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As the COVID-19 pandemic continues to 
spread, the GCC governments, public and 
private sector organizations are taking 
precautionary measures to ensure the 
safety and wellbeing of their citizens, 
residents and employees, whilst at the 
same time trying as much as possible to 
reduce the disrupting impact on their 
services and operations.  

We are living in unprecedented times 
where flexible working hours, working 
remotely, communicating virtually, and 
distance learning are not elective “nice-to-
have” options anymore, but rather realities 
that we are all adapting to. The COVID-19 
crisis emerged rapidly and is testing 
organizations’ “crisis management” as well 
as other “leadership and organizational” 
capabilities that will define our business 
era on two spectrums: before and after 
COVID-19. 

This is the time for organizations to 
demonstrate being a “Social Enterprise1” 
and being a good citizen, by listening 
carefully to the external as well as the 

internal environment that an organization 
influences and is influenced by. There 
are numerous instances that prove this 
example of resilience in the GCC on 
frequent occasions:

A telecom provider doubling the internet 
speed at no additional cost for schools and 
universities across the country to ensure 
seamless and uninterrupted connectivity.

Providing free mobile internet for families 
without home WiFi to help students’ 
distance learning. 

Establishing a fund to cover up to 
three months’ rent relief for one of a 
conglomerate’s eligible tenants in an effort 
to facilitate the recovery of its customer’s 
businesses.

Donating hospital beds, ambulances  
and medical equipment. 

Amid COVID-19, more organizations will 
emerge with a more defined purpose to 
promote, encourage, and effect social 
change and face increasing levels of  
business and financial challenges with 
resilienc. To achieve this, effective crises 
leadership is required.

We noticed that during a crisis, 
organizations leave ‘business as usual’ 
behind and enter a different mode 
of governance and operations, to get 
decisions made, implemented and 
communicated quickly. Usual ways of 
working are adapted, processes simplified, 
and authorities delegated. 

Ideally, crisis management starts long 
before a crisis hits.It should be an integral 
part of an organization’s wider resilience 
measures and not simply something to 
be deployed when all other options fail. 
Nonetheless in the absence of proper 
“Crisis Management,” there is a higher 
need for unprecedented levels of cross-
functional connectivity and collaboration 
from the C-suite and leaders across the 
organization to respond. In such critical 
situations, organizations will not have 
time to train or hire “Crisis leaders” but 
“Crisis Leaders” will naturally emerge 
demonstrating the following behaviors:
•  Cut through the noise and confusion a 

crisis brings and calmly take control by 
focusing on understanding the holistic 
crisis impact on employees, customers, 
operations, financials, investors, 
stakeholders, markets, sectors, etc. 

•  Show compassion and empathy by 
sincerely understanding what employees 
and customers are facing and putting 
their interest first

We have noticed 
that during a crisis, 
organizations leave 
‘business as usual’ behind, 
and enter a different 
mode of governance 
and operations, to 
get decisions made, 
implemented and 
communicated quickly. 
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•  Show confidence and act decisively 
but collaboratively with other leaders to 
ensure leadership clarity and stabilize the 
organization to meet the crisis at hand 

•  Act fast and take courageous decisions 
despite the ambiguity and the absence of 
perfect information 

•  Manage their own frustration and 
repress their ineffective behaviors

•  Evaluate and select trade-offs 
•  Put personal egos aside and learn 

from others by watching and observing 
other leaders responding to crises

•  Communicate to keep internal and 
external stakeholders well informed 
during critical times. Communicate with 
empathy, transparency, spreading hope 
and reducing panic.

During a crisis, leaders will focus on 
stabilizing organizations to meet the 
crisis at hand and will rely on others to 
help them in this mission; there is no 
time to manage resistance and disruptive 
behaviors. Agility, fast adaptation, personal 
responsibility and accountability are 
expected from all.  

Many organizations do not practice and do 
not have policies around “Remote Working” 
yet found themselves forced to manage 
thousands of employees working virtually 
amid partial or complete lockdowns of 
cities and counties. The “Future of Work” 
has often being talked about recently and 
today organizations are embracing new 
ways to operate away from their premises, 
desks, meeting rooms and face-to-face 
meetings. Many do not believe that 
working remotely can be efficient, whereas 
organizations can maintain effective 
business operations virtually by:
•  Expanding virtual work capabilities 

using available tools that support 

collaboration and productivity such as 
Skype for business, Microsoft teams, 
Zoom, etc.,

•  Assigning clear objectives and 
responsibilities to individuals, teams, 
and leadership to help ensure success,

•  Regularly reviewing performance 
with team leaders and line managers, 
using outcomes, quality and efficiency 
to measure performance rather than 
number of working hours,

•  Ensuring open and consistent 
communication across all team 
members, to discuss pain points, what is 
going well and what to build further on 
while working remotely, and

•  Closely monitoring mental health 
and project satisfaction as remote work 
becomes more prevalent

The COVID-19 crisis may have helped 
organizations:
•  Determine positions that are critical for 

the continuity of the business operations,
•  Invest in the right technology to facilitate 

virtual work,
•  Invest more in the “Future of work”, 
•  Design a “crisis management” strategy 

and plan, and
•  Invest more in AI, robotics and machine 

learning  

Resilient leaders believe that every cloud 
has a silver lining and every crisis is an 
opportunity: they will reflect and rearrange 
priorities, they will be responsible towards 
their communities that need them more 
than ever before, they will support and 
empathize with their employees and 
offer assurance and hope. They will take 
charge and do things differently; they 
will accept uncertainty as a new reality 
and work collaboratively to stabilize their 
organizations, and importantly, they will 
note what needs to be changed and where 
they need to invest “after” COVID-19.

by Rania Abu Shukur, Director and 
Jay Bevington, Partner,Human Capital, 
Deloitte Middle East
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The “Future of Work” has often being 
talked about recently and today 
organizations are embracing new ways 
to operate away from their premises, 
desks, meeting rooms and face-to-face 
meetings.
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