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‘HR- Business Partnering’ Today and Beyond Pandemic

Mr. Karan Makhania
Head- Business HR & Talent
Acquisition, Aegon Life Insurance

Dr. Rajesh Save
(Moderator)
Co-Founder,

Centroid Analyticsk

Dr. Rajesh Save, Co-Founder, Centroid
Analytics, moderated the panel discussion
and set the context by stating that the
pandemic started abruptly and nobody got
time to even think about it, forget training the
employees. There wasn't even a small window
to tell the HR-VPs. So how did organizations
manage, what strategy and approach was
followed to overcome the crisis?

Mr. Karan Makhania,

Head- Business HR & Talent Acquisition, Aegon
Life Insurance

e  Recruitment is like the Sales department
of HR team. The important factor in
recruitment is communication. The

message should be very clear up and

BAGIC

Mr. Saptarshi Bhattacharya Mr. Subramanian Suryanarayanan Mr. Tanmay Kumar Panda
Head- HR Shared Services,

CHRO, Tata AIG
General Insurance

Head HR,
Universal Sompo General Insurance

down the pipeline- from the candidate, to
the consultant, to the hiring manager, to
the HOD, and to the CEO. Being
responsive on the stakeholders' queries is
very important.

Technology is being deployed for
conducting interviews currently, and
efforts are being made to go beyond
Microsoft Teams and Zoom and give an
experience to the candidates about the
organization virtually.

Mr. Saptarshi Bhattacharya,
Head- HR Shared Services, BAGIC

Managing the challenge of geographical
spread of employees was hybrid- from
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having a central team which was guiding
local teams across the country. Since
nothing can replace human touch,
especially in the difficult times, the
organization went old school by calling
every single employee at least once every
2 weeks, which was very important.

Covid time was considered as an
opportunity to buy trust of the employees.
It was very clear that because of Covid no
one was going to lose the job.

In terms of wellness, the organization
realised that the health insurance
providers are we ourselves. Hence over
and above the GMC policy, the company
paid entire expense in case someone got
Covid positive, irrespective of the sum
insured and the expenses incurred.
Employees in home isolation/quarantine
were also given full support in terms of
providing home isolation kit,
psychologists and psychiatrists available
24x7 on call etc.

Mr. Subramanian Suryanarayanan,
CHRO, Tata AIG General Insurance

Creation of a BCP team was the first step
towards managing the crisis. The core
team was responsible for ensuring proper
communication within the system with the
business leaders as well as the employees
concerned. Communication was the key.

IT infrastructure (laptops, desktops,
printers, scanners) was made available to
all employees to ensure smooth working

from home. Primary focus was to ensure
that the employees are properly taken
care of and are supported in these times.

In times of crisis, people look at how you
lead. Hence it is important to lead from
the front and be focused around that time
and assure the employees that they are in
good hands and they will be taken care of.
Staying connected with all the employees
is of paramount importance.

The organization is moving from the
existing HRMS to brining in analytics in
HR.

Mr. Tanmay Kumar Panda,
Head HR, Universal Sompo General Insurance

With respect to managing and changing
policies during the initial lockdown due to
pandemic, the first thing that the HR did
was releasing salary of all employees in
the third week of March, regular
communication was established with all,
and employees were given flexibility to
work at their convenience.

Direct and uniform communication was
ensured from the leaders to their
subordinates because the psychological
fear of Covid was haunting more than the
actual disease, and mental well-being of
employees is very important.

At the end, Dr Save summed up the entire
discussion by saying that the panel discussion
has modified Charles Darwin's definition from
“survival of the fittest” to “survival of the
quickest”.
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Holistic HR: Philosophy and Practices

Ms. Nirmala Venkateswaran
Sr. VP & Head HR,
Howden India Insurance Brokers

Mr. Sunmeet Chahal
(Moderator)
Partner- People Advisory
Services, Ernst & Young

Mr. Sunmeet Chahal, Partner- People
Advisory Services, Ernst & Young, moderated
the panel discussion and set the context by
saying that the discussion will revolve around
how do we bring things to practice? What do
we do from a philosophy standpoint? He also
gave the backdrop saying that the future of
work that we have been talking about,
happened in 30 to 60 days flat. We were
talking of flexibility, suddenly everybody had to
be that. We were talking about gig workers,
and it started happening. We can also see huge
confluence happening between- what is not
only your personal and professional side, but
more importantly, what is your human side.

Ms. Nirmala Venkateswaran, Sr. VP & Head

Mr. Shharad Dhakkate
Sr. VP & CHRO,
SBI General Insurance

Mr. Vibhash Naik
Head- HR L&D,
HDFC Life Insurance

Ms. Sonali Chatterjee
EVP & Head - People, Performance &
Culture, Anviti Insurance Brokers

HR, Howden India Insurance Brokers

* The biggest takeaway from the pandemic
has been the change of focus- from pure
business outcome to pure employee
welfare. A lot of HR clichés like flexible
working, remote working, empathy,
adaptability, better business practices, and
better people practices are coming to life.
Now it’s all about the safety of people and
how much we can trust them and motivate
them.

* Technology is very useful, but to a certain
limit. Beyond that, we definitely need the
human interface because there are a lot of
questions that are left unsaid when you’re
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dealing with technology. Empathy and trust
cannot be built through technology.

