVID-19 impacts for your 

organisation and tracking and case 

management for individual employees as input 

to choices 

• Using workforce modelling techniques, the 

People Command Centre will analyse 

workforce supply, demand and cost based on 

different business scenarios

• This will enable preparation for efficient re-

deployment of staff as the nature of work 

changes

• Align displaced workers to training 

ecosystems accelerating skills uplift, mapped 

to in demand industry sectors.

• Using machine-learning Deloitte accelerators 

(‘Hexis’) grounded in large job databases, we 

will help you rapidly assess and visualise 

comparability of skills for specific roles.

• Insights into who can perform mission critical 

work as organisational priorities shift, and 

improve deployment success 

• Effectively supporting the transition of 

employees to the new normal will be 

fundamental to success

• Workforce transition will enable 

redeployment, integration and upskilling 

while also coordinating job levelling and 

contract/payroll impacts

• Ongoing collection of deployment outcomes 

data on individuals will be used to inform 

future models

Example outputs and Deloitte accelerators

Respond: The People Command Centre will provide immediate support for near-term workforce management 

during the crisis 
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E. Establishing cross-functional task forces for mission-critical work F. Virtual ways of working guides and playbooks

G. Employee engagement pulsing H. Workforce Management Support – existing HR processes 

• With better visibility in place to enable 

mobility, guidelines can be  established to 

enable establishment of cross-functional 

task forces aligned to mission-critical 

work

• This will help ensure you are able to pull 

the right people together to achieve 

tasks, with support for establishing 

collaborative ways of working for newly 

deployed teams.

• Lightweight pulsing of employee 

engagement to understand employee 

sentiment and needs throughout the 

crisis

• How you respond to employee needs will 

shape help determine the success of 

recovery efforts. Regular pulsing and 

targeted action will help enable success.

• Producing and embedding guidelines for 

virtual working success, prioritising 

employee wellbeing and productivity

• Organisations have been embracing the 

future of work and driving successful 

virtual working strategies for years. The 

COVID-19 crisis provides an opportunity 

to set the blueprint for future success. 

• Taking stock of current workforce 

management processes and overhauling 

them to respond to the crisis, with a plan to 

transition to recovery

• Coordinated changes to ‘BAU’ workforce 

management practices across the people 

lifecycle will be necessary to maximise 

workforce potential through COVID-19 

response and recovery.

Example outputs and Deloitte accelerators

Recover: The Centre will also set the foundations for longer-term workforce resilience maintaining productivity 

and enabling a faster and more effective recovery
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Appendix
Unpacking the People Command Centre



People Command Centre | PCCDeloitte Consulting Pty Ltd © 8

Data
Inputs

• Business leader inputs

• Business activity workflows

• Organisational charts

• Capability frameworks

• Consultation with Exec Team to 
prioritise functional areas and/or 
business units with greater workforce 
needs

• Job descriptions, job architectures 

• Deloitte’s existing industry data for job 
families / functions 

• Existing workforce planning forecasts 
and tools (particularly operational front-
line forecasts and rosters)

• Business Leader and HR input

• Register of available staff/candidates

• HRIS extract 

• Job descriptions

• Capability frameworks

• Skills catalogues

• O*Net data

• Consultation with Talent Acquisition & HR

• Job advertisements

• Job applications

• Internal transfer requests

• Employment Contracts

• Training Needs Analysis

• Daily/weekly demand and supply tracking

• Register of risks/performance issues

• Communications between People 
Managers, Business Leaders and HR

PCC 
Outputs

• List of prioritised functional areas 
and/or business units  

• Catalogue of required skills/capabilities 
and workforce segments 

• Forecast workforce demand and supply 
(Headcount/FTE) for priority segments

• Ad-hoc PCC request for staff

• Register of vacant roles and suitable staff 
available for redeployment

• Workforce risk analysis based on capacity 
and capability gaps

• New staff employed and/or existing staff 
redeployed to new areas/roles

• Process for effective and efficient 
deployment of the workforce

Consider-
ations

• Making updates to changing cross-
functional priorities 

• Data availability and validation of 
skills/ capabilities needed to support 
critical business priorities 

• Rapidly changing data requiring 
refreshed analytics and reporting

• Gathering new and changing data 
sources (e.g. absenteeism)

• Degree of fit required for different roles

• Availability of suitably skilled and 
competent currently employed staff and 
candidates in the external labour market

