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PRESENTER: Speaking on their latest Risk Insights Report, I’m joined by a panel 

of experts from Aviva. In the studio today I have Stewart Robertson, Senior 

Economist, Chris Andrews, Director of Risk Management Solutions, and Anu 

Purbey, UK General Insurance People Director. So, starting with you, Stewart, 

what impact is supply chain disruption having on UK business confidence? 

 

STEWART ROBERTSON: It's having a significant impact at the moment and it’s 

affecting all types of businesses, large and small. And in some ways we shouldn’t 

be surprised by this. In economic upswings you often get a period where demand 

recovers and supply struggles to keep up with the pace of recovery. The issue 

this time round of course is the COVID downturn and rebound was on a scale 

we’d never seen before. So it’s perhaps no surprise that we should see these 

supply disruptions and some of it is a sort of frictional imbalance, but it should 

ease itself over time as supply recovers. But in the meantime there aren’t enough 

microchips or timber or the freight ships are in the wrong place and it’s having a 

real impact and affecting production and boosting prices as well. So it’s affecting 

confidence at all levels of business in the UK and elsewhere. 

 

CHRIS ANDREWS: Yes and I think it’s forcing many companies to re-evaluate 

their supply chains and the complexities of their supply chains. I think our report 

showed that nearly two thirds of midsize companies and corporates have made 

changes to their supply chains, and we’re also seeing a move to more UK-centric 

supply chains going forward. 

 

ANU PURBEY: And also if you look at it from a people lens, work is going to 

people rather than people coming to work and therefore locations are becoming 

more agnostic and people have more choices. So that has an impact, to what 

Stewart was saying, in terms of where the demand is versus where the supply 

may come from. 

 

PRESENTER: I think staying on that subject of people, what impact is the UK 

labour shortage having on businesses? 

 

ANU PURBEY: I think it’s a significant impact. Our risk report has shown that 

people risk and the shortage of workforce has jumped up by six points to being 

the number two risk. And essentially I think it’s all about businesses being very 

worried about labour and about people and whether they are going to be 
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returning to the workforce. We’ve also seen in our report that while the number 

of people payrolled are increasing and coming back into the workforce. But they 

are not necessarily going to the same jobs. So it’s very difficult to sit back and 

relax and predict that if someone left a role they are likely to come back to the 

same position. So that’s having an impact as well in terms of skills and 

capabilities. But in terms of numbers about 69% of the businesses have said that 

they are extremely worried and 71% feel that this is an urgent risk that needs to 

be addressed. 

 

PRESENTER: So it’s a big concern. 

 

ANU PURBEY: Absolutely. 

 

STEWART ROBERTSON: I think, as Anu says, it’s important to remember we 

have been through these extraordinary times. We’ve all got used to working from 

home for 12 or 18 months and we’re only now coming back to it’s becoming more 

normal to come back and work in the office, and there’s bound to be a slowness 

in that process of adjustment, particularly while the virus is still out there and 

there are still concerns. But, as Anu’s alluded to, it’s made people re-evaluate 

how they work and whether they want to work in the same place or whether they 

want to work in the same way. And that’s affecting labour supply in a 

macroeconomically significant manner. 

 

PRESENTER: And is that factored into risk management processes, labour 

shortage? 

 

CHRIS ANDREWS: Yes, the lack of skilled workforce is having a detrimental 

effect across the piece. We’ve got the shortage of HGV drivers at the moment and 

we’ve seen that affect multiple industries. So how does a business deal with that, 

how do they cope, what risk management strategies do they put into place, how 

do they bring in succession planning, how do they plan for the future; it all needs 

to be embedded. 

 

STEWART ROBERTSON: There’s also the thorny issue here of any issues related 

to labour supply that go back to Brexit. We’re adjusting to a new way of working 

and it is going to mean less access to the labour force within EU nations, and 

that’s going to bring about a period of adjustment while roles that were 

previously served by EU people are now served by UK residents. That’s part of 
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the government policy to make that happen. But it doesn’t happen overnight and 

there will be a sort of friction while that adjustment takes place. 

