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CNG’S RETURN 
TO WORK PLAN 
FOLLOWING COVID-19
CONTEXT
The Coronavirus lockdown in the UK enforced a 
temporary shut-down of non-essential businesses 
across the nation for several months, and mass  
home-working wherever possible for essential 
businesses such as CNG.  As a result, CNG 
moved swiftly to a majority home-working model 
before UK wide lockdown was initiated.  This was 
documented in a case study which can be read 
here.
Now, as the nation moves to the ‘next normal’, 
CNG has put processes and procedures in place 
to ensure a phased safe return to office based 
working which is documented in this second part 
of the case study.  

STEP 1: ADDRESSING THE CHALLENGE
Following the successful shift to home working, 
the CNG COVID Response Team (CRT) re-
mobilised in April.  Although there was no 
indication of likely timescales, the objective of 
the CRT was evaluating and planning how to begin 
the safe return to working from the office once 
lockdown ended.
The CRT is led by the Lead Business Improvement 
Analyst and reports into the CEO.  It identified 
those physical and psychological factors that 
might impact the return of staff to office 
based working.  The commencement of the 
planning exercise was communicated across the 
business, with the clear emphasis that CNG’s 
approach would be careful, considered and only 
implemented when safe.  All CNG colleagues 
were invited to share their views on returning to 
office based working. 
Representatives from each department were 
brought together through meetings on MS Teams 

to establish requirements for return and also to 
consider which colleagues might benefit from 
returning first.  Given that CNG has developed 
the ability to work remotely whilst maintaining 
operational stability and delivering excellent 
customer service, retaining established home 
working best practices is also important to 
operating a successful blend of in-office/remote 
working.  In fact, CNG is now embracing some 
degree of home working for all colleagues as 
part of the firm’s Build Back Better programme.  
The CRT also recognised the need to be able 
to quickly revert back to working remotely if a 
second wave of lockdown were to occur.

STEP 2: SCENARIO PLANNING
The CRT approached the scenario planning 
process by reversing the 3 level strategy from the 
initial COVID response.

Level One/Phase 1: Priority for Return
Trigger: Government ends non-essential business 

travel restrictions and allows non–essential 
businesses to re-open

Level Two/Phase 2: All functions with exceptions
Trigger: Government eases social distancing 

restrictions with exceptions of shielding

Level Three/Phase 3: Return to Business as 
Normal

Trigger: Working by exceptions - bulk of UK 
population are no longer social distancing

As before, 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 
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meeting.  These were:

• Office Safety and Hygiene: cleanliness, 
personal hygiene provisions, PPE guidance.

• Internal Communications: utilisation of  
CNG’s internal channels to keep in touch, 
support one another, set expectations  
and keep staff up to date with the new 
guidelines and what this means for  
in-office working.

• External Communications: continued 
utilisation of platforms to support  
customers and partners to build stability.

• Disaster Recovery and Business Continuity 
Plan: reassessing capacity due to the  
change in operations and the economy.

• People: monitoring of occupancy of the  
office, sickness reporting and continued 
visibility of shielding and vulnerable  
people. Developing an action plan for  
illness in the office.  Manager training. 
Continued staff communication on  
well-being and mental health support.

• Physical planning: detailed floor plans, 
signage, Perspex screens, reduced staff  
levels and installation of contactless  
security.

STEP 3: DECISIONS PROTOCOLS AND PLANS
When leaving the office, decisions needed to 
be made at pace and therefore a protocol was 
created to support this, with the CEO being the 
central sign-off on decision making.  In returning 
to office working, there is less urgency, with 
health and well-being continuing to be the 
priorities.  A clear steer was given by the CEO that 
CNG would enter the office in a measured and 
phased way in three cohorts over three months.
The CRT established which functions are most 
impacted by being out of the office and identified 
individuals whose well-being and performance 
would benefit from an earlier return.  The team 
also needed to ensure protection of the most 
vulnerable members of staff and developed a 
plan to keep supporting these colleagues at home 
for the longer term.