* Two major disruptive changes that are

foreseeable are- the digital foray that has
already started will proceed and progress
to a much higher level than what it has
started. The second disruptive change is
about remote working and flexible work
practises.

Mr. Shharad Dhakkate, Sr. VP & CHRO, SBI
General Insurance

* There are lot of learnings and unlearning

that the pandemic has brought about. The
core issue is that how are we going to
enable the new normal through
technology? How are we going to use
artificial intelligence and machine learning
in a bigger and better way? How is the
robotic process automation going to add
value to the entire process chain? How are
we going to use business analytics in days
to come? How are we going to measure the
performance of the people while they work
virtually, and at the same time keeping
them engaged?

* Meeting face-to-face and having a face-

time is a dominant feature in retail
insurance sales. Not having enough face-
time due to virtual working is going to be a
challenge. So how are we going to use
technology in terms of bringing this trend
to retail sales as a function? How can we
use technology for connecting in a better
way with the stakeholders?

Foreseeable changes in near future are that
how are we going to manage the remote
working, if at all that is going to be the new
phenomenon, and how are we going to
manage the employee engagement and

drive performance. Addressing the
complexities of these two are going to be in
the minds of HR people.

Ms. Sonali Chatterjee, EVP & Head- People,
Performance & Culture, Anviti Insurance
Brokers

Pandemic has in a large way provided the
HR community an opportunity to re-think a
lot of things and at the same time showcase
the value that they can bring to business.
The HR practises and philosophies have
transcended beyond their impact on
people and have gone to the level of
impacting the working models, platforms
and technology, infrastructure related
decisions and many more such elements
have added into the entire ball game of HR
practises and policies.

* The key shift now is that HR is following a

more personalised approach. There are a
lot of differences in the way HR are now
managing things, but the underlying ethos
is about staying in touch with the people
and making sure that they get a more
enhanced experience with regards to their
relationship with the organisation versus
how it used to be.

Employee engagement is a two way
process in which participants of the
process are equally engaged and take value
from the process. They actually engage in
the engagement activities versus them
being on one side of the delivery.

One of the most critical aspect of binding
the entire organisation together during the
pandemic has been communication. The
more you connect with people, the more
you ask them how things are going, the
more you are in touch with them to tell
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them what decisions the organisation is
taking. The more you are engaged with
them, the more they understand that there
is no ambiguity and they understand that
there is nothing to be worried about.

Mr. Vibhash Naik, Head- HR L&D, HDFC
Life Insurance

* The pace at which digitization has
accelerated is much faster than what would
have happened in a normal scenario.

Certain deep rooted paradigms and beliefs
have been shifted during the Covid times,
like the belief that work from home can’t be
successful in Indian context. However, in a
snap the entire workforce was forced to
work from home, and nobody had a choice
but to trust the employees. Hence its very
important to be empathetic and trust the
employees.

Organisations or leaders who have shown a
heart, have stepped into the shoes of the
employee and have understood them, in
those cases, the employees have
responded much better in terms of
performance as compared to people who
have just bothered for business.

Career branding needs to be done in a big
way in the insurance industry because even
today, insurance job is not seen as a great
job by many people. Hence people need to
be made aware of the kind of careers that
exist in the insurance industry.

The core of employee engagement is not
just about engaging them into doing
monthly activities but more importantly
looking at if the employee is enjoying his
job? Is his relationship with the manager a
good relationship? Is the employee being

enabled to do things within the
organisation? Does he see learning
happening for himself? Does he see a
future for himself within the organisation?
These are very critical things that that will
keep somebody engaged or disengaged in
the organization. Hence a sum total of the
important critical aspects along with other
engagement activities will be a good
combination for keeping the employees
engaged.

For having a diverse workforce, flexi
staffing and gig workforce is being
employed, and staffing is looked at very
differently than it was done earlier. In terms
of training and development, bite size
learning and mobile based learning is being
used.

However virtual we go, at the end of the day
we are a social animal and we need those
emotions to come out. Machine learning
and artificial intelligence can’t probably
take over the human element. But a lot of
mundane routine activities, and may be
slightly complex activities too will be taken
over by Al and ML in future.

Dr. Sushama Chaudhari, Summit Coordinator
summed up the event and presented the vote of
thanks. While summing up, Dr Chaudhari
stated that the more digital we are becoming
the more there is longing for remaining
humane. During the difficult times of
pandemic, organizations have paid employee
salaries early, honoured promotions, paid
bonuses, hence removing fear from the minds
of people. Organizations have risen to the
occasion and in no time arranged the digital
infrastructure for its employees.
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Along with the performance, organizations are
now inclined more towards empathy and
employee engagement. Resilience and agility
are very important skills and we need to orient
people to deal with failure rather than
pampering them and giving them everything in
a platter. She also stated that with so much
advent of digitization in HR, it is time to
rename the Human Resource function.

All the end Dr. Chaudhari thanked all the

Summit Coordinators:

Dr. Sushama Chaudhari
Associate Professor, Head- HRM & OB

CEOs, panellists and speakers without whom
the Summit would not have been such a
wonderful learning experience. She also
thanked Director NIA, Mr. Srinivasan who has
been instrumental in making the event happen,
colleagues from NIA IT department who did a
great job in putting the technological aspect in
place, Dr. Vaishali Bhambure for getting in
touch with the speakers, and the
administrative staff for their support.

Ruchika Yadav
Research Associate
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