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CNG’S RESPONSE 
TO COVID-19

SECTION ONE: CHALLENGE
Context 
Coronavirus emerged in late 2019 in China and has since spread to nearly every 
country in the world, affecting people, businesses and economies. 

SECTION TWO: ADDRESSING THE CHALLENGE 
Step 1: Keeping informed and adapting to change 
Keeping abreast with worldly news regarding the outbreak at the beginning of the year, CNG 
treated this as a crisis before it became one, creating a response strategy and ensuring the 
Risk and Review manager was the single point of contact reporting into the Senior Leadership 
Team (SLT) as well as coordinating action across the whole business. 
A committee was formed in early March reporting directly into the CEO, who was the single 
ultimate decision maker. It was crucial from the beginning that it was enforced across the 
business that this was to be a priority activity, and therefore the importance of attending 
these meetings was high.
Every part of the business was represented within this group as, due to the unprecedented 
nature of the crisis, it could not be completely predicted as to what areas of the business 
would be impacted and by how much. 
Brainstorming was undertaken during these daily meetings, utilising each member’s expertise 
from the beginning, to prevent narrow thinking. The role of expert on the science and external 
guidance around Covid-19 was given very early on to the Lead Business Improvements Analyst 
to ensure all resources possible were used to aid with decision making. 
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Step 2: Scenario Planning
Response was structured around a basic 3 level strategy; Prevent, Contain, and Business 
Continuity, each with clear triggers which were worked through in each meeting. 

There were several areas that would require different actions and have varying implications at 
each level of the strategy, which were also discussed and worked through in each meeting. 

Level One: Prevent
Trigger: Immediate actions to be taken

Level Three: Business Continuity
Trigger: Confirmed infection of a staff member, 
potentially leading to a move to remote working

Level Two: Contain
Trigger: Outbreak in the local area (beyond 

isolated cases) or infected individual only one step 
removed from CNG staff (e.g. family member) 
- or escalated response recommended by UK 

Government.

• Office Hygiene: Cleanliness, visitors, sanitising materials. 
• Internal Communications: The utilisation of internal communications 

platforms in educating and informing staff.
• External Communications: Utilisation of external communications 

platforms to inform customers and partners. 
• Disaster Recovery and Business Continuity Plan: Drawing on pre-

prepared continuity and disaster recovery plans.
• People: Sickness reporting, identifying vulnerable people and back to 

work procedures 
• Trading and Finance: Assessment of trading and gas supply risks along 

with assessment of potential financial implications. 
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Decisions Protocols and Plans
As decisions would have to be made quickly, CNG believed it to be extremely important to 
have a decisions protocol in place prior that had already talked through with the key decision 
maker. Working through the various triggers and responses in advance allowed CNG to act fast 
and decisively when the time came. Each eventuality was planned for and a response decided 
should it arrive. See below:
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Step 3: Prevent
Hygiene 
Level One: CNG introduced sanitising materials on all floors throughout the office and 
additional cleaning methods were put in place. Visitors were discouraged unless absolutely 
business critical.
People/Sickness reporting 
Level One: Coronavirus sickness reporting procedure drawn up and communicated to all staff, 
along with a self-isolation policy. A Covid-19 specific back to work process was implemented 
for anyone should they be diagnosed. A dependency leave policy and process was formed and 
communicated out to the business. 
Internal Communications
Level One: A central page created for all employees to access. This was used to educate on 
symptoms, prevention, sickness reporting and next steps along with regular reminders. 
External Communications
Level One: A central webpage set up so that the public could easily access updates/instruction 
and external facing staff were briefed how to respond to enquiries. 
Business Continuity and Disaster Recovery
Level One: All plans centralised and accessible remotely. Reached out to 3rd parties to ask 
for their continuity plans and fed these into the response team, the current BCP was then 
revised with a view to prepare for escalation to level 3. CNG ensured a full list of company 
wide mobile phone numbers and placed these in a secure central location, meaning it was 
easy to communicate to all employees as quickly as possible when needed. As part of CNG’s 
BCP, a text messaging system was already in place and could be repurposed – tests were run 
companywide. CNG also devised a central list of critical functions and critical knowledgeable 
people.
Trading and Finance
Level One: Due to the nature of the industry CNG work within, in the initial stage it was 
extremely important to conduct an assessment of trading and gas supply risks along with 
assessment of potential financial implications.  