 

ANU PURBEY: And if you just hear this conversation, this is all about the 

interconnectedness and the interdependencies of risk, that no one risk can be 

separate from the other. And although economic activity comes up as our number 

one risk, but it’s actually, when you start to look at supply chain, you start to look 

at people, it’s all so related and so connected, and hence it’s getting tougher for 

organisations, be it midsize SMEs or corporates, to try and make sense and more 

importantly, as Chris was saying, do something about it across, end-to-end. 

 

CHRIS ANDREWS: Yes, Brexit, the pandemic, the impact on business 

interruption, the ongoing then effect on supply chains and then of course that 

leads into impacting your brand and your reputation as well. 

 

PRESENTER: Sort of like a perfect storm situation. 

 

CHRIS ANDREWS: It is a perfect storm. 

 

PRESENTER: And coming to you, Anu, I was going to say, you know, what can 

companies do to attract talent, but I guess it’s not just attracting, it’s actually 

retaining talent as well, so what can they do? 

 

ANU PURBEY: I think there are still a couple of things. I think if we go with the 

assumption that the war for talent is over and actually talent has won. So if we 

start with that assumption I think it’ll be easier for us to deal with what I call the 

system conditions. And I think it’s really getting down to the bone of figuring out 

what are the capabilities we need now, in the future. As Chris and Stewart said, 

we know the demand, we know the supply challenges, and it’s really being very 

purposeful about that, be it through how we hire, how we train. It’s not good 

enough to just focus on roles, it’s actually very important that we get forensic 

about capabilities, and especially with insurtechs, fintechs, there’s quite a lot of 

disruption out there that we should plan for, so that’s one.  

 

I think the second thing is about choices. It’s understanding that people are 

exercising choices. I think in the pandemic they have realised what matters to 

them versus what does not matter to them, and it’s just creating an environment. 

We haven’t talked about mental health, but that’s another key risk. It’s amongst 
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our top ten risk. So how do you create an environment, as Stewart was saying 

again, in terms of understanding better in terms of what they want and balancing 

that with how do we then plan for the growth of the business, because it’s both 

commercial as well as people led. And then I think it’s just about investing in 

planning six to 12 months in advance, so when we know what the change is. Most 

of the time I have seen that when we are trying to make changes, of course the 

pandemic is beyond our control, but even stuff that’s within our control, be it 

some tech changes that we are introducing or a location strategy, I think if we 

can plan at least six to 12 months in advance, invest in our people, upskill, reskill, 

chances are that they’ll be less fearful, more embracing of the change and then 

they’ll stay. Let’s face it, why would I not stay with Aviva if my market value 

when I joined Aviva is double in two to three years’ time, if we can make that 

commitment to our people, why not? 

 

STEWART ROBERTSON: I think it’s very important to, as Anu is suggesting, to 

retain an optimistic view about the future. I think one of the features of the 

pandemic that really was extraordinary was how resilient and adaptable both 

people and businesses were. It was an incredible shock in many, many ways. But 

businesses and people adapted to it very quickly. So, yes, there was a big 

downturn, but there was also a big rebound. And we’ve got back to levels of 

activity, pre-pandemic levels, or we will have done by the end of this year, and 

that seemed very unlikely 12 months ago. So I think it’s very good for the human 

spirit. We’ve shown extraordinary resilience and adaptability, and we’re now in a 

position, with the vaccination efforts that have been made as well, to be able to 

look forward, as I say, with some optimism to what will be a new world and a new 

way of working. But it’s a great reflection on human endeavour I think. 

 

CHRIS ANDREWS: Yes and that played through in the report. I think it was 86% 

of those surveyed indicated that they consider themselves to be resilient, which I 

think is great confidence. 

 

PRESENTER: It’s positive. 

 

CHRIS ANDREWS: Yes, great confidence for us moving forward. 

 

PRESENTER: And on that being resilient, in terms of the companies you work 

with, how active are they in innovating in response to these issues? 
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CHRIS ANDREWS: So yes, it can be largely dependent on the sector, largely 

dependent on the actual company, obviously, and how much they’ve got to invest 

in those areas. But, Anu, you talked about planning, absolutely, six to 12 months 

in advance. We’re seeing lots of training and development, so lots of investment 

in that area. I think if we take some of the distribution companies, investing in 

driver training, but it all takes time. It’s not something that just happens 

tomorrow. We want to make sure that when things are being distributed that it’s 

safe, it’s distributed in a safe way; there’s no accidents. So it all will take time to 

flow through, and that’s why we need to be thinking about this now. But good 

planning, succession planning, how does technology and automation play 

through, how do we reskill existing workforce and also how do we bring in the 

new generation. 

