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COVID-19 Emergency Response Portal - Overview

Application overview

DeloitteRESOLVE for COVID-19 Response is an emergency response solution created 
by Deloitte to help organisations monitor staff exposure, build a risk profile and create an 
internal information forum as a component of their COVID-19 response plan. Tracking 
travel, public exposure, personal health, interactions with infected persons are key 
functions. The DeloitteRESOLVE portal can also supply critical information to staff such as 
policies, procedures and news as they team to respond to the outbreak. 

DeloitteRESOLVE for emergency response is being offered to our ServiceNow clients for

free to help them manage a coordinated and robust COVID-19 response. We are also using

this within Deloitte NZ and within some of our member firms overseas.

All users have access to a portal where users can:

Update travel | Users use this form to record where and how they plan to travel. This

includes travel both for work and for personal reasons. This allows management to track

who has been where, and how they travelled, in order to track any interactions with

potential risk areas or people and put appropriate quarantine measures in place.

Record events | Event organisers or attendees can use this form to track which events

they are hosting and attending with the ability to attach a list of attendees where known

so that management teams can track who will be in attendance in case someone exhibits

symptoms during or after the event.

Report feeling unwell | This form can be used by staff who are exhibiting any

symptoms of COVID-19 to record that they are feeling unwell and outline the actions they

have taken to prevent others from coming into contact. This is so that appropriate

support can be offered and management teams can limit that person’s contact with

colleagues, clients and customers.

Report interactions | Staff members use this form to report any interactions they might

have had (from close to casual contact) with a person who may be unwell.

Seek information | On this page management teams can post regular information from

the Ministry of Health as well as internal policies and procedures that are relevant to a

COVID-19 response. This will also contain knowledge articles (such as step-by-step

guides) to help staff complete the required information.

Discuss with your community | This area can be used by staff to post any questions or

concerns in order to share ideas with colleagues and enable management teams to

provide a formal response to any frequently asked questions.

Log working status | This area can be used to track daily whether team members are

working or taking leave, where team members are working and what they need from the

organisation in order to be effective.

The opportunity

Contact

Look and feel

The COVID-19 response 
dashboard gives insights into the 
organisation, including all high 
risks interactions reported, staff 
feeling unwell and all travel 
requests made.

The portal provides a 
central place for 
people to visit and 
provide relevant 
updates, get more 
information, or post 
and reach out to their 
community.

We are offering use of this tool to our ServiceNow customers at no cost. This is in line with

ServiceNow’s COVID-19 suite of emergency response applications. We are able to support you in

deploying this tool to your organisation (for example through change management or configuration

activities) if required.

Contact the DeloitteRESOLVE team on nzdeloitteresolve@deloitte.co.nz or your local Deloitte contact to

discuss how DeloitteRESOLVE can support your organisation’s management of a COVID-19 response.

mailto:nzdeloitteresolve@deloitte.co.nz


3

COVID-19 Emergency Response Portal - Context

Our differentiators

DeloitteRESOLVE is more than a tool – it provides the following benefits to organisations in a COVID-19 response: 

• Pre-populated bank of knowledge material based on Deloitte best practice (such as tips for managing remote teams and resilient leadership) and based on the evidence-based information 
provided by key and trustworthy sources such as the World Health Organisation.

• People-focused response by providing one-source of truth in accessing information and a community board to encourage collaboration, discussion and support.
• A standard set of reporting dashboards based on what our own internal teams have told us they want to see – i.e. any design elements have been carefully constructed in consultation with 

both our internal and our external clients.
• Certified on the ServiceNow Store, meaning that support will be provided at any time by ServiceNow. 
• Free access to the tool, reducing barriers to implementation for organisations who need to move quickly in order to respond to COVID-19
• Consolidation of multiple use cases in one portal to make it easier for staff. 

