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In light of the ongoing uncertainty resulting from the COVID-19 outbreak, we wanted to update you on the specific 
actions Aviva is taking to protect our employees and ensure we are operationally set up to meet our clients’ 
expectations. 
 
The safety of our people and customers is our utmost priority and we have well established business continuity 
plans to respond to various crisis scenarios, including a pandemic. 
 
We are continuously monitoring the situation, taking advice from the World Health Organisation (WHO) and fully 
adhering to guidance from Public Health England. 
 
We are looking at multiple scenarios to understand and mitigate any risks in disruption to our service, and we have 
robust business continuity plans in place to ensure we can continue to serve you with minimal disruption. Here are 
some of the key measures we are taking. 
 

Employee travel: 
• We have suspended all business travel between our different UK locations, and given our employees clear 

guidance on what is required should they need to self-quarantine. 
• We are reviewing this on a daily basis in line with government guidance and the changing situation. 
 

Business continuity: 
• We have robust plans in place to ensure we would be able to continue to serve our customers in case we have to 

lock-down one or more of our offices. Our investment in technology will enable more colleagues to work remotely 
if it became necessary, and we have also invested in enhancing health and hygiene across our offices. 

• We are prioritising home-working for those who work in customer-facing roles, to ensure we can continue to 
maintain our customer service levels. 

• We are continuously monitoring the situation and taking advice from the World Health Organisation (WHO) and 
local authorities in the markets we operate in. We are also adhering to guidance from Public Health England and 
relevant public health institutions. 

• Whilst all our customer facing offices remain operative, we are prepared for mass quarantine or enforced 
restricted access to key locations where services are provided. 

• We are working with our 3rd party suppliers to ensure we have robust plans in place to maintain our services. 

• Within the Workplace Savings and Retirement business only 15% of our processes are ‘must stay on’, which 
includes processing customer payments and protecting our vulnerable customers. In the event that we 
experience short-term staffing shortages these processes will be given top priority. 
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What about investments? 
We are in regular contact with our fund management partners BlackRock and Aviva Investors. They are assessing 
the situation in the markets before deciding what to do. 
 
As of yet, there have not been any changes to the funds, however we will keep you updated if this changes. It 
is important to note that more volatility in the financial markets may be expected over the coming months, so 
diversification at both an asset class and regional level is at the heart of both My Future and My Future Focus default 
funds. We believe that holding different assets (UK and international equities, UK property, UK fixed income and 
international fixed income) should help to minimise the extent of the losses suffered by the funds. Both BlackRock 
and Aviva Investors highlight resilience and the need to have exposure to resilient assets, which My Future and My 
Future Focus provide via an allocation to good quality fixed income. 
 

Working with you 
We will continue to work closely with you through these times and take the relevant steps to safeguard ourselves 
and our businesses and this may result in us re-arranging meetings and sharing content remotely. 
 
We will also continue to provide support with communications and materials for both you and your pension scheme 
members, covering both the short-term immediate impacts of coronavirus on markets and the longer term outlook. 
 
If you have any questions, please do not hesitate to contact your usual Aviva contact. 
 
Yours sincerely, 
 
Colin Williams 
Managing Director Workplace Benefits 
 
 
 
 
 
 
 
 
 
 