 

ANU PURBEY: Absolutely. I think if we just put the customer lens to this and try 

and imagine the invisible customer in this room today, how the customer buys 

and the speed and the efficiencies, especially with all the tech changes that have 

happened during COVID, it’s phenomenal. Now you try and replay that to what 

our employees then want, I don’t think it’s very different, because we are all our 

own customers. So therefore from a practical sense it’s looking at what tech 

changes can be introduced, looking at customer journeys, for example, end-to-

end or how work gets done end-to-end so that we can automate some of the 

boring, the more laborious pieces of work and then create the capacity for our 

people to do something more meaningful, more exciting. And that creates 

retention, that reduces strain in the organisation, and it gets people excited about 

making a meaningful contribution. So I think that’s another way to do this. 

 

PRESENTER: Yes, I was going to say, because you were talking a lot about 

training, have people changed what they’re training in since the pandemic, is it 

different things? 

 

ANU PURBEY: It’s getting there, if I am perfectly honest, and I think it goes 

back to shifting the focus from headcount to capabilities. Because unfortunately 

we still focus a lot on hiring for headcount, rather than doubling down on hiring 

for capability. So I think if we can be more planful about what capabilities we 

need now and in the future, the training will follow. This morning I was talking 

about our talent strategy and we are absolutely making it front and centre in 

Aviva. That we are not just going to be doing role-based succession planning, as 

Chris was saying, but capability-led succession planning, and that’ll drive the 
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change. I’m not saying that it’s not happening. Is it happening fast enough? My 

own suggestion would be I think it needs a bit more work. 

 

PRESENTER: So if someone had aptitude for something then they could go and 

train further in that. 

 

ANU PURBEY: Yes, absolutely. I’ve seen in my experience where data entry 

operators have actually moved and retrained to become data analytics people. 

I’ve seen actuaries move away from just doing pure modelling to do a lot of 

predictive work. So there’s a lot of opportunity. The core skills are still there, the 

core capabilities exist, they just need to be aligned to more around artificial 

intelligence or, like I said, claims systems which are there which can now predict. 

So there’s a lot of fun stuff that can be done with technology. And I think as long 

as people don’t feel fearful of change I think that is the challenge we have to deal 

with, which is what Chris was saying, if we can do that six to 12 months in 

advance there is time. 

 

PRESENTER: And on that subject of innovation, you mentioned it being different 

across different industries, can you give a picture of that, where innovation is 

particularly high and where it could be improved, I guess? 

 

CHRIS ANDREWS: We’re seeing most innovation in those industries that have 

been affected directly, because they’re feeling the impact so they’ve had to move 

really quickly. If we think about retail, there’s been quite a shift to ecommerce. 

But of course that brings its own threats because then you bring in the cyber 

threat and the impacts of those as well. So, look, it differs per segment, but I 

would say retail and distribution have had to really move quickly. 

 

STEWART ROBERTSON: We’ve all adapted very quickly to retail spending. We 

love spending and we just haven’t been able to do it in the old way, we haven’t 

been able to visit the shops. But very quickly we’ve been able to buy the goods 

that we wanted, not necessarily consumer services because they haven’t been 

available, so there’s been a shift in spending from services towards goods, but 

very quickly retail spending overall recovered. But we were buying things in a 

completely different way. I’m sure we’ve all had packages delivered regularly 

over the last 18 months and our shopping habits can change quickly like that as 

long as, but the industry has to respond and be able to do that, be able to deliver 

those goods to your home, which is a whole series of logistical problems. And we 
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can adapt quickly to buying, they’ve had to adapt equally quickly to delivering, 

and I think, by and large, they’ve done a pretty good job. 

 

PRESENTER: Well, on that, a lot of the issues we’ve talked about, like training 

in-house, being able to deliver, does this disadvantage small businesses, is that 

something they might find harder to do? 