• Additional hiring risks

• Managing high inflow of new and diverse 
resources

• Additional training, or on-the-job training 
taking out material management capacity

• Monitor performance of those with non-
sector background

• Leveraging existing workforce capabilities 
for other parts of the organisation

• communications from inside and outside 
of the organisation raising concerns for 
implications of staff

Regardless of your data quality, we will work with you to transform existing data, apply our frameworks and 
accelerators and support rapid and consistent workforce choices and interventions across the enterprise 

Data inputs and PCC outputs

Prioritisation Matching 
Hiring, Onboarding & 

Training

Ongoing Resource 

Management
Analysis 

Workforce Optimisation Workforce Management
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Note: The intent is not to replicate existing processes (e.g., talent acquisition) rather it will be focused on supporting COVID-19 related workforce management queries and issues
Additionally, there are some tools across the process which could be leveraged – e.g., ServiceNow, Workday – to reinforce scalability and stability for longer term operations 

1. Talent related items are logged 
and reported to the People 
Command Centre (PCC)

2. PCC Team triages item so that it 
can be prioritised appropriately, 
and similar topics are addressed 
in a consistent way 

3. PCC Team monitors ticket status 
to ensure that responses meet 
the desired service level. Service 
levels are based on the nature of 
the item and client (e.g., 
Business Critical / EGM above or 
urgent / People Manager / Staff)

4. PCC Team reporting ensures 
that all people-related matters 
can be understood through a 
consolidated report, available to 
the executives and BU leaders at 
any time

People Command Centre (PCC)

Workforce Mgmt
Enabling Groups

BU Leaders

CV-19 Response 
Community

Executives

Meetings & Forums

HRBP Network

Email

Collaboration Tools

Pulse Checks & eNPS

CV-19 
Taskforce

HR / WFM 
Team

Comms 
Team

Daily 
Clearing 

House
(WFM / HR 

leadership 

team)

Deployment 
Needs

COVID-19 
Questions

Engagement, 
Updates & FAQs

Decisions / 
EscalationsStakeholder groups 

raise items such as: 

• Questions

• Deployment needs

• Training needs

• Risks and issues

• Feedback

COVID-19 
Risks & Issues

Feedback

PCC
The PCC completes: 

• Triage

• Prioritisation

• Categorisation

• Root cause analysis

• Assigning ownership

• Response to originator

Daily report

Insights report
(Bi-Weekly)

Items are raised via: 1

2

4

Ticket owners investigate and 
remediate tickets 

SteerCo

L&D 
Team

Training 
Needs

Ticket Log

Daily 
Huddle

PCC & ticket 

owners 

3 A Daily huddle and 
clearing house 
ensure timely 
response and 
resolution

PCC reports daily on 
tickets, and bi-weekly 

on insights

Hiring 
Needs

The central coordination role of the PCC

Information and governance flows within the People Command Centre deliver end-to-end feedback processes, 

from business need to triage and timely response and resolution

ILLUSTRATIVE



People Command Centre | PCCDeloitte Consulting Pty Ltd © 10

PCC – Scenario Based Models

It is anticipated that several scenario models will need to be understood and planned for in order to ensure 

readiness to execute and provide services

I would love some help 
with this heightened 

workload

I have more people than work. 
I wonder if they can be utilised 

elsewhere

Is there a way I can hire 
some temporary talent?

The below scenario model is one which works through the need to respond to skilled worker requests or redeployment of resources due to reduced workload. 
A PCC “Service Catalogue” would outline the response to key scenarios and drivers within the business context. 

Manage 

Service Tickets
Define Services Catalogue

Prioritise & Allocate PCC effort based on 

analytics of service requests
Execute planned service management steps

• Ticket assigned to the service queue manager to 
engage with the requesting manager to determine 
skills, level and non-technical requirementsTemporary 

Redeployment Service

Data Point 
Standardisation

Data Point 
Matching

Qualitative 
Endorsement

Execute HR 
Transactions

• The Manager will be requesting certain technical and 
non-technical elements to meet their requirements

• Generate a standardised model (i.e. Job Profile, Skills 
Matrix, Comparable Skills, Inferred Ability) 

• Match requirements using direct, indirect or inferred 
data points available from the data standardisation

• Tag/Group workers in to shortlisted categories for 
qualitative measure

• Generate online questionnaire for Managers to 
approve/deny secondary placement suitability

• Execute HCM system transactions to formalise 
secondary placement
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