The challenge DeloitteRESOLVE seeks to solve

The key public health response across many jurisdictions has been to limit community spread and slow down the virus progress into their respective populations. Key to this have been travel 
restrictions and self-isolation. Managing the logistics around this has been very challenging for many employers – especially so, when their respective policies are evolving rapidly with regard to 
travel bans or self-isolation. 

DeloitteRESOLVE is aimed at supporting employers as managing the below challenges as an adjunct to their normal Health & Safety systems and procedures: 
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• Management of Self-Isolation: It is inevitable that healthcare workers and professionals will be exposed to infectious patients. In other industries, it is increasingly becoming likely 
that staff will at some stage come into contact with clients, customers, other staff members and members of the public that later test positive for COVID-19. It is also inevitable that 
staff will chose to self-isolate when in doubt or when they have pre-existing medical conditions of concern in relation to COVID-19. 
There is a need to capture who has isolated real-time in the workforce as a precautionary measure – and when they might come back (after a normal bout of the cold). Conversely 
there is a need for more extensive risk management, when healthcare workers have been exposed to an infected patient or when other industry staff members are exposed to an 
infected contact, without appropriate protective measures. Exposure cases also need to self-isolate, but have a different risk profile that warrants follow up and checks.

• E-mail / Spreadsheet Confusion: Most employers are issuing a profusion of e-mails and communication notices as well as creating a spreadsheet industry to rapidly capture 
information from employees, whilst they seek to understand the situation. This information is difficult to collate and is confusing for both staff and for managers. 
As travel bans or edicts change, it is very hard to adjust the risk questions that employers ask (e.g. are you living with somebody who has recently returned from a high risk country) 
and / or introduce the policy adjustments they need.

• Information Sharing: Across the world, various employers have taken different measures with regard to their policies – particularly when it comes to travel management and / or 
working from home. These policies evolve rapidly and staff need to be constantly updated as the COVID-19 situation evolves. Often there is no easy way to share information real-time 
via a portal and / or with alerts, especially if staff are working from home can lack remote access to their employer’s systems in some situations.

• Psychosocial Support: There is general acknowledgement that the pandemic is not just causing medical stresses and strains, but also has a huge psycho-social impact. Most 
employers lack a mechanisms through which they can engage with their employees – whether they be at home or at work – in a manner that works remotely. Ideally there should be a 
one-stop portal where employees can manage their travel / self-isolation / Employee Assistance requests with online resources to alleviate anxiety and reduce stress.

• Real-time Data: As the situation is rapidly evolving, it has become necessary to take stock of employee risk data in real-time, especially for employers such as DHBs. As individual 
contractors (e.g. cleaners, food & laundry staff or bureau nurses) decided to self-isolate, it will become increasingly difficult to manage the ‘available to promise’ workforce against what 
is required from a scheduling and rostering perspective.
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COVID-19 Emergency Response Portal – In detail

Update travel Record events

Report feeling unwell Report interactions

Users use this form to record where and how they plan to travel. This includes travel both for 

work and for personal reasons. This allows management to track who has been where, and 

how they travelled, in order to track any interactions with potential risk areas or people and 

put appropriate quarantine measures in place. 

Event organisers or attendees can use this form to track which events they are hosting and

attending with the ability to attach a list of attendees where known so that management teams

can track who will be in attendance in case someone exhibits symptoms during or after the

event. This is for both personal event attendance and events run by the organisation.

This form can be used by staff who are exhibiting any symptoms of COVID-19 to record that

they are feeling unwell and outline the actions they have taken to prevent others from coming

into contact. This is so that appropriate support can be offered and management teams can

limit that person’s contact with colleagues, clients and customers.

Staff members use this form to report any interactions they might have had (from close to

casual contact) with a person who may be unwell.

Business unit or 

team information 

captured can be 

easily customised 

to suit your 

organisation

Work-related 

travel generates an 

approval request 

to the appropriate 

team leader

People can record 

if they are taking 

precautions due to 

a pre-existing 

health condition 

that causes 

vulnerability as 

well as if they 

have COVID-19 

symptoms. 