 

STEWART ROBERTSON: Well, I think the survey shows that these issues have 

affected all businesses of all sizes, but actually it’s been in the mid-market area 

that they’ve reported most problems. So I think it’s affected all businesses. I 

think sectors, obviously the pandemic has affected sectors very different, parts of 

the hospitality and leisure sector, for example, are still very seriously impacted by 

the aftermath of the pandemic, but issues of innovation, also skilled labour 

shortages seem to be affecting the mid-market sector more or mid-market size of 

company the most, and that really is the engine room of British industry. So it’s 

important and needs to be recognised and responded to. 

 

ANU PURBEY: I think to build on Stewart’s point, it’s also an issue of funding, 

because smaller businesses might feel that they need a bit more money to upskill 

and reskill, so it’s really a partnership model that we’ll have to look at where they 

get the funding, that there are places where these opportunities are available to 

upskill and reskill, these courses are available. I think the advantage that some of 

the SMEs or the smaller businesses have is that they can be more agile and move 

faster if this is available, so we’ve seen both sides of the spectrum. 

 

STEWART ROBERTSON: There’s one other, I think, very important issue here 

which I think we should mention, which is that we now have no lockdown 

restrictions in this country and that’s a great thing and, remember, a year ago we 

were going down into serious lockdowns over the winter and it was a pretty grim 

time, but just because lockdown restrictions aren’t there doesn’t mean that 

activity can bounce back. Businesses and people are going to need assistance, 

ongoing assistance during the transition back towards normality or towards the 

new normality. So I think it’s very important that businesses, and particularly 

some of the small businesses, do get that assistance during this transition. Just 

because you’re allowed to do business doesn’t mean that business is going to 

come back immediately. And I think there is a risk that government support could 

be withdrawn too quickly. Businesses are going to need support during this 

transition and we don’t know what that new normal is going to be either. 
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PRESENTER: And on that support, do you mean the furlough, is it more financial 

or other sorts of support? 

 

STEWART ROBERTSON: Yes, it’s less furlough because obviously furlough has 

gone now. And we hope it doesn’t need to come back, but if it does, it does. It’s 

more ongoing financial assistance. A lot of businesses have taken on additional 

debts, not all will be able to pay those debts back and some of the debts will 

move to the public balance sheet and we’ll be paying for them in time with tax. 

But I think businesses will need ongoing financial support to keep them solvent. 

The whole purpose of the various support schemes and furlough was effectively 

to mothball, if you like, large parts of industry so that we could control the 

pandemic and, when conditions allowed, those businesses could come back and in 

the meantime they haven’t gone bust, it was as simple as that. And although 

there will be casualties and there will be some lasting impacts from the pandemic, 

the initial signs are quite encouraging, that businesses are able to come back, 

they have survived the pandemic and with a bit of ongoing assistance they can 

continue to do their stuff and work in the British economy. 

 

PRESENTER: I was interested when you were talking about midsize businesses 

struggling the most, can you talk about some of them issues? 

 

STEWART ROBERTSON: It’s a whole host of things. We keep harking back to 

the pandemic, but I think it’s right now, and those are genuine issues. So skilled 

labour shortages, access to capital, ongoing access to finance, all these issues, 

and then adapting to the new ways of working. Offices are open now, but we’ve 

got used to a sort of hybrid mode of operation where we’re working from home 

for some of it and in offices for two or three days a week, that seems to be the 

norm, the way it’s settling down. Well, that has all sorts of ramifications for all 

sorts of companies. Do they need as much office space as they had before, do the 

support industries that serve those office workers, do we need as many of those 

as we needed in the past? So there’s a myriad of issues. But I think it’s right now 

to look at, or start to look at the post-COVID landscape and that’s where this 

COVID shock has created a mood of looking at things in a different way and 

perhaps thinking of different ways of operating and different ways of working in 

the future and companies are going to have to be, your word was agile, Anu, I 

think that’s absolutely right, agile, nimble. They’re going to have to do that to 
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react to this new way of working and find new ways and that’s quite exciting but 

it’s a challenge as well.  

 

PRESENTER: So is this disproportionally impacting small businesses? 