Managers were mobilised to review the approach 
and identify how each phase would work for their 
teams.  They were tasked to create proposals 
for which people would return in each cohort.  
Selection criteria were established and signed off 
by the CEO.  The HR Team supported engagement 
with each manager to identify and support 
individual needs.  CNG wanted to avoid silos and 
build accountability within and across teams, 
building on the collaborative group mentality 
whilst ensuring that social distancing continued 
to be followed.

STEP 4: RETURN TO OFFICE
Office Safety and Hygiene
A full risk assessment has been carried out, 
facilitated by the Risk and Review Manager and HR 
manager, allowing for possible contact scenarios 
for colleagues and business partners identifying 
the physical challenges that may be faced in the 
office.  A video of safe office practices has been 
made to share with colleagues prior to their 
return to office working.
Internal Communications
Engagement polls will be conducted during the 
first week that staff return to the office, allowing 
employees to feedback on possible adjustments 
to the office, and whether further improvements 
can be made.  CNG is also conscious of addressing 
any anxiety that colleagues may have during the 
return to office based working.  Regular surveys 
are planned to gauge how engaged the business is 
and how practical the new working environment 
is prior to the second cohort entering the office.  
HR guidance will be uploaded to the central HR 
system, ensuring that all colleagues understand 
their role in keeping CNG and the public safe.  
MS Teams will continue to be used to conduct 
internal meetings.  Business updates will continue 
to be carried out on WebEx by the CEO and 
leadership team each week until all staff have 
returned to the office. 
External Communications
Regular updates continue on the CNG homepage 
and through social media channels, giving clarity 
to external stakeholders on CNG’s operational 
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situation and any other relevant information.  
Disaster Recovery and Business Continuity Plan
A full reassessment of capacity has taken place 
due to the change in operations and the changing 
needs of the economy.
Physical Assessment
Detailed plans of the office have been created.  
A full walk round of each floor was completed 
ensuring that bottle necks and touch hotspots 
were marked up to identify where physical 
changes might be required to allow colleagues 
to socially distance and feel confident and 
safe.  A new contactless security system has 
been installed.   Passing places and one in/one 
out protocols have been established in smaller 
areas.  Desks have been spaced and protected by 
screens, and each team member will have a fixed 
desk and equipment, with their own cleaning and 
sanitising supplies.  Face masks are also available.
People and Sickness Reporting
Reporting processes have been updated and 
emergency changes to policy and guidance 
throughout the lockdown have been published.  
A CNG track and trace approach has been 
implemented to ensure that if any colleague 
does fall ill, their contacts can also be isolated 
and asked to work from home.  The HR Team has 
carried out an upskilling programme for managers 
prior to the first cohort re-entering the office.  
Checklists have been created to allow safe office 
working and guide managers on appropriate 
action if someone becomes unwell at work. 

SUMMARY
Having moved quickly and effectively to home 
working under significant time pressure at the 
start of COVID lockdown, CNG established a 
robust approach to sustaining operations and 
supporting staff and customers.  The return 
to office based working is less rushed, but it is 
equally important to follow a structured and 
carefully considered strategy.  CNG’s priority 
remains the protection of the health and well-
being of our colleagues whilst continuing to 
provide the market leading products and services 
that customers expect.  Detailed planning 

and careful preparation of the physical office 
environment will allow a safe phased approach 
to returning to the office.  However, CNG are 
returning slowly and the needs of each individual 
within the business have been factored into the 
return plan.  No colleague will be under pressure 
to return to office based working sooner than 
they feel comfortable.  All colleagues will have 
the ability to continue with some degree of home 
working for the long-term.  Those colleagues 
who are vulnerable themselves or who live with 
vulnerable people will not be expected to return 
to office based working until there is confidence 
that they can be kept safe in the office and on 
their journey to and from work. 