Supporting details 

are captured in a 

series of questions 

that can be 

tailored to the data 

your organisation 

needs to collect

The form allows 

staff to attach any 

supporting 

documents, such 

as health & safety 

information and an 

attendee list. 

Organisations can 

choose to capture 

attendance at 

personal events as 

well as work-

related events 

depending on need

Interactions can 

be logged for close 

contacts or casual 

contacts, or other 

risk levels tailored 

to the guidelines of 

the relevant 

government
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COVID-19 Emergency Response Portal – In detail

Seek information Discuss with your community

Log working status Use reporting functionality 

This area can be used to track on an agreed schedule whether team members are working or

taking leave, where team members are working and what they need from the organisation in

order to be effective.

On this page management teams can post regular information from the Ministry of Health as

well as internal policies and procedures that are relevant to a COVID-19 response. This will also

contain knowledge articles (such as step-by-step guides) to help staff complete the required

information.

This area can be used by staff to post any questions or concerns in order to share ideas with

colleagues and enable management teams to provide a formal response to any frequently

asked questions.

The COVID-19 response dashboard gives insights into the organisation, including all high risk

interactions reported, staff feeling unwell and travel requests made. This dashboard can be

customised to suit the needs of your people leaders.

DeloitteRESOLVE 

comes with a bank 

of knowledge 

material that can 

be tailored to the 

needs of your 

organisation or 

replaced with your 

internal reference 

material

Articles can be 

rated and 

commented on to 

provide feedback 

if required. 

Management 

teams can also 

track number of 

times articles have 

been viewed. 

This can be used 

both to ask 

serious questions 

and to discuss the 

situation more 

generally with 

colleagues in a 

discussion board 

environment. 

Double-clicking on 

report sections 

allows managers 

to see details of 

which individual 

has logged each 

type of request. 

Reports can be 

customised so 

each people leader 

only sees 

information 

relevant to their 

particular team in 

the reporting. 

This short form can 

be used to support 

managers in 

managing teams 

working remotely 
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Case study – Deloitte New Zealand, Consulting Service Line

Our challenge

Our solution

The Consulting service line within Deloitte New Zealand is 
characterised by geographic spread, frequently dispersed resources 
who work from multiple locations in the same day (such as client 
sites and in Deloitte offices) and is divided by several portfolios or 
specialisation areas. In addition, most Consulting staff report both to 
a local Partner and to the Partner that leads their particular offering 
nationally, while being managed in practice by a variety of resources 
based on particular client engagements and projects. 

This made it difficult for people leaders within the Consulting team to 
track where people were working, for teams to know which email is 
the most up to date, and for people to regularly alert leaders to areas 
of risk. Prior to using DeloitteRESOLVE, people leaders were using a 
multitude of different spreadsheets and emails to manage the 
COVID-19 response. 

In addition, additional measures put in place by the New Zealand 
government within a very short space of time in order to enforce 
social distancing increased the need for leaders to urgently 
understand where people were based and who was continuing to 
interact face-to-face with clients. 

The Consulting team within Deloitte New Zealand shifted to using DeloitteRESOLVE over a four day period. Configuration 
of the tool to suit the particular needs of the organisation involved adjusting the tool to remove events (given policy 
decisions made within the organisation) the adjusting of approval workflows and the development of specific reporting 
functionality grouped by business area. 

The benefits

• Immediate visibility of data and the ability to provide real-time information to management in order to make informed decisions.
• Ability for staff to easily update their working status daily, enabling management to understand where staff are based at all time. 
• Ability for management teams to rapidly track contact risks if a person records an interaction with a person who has tested positive for COVID-19 or exhibits symptoms. 
• Ability to streamline approvals of and therefore reduce domestic and international work travel.
• Rapid deployment of DeloitteRESOLVE within the Consulting team due to the fit-for-purpose nature of the solution and the bank of existing knowledge material.
• Ability to enhance the internal response to COVID-19 without incurring additional upfront costs. 