 

STEWART ROBERTSON: Well I think one of the most interesting results from 

our survey was that worries about insolvency were disproportionally concentrated 

amongst small and medium enterprises. And when you think about it this makes 

sense. They have less access to financial resource. They and all businesses have 

been protected during the pandemic by various government support schemes so 

insolvencies haven’t risen at all. But we know those schemes are coming to an 

end and when they do all businesses are going to have to function unassisted. 

And it’s interesting that the small and medium ones are the ones who have 

highlighted that this is a worry for them, and it’s very much concentrated 

amongst those small and medium enterprises. 

 

PRESENTER: And, Chris, there has been so much change. From a broker point of 

view, how can brokers get a clear view of their clients’ risk profile? 

 

CHRIS ANDREWS: I think for brokers it’s really having understanding of the 

industries that their clients are in. So they need to have that understanding, it 

needs to be an understanding of depth so they can actually talk, listen, 

understand some of the issues that they’re facing and provide access to the right 

risk management. And when I say risk management I’m talking everything from 

risk transfers to the right products and services and the right solutions. A lot of 

that may be educating customers on where to go to get the right advice, because 

everything is up in the air at the moment and everything’s changing on such a 

regular basis. 

 

PRESENTER: And we’ve been speaking a lot about the interconnectivity of risks. 

How is that factored in to a client’s risk profile? 

 

CHRIS ANDREWS: Yes, I think that’s the difficult question, because, again, it 

can be quite industry specific. I think Brexit, public health events, the obvious 

impact on supply chains. We’ve seen a whole manner of things. You talked earlier 

about the lack of chips in the automotive industry. We’ve got CO2 shortages. I 

think, again, you just need to understand what is the impact of these things and 

we don’t know what’s coming next. I think we keep seeing a series of things, it’s 
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not over. I think we’ve still got Brexit to play through. I think there’ll be other 

things that come out of that that will deeply impact us. We’ve seen material price 

increases across the piece, in the construction industry, for instance. So I think 

it’s much more complex now they are interconnected, you can’t just look at risks 

in isolation anymore, and I think it’s incumbent on insurers, insurance brokers to 

help support customers through this and provide the necessary support. 

 

PRESENTER: I guess, Anu, on that interconnectivity of risk, from a people point 

of view, what can companies do in terms of hiring? 

 

ANU PURBEY: I think it’s just being mindful of the impact of things that can go 

wrong if you don’t get it right, that’s really what it is, and if we can bring hiring as 

a core part of our strategy versus something which is business as usual I think 

that’s quite important. In fact, in the report, one of the concerns was that people 

felt that both hiring as well as training may not get the attention it deserves and I 

quite see that coming up. And from an interconnected standpoint I think it’s really 

also getting quite forensic about data and mapping that, whether it be in terms 

of, as I keep drumming about, capabilities, but also gender and ethnicity and 

diversity, whatever is important for organisations in whichever segment they are, 

and making sure that the pipeline is flowing through, because what you put into 

the pipeline is what you will get out of the pipeline and how it can get utilised.  

 

So if you almost look at this as capital that needs to be deployed, it’s what capital 

are you bringing in, is it good capital, is it not good capital, are you looking at the 

risk of investing in human capital, what if we underinvest or overinvest and what 

implications would that have then in the future? Everyone has ambitious growth 

strategies and I think that’s quite important, because we’ve just heard on this 

panel that the confidence is growing and that’s important. But then do we have 

the resources to back that up, because that’s a finite problem to solve, and 

therefore if you don’t do that the interconnectedness of this will reflect in strain in 

the organisation, you will have either attrition or mental health challenges or we 

may not be able to service the customers the way we would be required to, or the 

mindset or the agility that’s required to constantly stay relevant. I know we 

talked about resilience. I think staying relevant is another key bit that we should 

not ignore, because the circumstances can change. We don’t know what’s the 

next thing coming, but the pandemic has shown that there will be something else. 

 

PRESENTER: So it’s almost like risk management from a talent point of view. 
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ANU PURBEY: Yes and constantly being focused on relevance. 

 

PRESENTER: Moving on now to risk management and strategy, so coming to 

you, Chris, what are the fundamental risk management activities that every 

company should be doing right now? 

 

CHRIS ANDREWS: So, for me, it’s fundamentally about management of change. 

