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INTRODUCTION: OUR RESTRUCTURING OFFER
It will be important in these instances for administrators and companies
themselves to think carefully about their various stakeholders, what is
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communicated to them, how those messages are delivered, and when.
Insolvencies, closures and major redundancy programmes are among the
most difficult corporate actions any business leader will have to face,

As policymakers encourage us all to brace for a long haul pandemic

fraught with emotion and stress on top of the considerable practical and

punctuated by short-term circuit breakers, while simultaneously

logistical challenges. As such, it is imperative that leadership teams have

withdrawing some of the critical life-support measures implemented at

trusted advisers who can share the burden through these situations, to

the beginning of this crisis and gearing up for a still undetermined Brexit

ensure they are handled with a level of professionalism and sensitivity that

in the new year, many companies will, sadly, fail or be forced to shrink in

will safeguard reputations even in the most trying circumstances.

size.

Our senior team of advisers has an excellent blend of experience and

Given the scale of the government and central bank intervention in the

composure in handling the most difficult company events and

economy, and the enduring shadow cast across public life by Covid-19,

circumstances. Here, we offer some practical guidance for those taking

greater scrutiny will be applied to these events than might otherwise have

difficult decisions on how to do so sensitively, with an eye on reputation

been the case.

and public standing in the long run, and having learned from companies

Expect politicians and the media to shine bright lights on those

and institutions that have done so well, and those that have not.

companies (and the people who lead them) that took public money

Of course, no two situations are exactly the same and each has its own

before either falling over or making large numbers of people redundant.

unique set of circumstances to be taken into account. For that reason,

Equally, companies which chose not to take public support and found

what we have summarised here are some general guidelines and

themselves in trouble will be expected to publicly justify the decisions

principles - please do get in touch with a member of our team to discuss

taken.

any of this in more detail.

OUR RESTRUCTURING OFFER

2

DELIVERING DECISIONS

It is now inevitable that decisions, good and bad, will need to be made
and then communicated in the weeks and months ahead. The future is
infinitely longer than the present and the sustainability of your
organisation may be put at risk by choices made in the eye of a storm.
Whatever the outcome, customers, staff, suppliers, investors and other
stakeholders will want to know that every possible option was explored
before difficult decisions were taken on jobs, terms and conditions, or the
way you manage supply chains.
This not only requires strong governance and good stewardship, but
consistency and clarity. Honest, clear and comprehensive explanations of
the rationale behind decisions are always more advisable than platitudes.
Crucially, empathy should permeate all messaging and there should be as
little business jargon as possible in those communications.
In terms of the practicalities, we offer some thoughts here on what a
prudent checklist looks like. We are here to support you and your
leadership teams, whatever it is you are preparing to say, and we can help
guide you through every step of the process. This isn’t easy. Which is more
reason to pause, reflect, and take advice on strategic direction and
communication.

OUR RESTRUCTURING OFFER

3

CHECKLIST
CHOREOGRAPHY

KEY MESSAGES

is likely that you will be communicating with many audiences at

What are the most significant things you want to say? Be clear

the same time – from your employees to customers, government,
investors and beyond. You should consider every channel available

about the decisions taken, how you’ve reached them, how you feel
in doing so, and the impact they will have on your business and

to you and pull together an appropriate and detailed plan,

others. Don’t worry about needing to refer to what you did or said

including consideration of leaks to the media and others. The right
actions, for the right reasons, communicated in the right order.

before this crisis hit. People need to know what you are doing now
and how you are considering the future.

E A R LY WA R N I N G

COMPREHENSIVE Q&A

Have you thought carefully about the stakeholders you
should engage before you make a public statement? For

Take the time to produce an exhaustive Q&A document.
Put yourself in the shoes of your stakeholders and think

listed businesses, this is not always straightforward, but

about what you would want to know if you were them. In

taking people by surprise is never a good strategy. We

doing so, you will be better prepared to answer the most

can work with you to identify stakeholders, internal and
external, who will likely comment on whatever

difficult questions you are likely to face, not only from
your employees but from a full range of other

announcements you make. It is important that they do so

stakeholders. The media, unsurprisingly, is scrutinising

from an informed perspective, to help temper criticism
and influence the wider public.

the conduct of businesses and their leaders forensically
during this period and those that are judged to have
come up short are being called out.