Step 4: Contain 
Hygiene
Level Two: Level two saw no visitors to the office and only absolute essential deliveries. 
Additional monitoring of staff health status and kitchens were closed with all staff to bring 
food/drink from home. Internal non-essential meetings reduced. 
People/Sickness Reporting
Level Two: Additional well-being support made available to staff.
Internal Communications 
Level Two: Continued and increased level of communications to the business to provide 
clarity on the situation. 
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External Communications
Level Two: Continued updating of Coronavirus public page, blogs and regularly sharing 
information and updates on help available to businesses across social media channels.
Business Continuity and Disaster Recovery
Level Two: Increased working distance separation between individuals within critical teams, 
advised employees to take laptops home every night where possible. Installed remote access 
for employees, and set up telephony for remote working.  Educated employees on remote 
working ‘need to knows’.
Trading and Finance 
Level Two: Continued monitoring

Step 5: Business Continuity 
Hygiene
Level Three: Only absolute essential staff allowed in the office. 
People/Sickness Reporting
Level Three: Despite no longer working from the office, it was important that CNG could still 
continue to monitor staff health and wellbeing. Regular surveys were sent to monitor mental 
wellbeing, along with continued communication on how to improve this and keep fit and 
healthy whilst working from home. 
Internal Communications
Level Three: As CNG moved to home working, continued communication throughout 
individual teams and across the business was key. Microsoft Teams was rolled out across 
the business to enable daily calls and communication with line managers. Increased internal 
communication through ‘3 a week’ updates, along with a monthly digital newsletter and a 
weekly Webex business update from the CEO.  
External Communications
Level Three: Communications to partners and customers to advise CNG had now moved 
to remote working. In order to support businesses as much as possible, level three saw 
continued updates on our current stance and help available to them from the government. As 
well as introduction of external Webex meetings and seminars. Continuous updates on social 
media channels with updates on support available to businesses from the Government. 
Business Continuity and Disaster Recovery 
Level Three: All staff were moved to home working with very limited exceptions. Reminders 
on remote working ‘need to knows’.
Trading and Finance
Level Three: Continued monitoring 
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Step 6: Technology
At the start of the crisis, CNGs Infrastructure Team began investigating who had what 
technology capabilities to work from home. 
There were 3 distinct groups:
• Remote workers: regulars who worked from home already and had the necessary tools and 

skills; this was mainly IT but a few others spread through the business.
• Remote capability: Laptop users who had never or rarely worked from home they could 

perhaps dial in and do one job.
• Desktop Users: these were people who only ever worked in the office on a desktop 

computer with a desk phone.
To access CNG systems users needed to use one of two of Remote Access solutions already 
available. The Infrastructure Team were able to identify specific groups – and therefore able 
to know who had the capability with little or no change to work from home and then from 
that, who had no capability. 
Departments were prioritised by key areas and low remote capabilities, with the Service Desk 
focussed on first. 
A number of returned and old laptops were set up and redeployed. Whilst going through 
this process it was apparent there wouldn’t be enough available for everyone that required 
one. The IT team then went through an exercise of information gathering including asking the 
question “Do you have device at home that you can use?”. In doing this it allowed another 
option in that users could use their own devices to access CNG systems, with some back end 
settings and configuration changes implemented. For those who did not have devices fit for 
purpose, a batch were bought to issue out along with some spares. 
CNG already had the ability to allow remote working, it was just a case of leveraging them. The 
Remote Access services that were already in use were scalable, and therefore easily added to 
systems. However, there were some licensing implications and extra capacity was needed. 
Installation of softphone onto customer facing teams systems allowed for calls still to come 
into the business, distributed and then answered through personal mobiles and telephones.  
Messaging and collaboration is a key component in successful home working, and the IT 
team quickly identified Microsoft Teams as a viable option with a couple of internal network 
changes, and remotely installed this on all systems. 
It was also identified that should CNG have to move to remote working for a substantial 
period of time, a Webex platform that could be used by anyone and by large numbers was 
needed. This was tested through a small team and then rolled out company wide.
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SECTION THREE: SUMMARY, LEARNINGS, RECOVERY
Summary 
CNG’s success was due to early reaction to the crisis. Having a single point of contact / point 
of responsibility backed up by senior endorsement and drawing on the ‘wisdom of crowds’ – 
i.e. brainstorming, to get as many of the different angles identified as soon as possible. CNG 
were able to spend hardly any money by utilising existing platforms and tools and have learnt 
new ways of working and systems in a short amount of time. 
Learnings
Lessons learnt exercises took place to make sure CNG learnt from experience. It is easy to 
believe that Disaster Recovery and Business Continuity Plans are something businesses draw 
up but never have to use, but this situation proved otherwise. 
BCP and DR plans have been updated in order to be even better prepared in future should 
a situation like this arise again and implementation should be practiced across the business 
on a more regular basis along with a more structured and forward looking risk management 
approach. 
Recovery
While the immediate actions were regarding staff safety and the practicalities of moving to 
a remote working model; CNG were careful early on to start looking at the longer term and 
wider implications for the business, the market and for customers and partners in parallel.
Once the business had gone through the response levels and moved to remote working – it 
was just as important to recognise the transition to a ‘new normal’ and a ‘new BAU’ in place. 
This responsibility was handed back to managers for adapting to the new ways of working and 
resolving issues as they arose.
However although CNG continue to work from home, as government guidelines begin to 
change and restrictions ease, the original committee, led by the Lead Business Improvements 
Analyst, will be focusing on understanding how CNG may be able to start to return to working 
in the office in the safest way. 
In order to comply with social distancing and for the safety of the staff, a phased return 
process will be implemented with a reduced workforce in the office and only necessary teams 
based on specific individual factors.  
Throughout this process, communication through all channels is key to keep staff informed of 
any changes. 