So understanding what are the risks you’re facing, actually if you’re bringing 

those risks into your business, how does it affect every part of your business, and 

second to that is good business continuity management, so understanding, again, 

the risk to your business, but actually how will your business respond if an event 

does occur. And I know we’re seeing from the report that actually only a quarter 

regularly update and test their own business continuity plans, and actually we’ve 

got 27% admitting they don’t actually have a business continuity plan, so it’s 

been a huge focus but I think there’s still more to do. 

 

PRESENTER: And from a people point of view on that, what should companies be 

doing in terms of the risks at the moment? 

 

ANU PURBEY: I think it’s just viewing, be it from a customer lens or a regulator 

or shareholder lens I think it’s looking at stuff end-to-end. I think companies 

should start to see where the risk originates, where it flows through and where it 

might result in. Sometimes I’ve seen that we focus on, for example, people risk 

and attrition, but that actually it could be that a process is not working well and 

people are quite fed up with the work that they have to do and so they will just 

land up leaving. If you don’t fix the root causes we will just catch the risks on the 

periphery and that’s not sustainable. So it’s really looking for sustainable ways to 

fix this, breaking down the silos. Unfortunately, most organisations are very 

siloed, because we are experts, we are professionals, our work is structured 

around our expertise. But the customer is not interested in the way work is 

structured, they just want a good and a safe outcome, and delivered at the right 

price and done accurately and timely. So if we keep that as the starting point of 

our thinking process and then track how the risks are flowing in the system, then 

I think we can catch that and fix it more sustainably. 

 

PRESENTER: And looking at strategy and risk management, how embedded is 

risk management in business strategy now? 
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CHRIS ANDREWS: So I want to say it’s more embedded than it has been before. 

I think UK plc has ultimately responded really well. They’ve shown to be really 

resilient, you know, but the data doesn’t always tell that. So alluded to earlier 

that a high proportion of businesses still don’t have a business continuity plan, 

even more if they have got a business continuity plan they don’t even test them. 

So I think risk management has a focus higher up the food chain. I think it sits at 

the top table now more than it’s ever done before. And that’s probably easier 

when you think about midsize and larger companies, you know, they have the 

dedicated staff, dedicated teams. If you think about smaller companies, 

particularly with a low number of employees, risk management is only ever going 

to be an element of someone’s role, it’s never going to be a main focal point, and 

I think it becomes more difficult the smaller the companies are. 

 

STEWART ROBERTSON: I think putting my economist hat on here, I think it’s 

also important that in the last 12, 15 years we’ve had at least three global 

shocks, so external factors are very important as well. We’ve had the global 

financial crisis, we’ve had the European sovereign debt crisis and we’ve had the 

pandemic. And when you start having once in a lifetime things happening three 

times in just over a decade, you start to wonder whether you have the right 

model, and I think it’s very important that, to the extent that they can, the best 

extent they can, businesses try and ensure that they are as resilient as possible 

to these major macro shocks. As Anu says, we don’t know what the next one will 

be, but there probably will be one at some stage, and having some form of 

business continuity plan in place and, as Chris says, some don’t at all, the 

relevance of that I think has been highlighted by these events that we’ve had in 

the last 12 or 15 years, that it is crucially important to have some form of 

contingency plan in place so that when these external shocks hit, you can at least 

adapt as quickly as possible and survive. 

 

PRESENTER: And obviously I don’t expect you to be able to predict the future, 

but it sounds like do you expect this period of change to continue? 

 

STEWART ROBERTSON: Well, yes it is, change is always happening. It seems to 

be happening at an accelerated rate but perhaps that’s just my age, but we do. 

We move on, we adapt, we find new technologies, new ways of doing things, and 

I think some of the old ways of doing business has just run the risk of not 

surviving. We have to accept that the world is fast moving, change is happening, 
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and we have to adapt and work with that. We can’t just resist it and pretend it’s 

not happening. So it’s probably always been like that, but it seems particularly 

intense at the moment. And with this new post-pandemic world and, Chris 

mentioned as well, perhaps a slightly different attitude towards globalisation and, 

you know, for 20 years we did have a model of global supply chains and that’s 

now being questioned. So there’s lots of moving parts here, but we’re absolutely 

right to think that there will be a period of change and innovation and only the 

nimble and agile will survive. 

