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As Covid-19 took hold in countries across the world, we recognised 
early on that it was likely to impact our business and we took steps 
to prepare. In early February we set up a Silver Command Team, 
mirroring the approach taken by the emergency services in major 
event planning.  

The team led by Roger Dix, Chief Risk Officer 
and David Stewart, Chief Operating Officer, 
comprised key people from around the 
business who could make swift decisions 
to lead us through the fast-paced events 
as they unfolded. Initially the team met at 
least twice each week and their focus was 
to ensure we could continue providing key 
services to our customers, many of whom 
were playing an active role in managing the 
impact of Covid-19, while also protecting 
the health and wellbeing of our colleagues 
and their families. 

SUPPORTING OUR CUSTOMERS
As our team of national advisers were no 
longer able to meet customers in their 
homes or place of work, we moved to 
providing remote financial advice, setting up 
online meetings and webinars so we could 
continue to serve them. From a back-office 
perspective, we prioritised the needs of 
colleagues providing critical services to 
customers, ensuring they had the right 
equipment to work effectively as soon as 
lockdown took effect.

We felt a renewed sense of gratitude for 
the work many of our customers and their 
colleagues were undertaking as they faced 
the unrelenting effects of Covid-19 and so 
wanted to make sure we were available 
to not only provide them with essential 
financial services but also to support them 
in other important ways at this very difficult 
time. 

HERE FOR YOU
And so our Here For You campaign was 
launched. We recognised that, in the early 
months especially, finances weren’t the 
immediate concern for many customers. 
So we sought other ways of providing more 
practical support to show how much we 
valued the critical work they were doing. 
We took guidance from our Advisory Board 
members and agreed to focus on mental 
health needs, as the strain of the pandemic 
was starting to show. We therefore launched 
a package of measures which you can read 
about opposite. Our Board of Directors also 
made a personal commitment to supporting 
our critical workers which you can read 
about on page 4.

KEEPING OUR COLLEAGUES SAFE
The safety and wellbeing of colleagues 
and their families was paramount. In line 
with Government guidance we encouraged 
people to work from home where possible, a 
stance we retained throughout the year. This 
provided some challenges for a company 
that was predominantly office based and not 
used to remote working. However thanks 
to some outstanding work across a number 
of teams, basic day-to-day operations were 
able to function remotely. Where home 
working was not an option, a small number 
of critical people continued to work from our 
offices which were made Covid-19 secure to 
the highest standard. 

While we were finding our feet in the new 
world, we made the decision to furlough 
a small number of colleagues on full pay, 
primarily those who were unable to perform 
their role from home at that point. We 
brought them back into the business as soon 
as the technology to undertake their role 
remotely became available. As a financially 
strong mutual, we chose not to take 
advantage of the Government’s Coronavirus 
Job Retention Scheme as we did not feel 
it was the right thing for us to do. When 
compared to the need for government funds 
in the NHS and education, we believed 
the money would be better spent in those 
key areas, despite the short-term financial 
impact to our business.

SUPPORTING WELLBEING
We were acutely aware of the potential 
mental health impact of working from 
home in a time of heightened uncertainty 
without the support of colleagues and the 
daily routine of working life. We put in place 
a number of initiatives to support a healthy 
mental and physical mindset. You can read 
more about this on page 30. 

 
The support offered by 
Wesleyan could provide a 
valuable life line for some 
colleagues to help them 
process what they are 
going through.

PROF PALI HUNGIN 
Former President of the  
British Medical Association
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We’re here to provide customers with the support and 
reassurance they may need during this difficult period.

£1m from the Wesleyan Foundation: Committed to charities 
and organisations with a focus on supporting the mental health 
needs of key workers. Funding was also made available for 
teachers’ classroom materials and school computers.

Wesleyan Wellbeing: A free 24/7 service designed to provide 
personalised health and wellbeing advice, as well as tips and 
guidance on how to embed small lifestyle changes into your 
daily life. 

Mental Health and Wellbeing Triage Service: Available only to 
Wesleyan members, this service launched in 2020 in partnership 
with Innovate Healthcare. It gives bespoke mental health and 
wellbeing guidance providing access, if required, to a confidential 
wellbeing consultation with a clinical specialist at no cost.

Covid-19 Hub: A free resource centre to help customers navigate 
their way through the pandemic with articles and information, 
tips and guidance, as well as updates from our Group Chief 
Executive. Visit covid19.wesleyan.co.uk to explore our Covid-19 
Hub.  

Flexible payments and products: Extensive support and 
flexibility on regular protection policy payments, with options 
of payment holidays and plans for anyone facing difficulties. 
Wesleyan Bank also offered forbearance arrangements and 
payment holidays on their loans.

Practice Plan Group membership administration fees: We 
halved the fees due from our Dentists during April and May, a 
lifeline for many dental practices who were left with no income 
at that point. 

OUR COVID-19 RESPONSE: A SUMMARY 
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