E M P L OY E E C O M M U N I CAT I O N S
The health and wellbeing of your employees matters above all else
in this crisis and they should be engaged properly at all times.
Leaders must at the very least be visible regularly and, ideally,
accessible in some cases to employee groups and their
representatives. Communication with employees should happen
at exactly the same time as public statements are made, or
beforehand in some circumstances. We can advise on technology
options for such engagement.
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T O N E O F VO I C E
The importance of tone at this time cannot be overstated. The
Covid pandemic is a health crisis first and foremost and, therefore,
a matter of life and death for us all. Talking purely from a business
perspective is likely to provoke accusations of callousness, so
empathy is even more important than ever. It is not just what we
say but how we say it that matters.
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O U R E XP E R I E N C E

CA S E S T U DY: H AV E L O C K
When the manufacturing and fit-out firm Havelock Europa
was sold through a pre-pack administration process in July

Our senior team has worked at the front line of restructuring
operations, becoming trusted advisers to company directors as
they steered boards and senior management teams through the
most challenging times and events. We have advised companies

2018, it was the culmination of a very difficult period for the
company. Havelock had fallen victim to the financial
pressures being felt by many high street retailers and banks,
which formed a large part of the Fife firm’s customer base,
and whose tightening of the purse strings led to a significant

on all levels of City engagement, from M&A to debt refinancing

drop in demand for Havelock’s product range. Having

and complex financial reporting and have worked ourselves in

provided full financial calendar support to Havelock during

some of the most challenging in-house communications and
executive roles anywhere in the world.

its time as a listed company – including the handling of
activist investors and, ultimately, the suspension of trading in
its shares – we advised the board and management team on
all elements of communication through the administration
process, including drafting written and verbal
communications to employees and other stakeholders, and
managing significant media interest in the story.

OUR RESTRUCTURING OFFER

5

O U R E XP E R I E N C E

ANDREW WILSON

Founding partner

Andrew has had a varied career as an economist, politician
and now as a strategic adviser to businesses, charities and a
variety of other organisations. He studied at the universities
of St Andrews and Strathclyde and began his career in the
civil service, before working as a researcher and economist
for the SNP and as a business economist at the Royal Bank
of Scotland.

In September 2016, Andrew was appointed chair of the
Sustainable Growth Commission, which reported to
Scotland’s first minister in May 2018. He is a regular
contributor to both print and broadcast media on
economics, business, and politics.

He was elected as a member of the first Scottish parliament
in 1999, serving as shadow minister for, variously: finance,
economy, transport and lifelong learning. In 2003, Andrew
re-joined RBS, working in a number of roles including as
deputy chief economist. During the banking crisis, he
served as head of group communications and was
intimately involved in the bank’s high-profile engagement
with the City, UK government and the media during those
tumultuous times. In 2012, he joined global marcomms
group WPP in a client strategy role, before co-founding
Charlotte Street Partners in 2014.
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O U R E XP E R I E N C E

MALCOLM ROBERTSON

Founding partner

Malcolm is one of our two founding partners and a veteran
of the UK communications sector, and would lead our work
with Northland Power.
He served his apprenticeship at Beattie Media, which, at the
time, was Scotland’s largest PR agency. From there he
moved to BAA, the airports operator, where he spent 12
lively years on the frontline of some of the most high-profile
political, regulatory and operational crises of that era,
advising the board and shareholders on reputation risk.

CA S E S T U DY: A L E XA N D E R D E N N I S

In 2011, Malcolm went it alone and spent two years
managing a small strategic advisory business, helping to
launch and establish the UK Green Investment Bank and
advising international private equity and infrastructure
funds on high-profile M&A. At Charlotte Street Partners, he
advises clients on long-term reputation risk management
and mitigation in challenging and changing circumstances,
and he leads our advisory team with Wood plc.

development, press release production, and direction of an

We supported Scotland’s leading bus manufacturer,
Alexander Dennis, as it merged with Canadian NFI Group as
part of a £320 million acquisition deal. Our brief included
providing senior counsel to the chief executive and head of
communications, timeline planning, messaging
internal town hall meeting for c. 2,600 global company
employees. We also created video collateral for the sale.

Malcolm is chair of Unicef’s Scottish advisory board and a
non-executive director of Frame PR.
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O U R E XP E R I E N C E

D AV I D G A F F N E Y

CA S E S T U DY: T S B
When Westminster's Scottish Affairs Committee examined
the issue of access to financial services in Scotland against a
backdrop of bank branch closures, TSB's area director for
Scotland was invited to give evidence to the committee.
Given the highly pressured and often confrontational nature
of these sessions, thorough preparation is vitally important.
Charlotte Street Partners worked with TSB's spokesperson
over two workshop sessions, providing advice, coaching and
feedback to ensure the committee hearing became more
of an opportunity for the bank to tell its story, rather than a
risk to its reputation.
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Partner

David is skilled in crisis handling and reputation management,
having joined Charlotte Street Partners in 2015 after seven
years spent in the financial services sector with RBS.
He joined RBS in 2007 on the eve of the banking sector’s most
turbulent period and was part of the communications team
tasked with rebuilding the bank’s reputation following
government bailouts in 2008 and 2009.
In late 2013, David had become head of communications for
the spin-off challenger bank, Williams & Glyn, taking
responsibility for the fledgling bank’s corporate affairs strategy
before the proposed IPO and sale processes were
ultimately shelved.
During his time at RBS, David gained significant experience,
most notably in media relations and financial reporting, but
also in crisis management, sponsorship, and events. He
handled external communications for several major M&A deals
and high-profile corporate restructurings, and led media
relations for the bank’s non-core division, which disposed of
more than £200bn in assets in five years.
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Thank you
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