 

PRESENTER: And that leads me on well to this: in terms of businesses, do they 

need to improve, where do they need to improve? 

 

CHRIS ANDREWS: Yes, again, I think it’s very much dependent on the business. 

It might be different per sector. I personally think risk management can always 

improve, I think the focus can always be improved from where it currently is. I 

think we also have to be realistic that there has to be a balance. For a business to 

be successful, you know, risk management needs to be part of it, embedded 

within it, but, equally, there are other priorities that businesses must focus on as 

well. Particularly now, they’re looking to grow, strengthen, some companies are 

just looking to survive at the moment. 

 

ANU PURBEY: I think at the heart of it, it’s about behaviour. So if you look at 

risk management, it’s all about what do you do when no-one’s watching you. And 

I think it’s building that confidence in people, in leaders, to create a safe space to 

speak up when things are not going right, as well as recognise when things are 

going right, and giving them the opportunity to spot and continuously improve. I 

think sometimes when we think of innovation we think of that next big robot 

walking down our offices, but actually if you see how work is changing over the 

years, including I bet how the studio what does the work here, it’s all about 

incremental change, and I don’t think we should underestimate that and it’s just 

making sure that we give that opportunity for people to work on that.  

 

So I think that’s one end of the risk management framework, because risk and 

capital, in my opinion, are two sides of the same coin. We cannot look at them 

differently. It’s going to be very, very difficult, especially in the industry that we 

come from, which is, rightfully so, very heavily regulated because we are in the 

business of looking at our customers’ long and short-term interests. So it’s just 

bringing that discipline, that agility into risk management, into our day-to-day 
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working versus I have work to do and then I have to manage risk. Arguably, if 

you look at it, insurance is all about managing risk. That’s what we do for a living. 

That’s what we should be thinking every single day when we come into office. It’s 

not the next big programme that we need to look at; it’s just being very mindful 

of what we are doing and doing it safely. 

 

PRESENTER: And what elements of risk management are becoming more 

important? 

 

CHRIS ANDREWS: So, for me, supply chain issues aren’t going away, and 

obviously we’ve talked a lot about how that forms part of business continuity 

management. I also think we need to consider ESG and the effect that this is 

going to have on businesses moving forward. And actually as businesses set their 

own sustainability agendas, what does that mean? I also think we’ve got the risks 

of flooding, we’ve got the move to alternative fuels, and this all brings different 

risks into a workplace. So whilst ESG didn’t figure so highly this year, I’d be 

surprised if it doesn’t move up the agenda next year. 

 

ANU PURBEY: I think cyber risk, I would want to call out cyber risk, as more and 

more people are actually buying online or connecting through the internet of 

things, there is a high vulnerability in terms of how that data is stored, captured, 

used, shared, and I think that’s something that needs to be, organisations are 

already mindful; however I’ve seen, and it’s mentioned in our risk report as well, 

that that’s something that’s increasing. 

 

CHRIS ANDREWS: Yes, I’ve read that the European Union Cybersecurity Agency 

have actually indicated that they’re going to be targeting supply chains. So it just 

brings it back to that interconnectivity of risk again. So just increasing risk in all 

different areas of businesses.  

 

PRESENTER: And is it a case, again the interconnectivity, where if you have ESG 

or cyber solutions, that the solutions themselves could actually bring up more 

risks or different types of risks? 

 

CHRIS ANDREWS: Yes, the mass migration to homeworking, the vulnerabilities 

within home networks, that creates another risk. The side of that, you’ve also got 

the mental health and wellbeing of employees. Yes, it’s completely 

interconnected, isn’t it? 
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ANU PURBEY: Absolutely, which is why I was saying we need to start to build 

the discipline of end-to-end thinking. So, for example, with automation and tech, 

you may automate one part of the process but the demand then falls through to 

the other end of the process which is not automated and that could result in 

customers not getting the experience they need, so you could get very fast in 

delivery, but what if your process on checking what they really needed was not in 

order. And so there are all these different parts of the customer journey that 

needs to come together to be able to make sure that we are doing it in a risk 

managed way; otherwise there is a real danger of looking at this in bits and 

pieces and something falling apart. 

 

PRESENTER: You answered it a little bit there, but where do you see the future 

of risk management, where is it heading? 

 

ANU PURBEY: I think, in my opinion, it’ll be in two parts. One, that risk just 

becomes a way of doing life, just because of the change that we are subjected to, 

so I think it just becomes an integral part of being. I also think that there’s a lot 

of tech and predictive analytics that can help us predict where the risks will be, 

because there’s a lot of data that already exists. And that can help us be very 

smart about being proactive on where to focus on and where the next big 

challenge can come in and then put some guard rails around that so that we can 

deal with it. So it’s both ends of the spectrum. 

 

PRESENTER: So, coming to you, Chris, we talk a lot about ESG as a reputational 

risk, but isn’t it sort of a strategic risk where it should be at the centre of business 

strategy? 

 

CHRIS ANDREWS: I think it’s certainly moving that way. I think I alluded to 

earlier, the report didn’t really bring it out this year, but we can see that’s where 

it’s heading going forward. If we talk about the use of timber in buildings, more 

sustainable options, the use of alternative fuels, you know, everything from 

electric vehicles to actually hydrogen, the use of hydrogen vehicles. Actually 

you’re bringing hydrogen onto a site that creates certain issues from a property 

and a fire and a liability perspective. So I think the way the world is moving is it 

needs to be embedded, lots of companies are setting their own agendas, and I 

think it’s our job to actually help support them and make sure that they do it in a 

safe way. 
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STEWART ROBERTSON: It’s so clear that that’s the direction we’re heading. 

Businesses have a responsibility here to do their part in these ESG issues, but 

they also have a commercial interest in doing so, because that’s what people 

want, that’s what people are demanding and increasingly demanding. So if 

businesses do not operate or adapt to operate in a way that is ESG friendly or 

compliant then I think their customers will start to vote with their feet. So there is 

a commercial interest here as well as the moral responsibility on these things and 

it’s very clear that’s the direction we’re going. 

 

PRESENTER: So it’s not just the regulator pressure, it’s customer pressure as 

well. 

 

STEWART ROBERTSON: Absolutely, yes, it’s both. 

 

ANU PURBEY: And from an employee lens, I think it’ll be brand and reputation. 

From an employee or employer value proposition standpoint, I’d love to work for 

a company, as I work for in Aviva, employees would love to work for a company 

where ESG is something that they can demonstrate. Because it’s good for the 

environment, it’s good for people and it’s good for employees wanting to be part 

of that journey every single day. 

 

PRESENTER: And coming finally to brokers, what can brokers do to encourage 

their clients to focus on risk management and ESG? 

 

CHRIS ANDREWS: I think for us, you know, we can continue to highlight the 

risks. We can continue to educate clients and we can continue to provide the 

solutions available to support them. But it has to be available. Brokers have to 

know where to go and we have to point people in the right direction. And I’m 

thinking when I talk about that, we talk about small businesses, when small 

businesses transact insurance, it is very transactional. There’s lots of auto quotes 

and that type of thing. As you move up through to the mid-market size 

businesses and larger corporates, then brokers are very involved. But actually 

how do we bring in the smaller businesses, how do we support the smaller 

businesses, and that’s a key question that we face all the time and we’re looking 

at new ways of being able to support our customers all the time in that space. 
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PRESENTER: Anu, to you, from a people point of view, how can brokers 

influence that behaviour as a supplier? 

 

ANU PURBEY: I think it’s all about value. As humans we are always interested 

in, what does it mean for me, so as long as we are able to answer that question 

and provide that opportunity for brokers to both understand, as Chris was saying, 

but more importantly articulate what that value proposition is, I think that should 

be something that should make it easier. It is a difficult conversation because we 

can’t feel it, touch it, experience it, but it’s there, it’s out there and if we can just 

make it more real. 

 

PRESENTER: Unfortunately, that is all we’ve got time for. I’d like to thank my 

panellists for joining me today. 

 

STEWART ROBERTSON: Thank you. 

 

ANU PURBEY: Thank you. 

 

PRESENTER: And if you did want to read the full report, please go to the Aviva 

Risk Management Solutions site. Thank you for watching and goodbye for now. 


