Communication plan for AEB informing all clients on the availability of the Covid19 hotline

Some comments about the line potentially to be used in the communication with the
member organisations:

“CCS has committed to support organizations and individuals affected by the current Covid
19 crisis. In our efforts to provide assistance where needed, the telephonic support line is
offered as a free of charge service to all member companies of the AEB and their employees.

This “hotline” is intended to offer support and guidance for those who endure emotional and
psychological difficulties related to the current crisis.

People will have questions related to their imposed isolation and feelings of loneliness, lack
of contact, worries about survival, inability to visit with loved ones. Some people have
depressive reactions and others might panic with the lock down conditions. Some might
worry not having enough food supplies or difficulties to shop for what is needed.

A lot of people can no longer visit their habitual place of work but trying to still manage work
duties through home office. This has its own challenges as the space to work might not really
exist, children in the household also calling for attention. For families living in such confined
circumstances a lot of adaptation to this new way of togetherness is required. This
sometimes creates more tensions and even moments where things get out of control.

For managers supporting their remote teams there are also a lot of challenges ahead. How
to keep people engaged? How to still meet certain job pressures? Assure connectedness with
all team members. How will the company continue to manage and meet objectives?

A lot of questions are on the table and everybody is struggling to find the correct answers.
Not an easy task and often people feel overwhelmed. It is precisely at that end that the AEB
Covid 19 “Hotline” intends to offer support and guidance.

The professionals at the other end of the line are also human beings with the same pressures
and questions, but they are trained and educated to assist people in difficult times.

All contacts with the system are strictly confidential. The only thing a caller will be asked is
the name of the company, they work for. No records of any of the calls will be kept. The
system works 24/7 to respond to immediate needs people might have with the current
situation.”

Practical working:
CCS will make available the access to: 8 800 100 96 52

This number works 24/7 and is staffed by professional counsellors. It will operate in Russian
and English. Callers will be directed to their language of choice using menu options at the
beginning of their call.

There is a cascade system so several counsellors can handle incoming calls in parallel.
However, when all lines are busy the caller might be told to please try again later.

The line is installed to start working from Monday April 6" 8.00am and will be operational
for 2-month dependent on the further development of the situation.

It is meant to offer one time support and guidance to anybody in need.

Comments and observations are best shared with Olga Silnitskaya at
olga.silnitskays@aebrus.ru
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MnaH KommyHUKauum ansa AEB no MHGOpMMpPOBaHUIO BCEX KIMEHTOB O Ha/IMUUK ropayvei
AMHUN Ncuxonornueckom nomotuu Covid19.

HeKkoTopble KOMMeHTapun o TenedpoHHOM IMHUN ANA NOTEHLUMAbHOIO MCNO/Ib30BaHUA B
KOMMYHUKaLMKN C OpraHn3auuaMmn-4ieHamu:

«KomnaHusa CCS 83s1a Ha ceba 0643ame1bcm8o 0KA3b18aMb MOOOEPHCKY OP2AHU3AUUAM U
YacMHbIM AUYAM, KOMOpPbIX KOCHYcA mekywuli kpusuc Covid 19. B Hawux oKazame
nomoub, 20e 3mo Heobxo0uMo, U Mbl MPEBOCMABAIEM 20PAYYHO AUHUIO MCUXO0102U4ecKol
nomouwu 8 Kayecmse becriiamHoli ycnyau 8cem KOoMnaHuUAM-4aeHam AEb u ux
coOmpyoOHUKam.

Ama «20pAa4as AUHUA» NPeOHA3HaYeHa 0718 No00epIKU U peKomeHOayuli mem, Kmo
nepexcusaem 3MOULUOHAsIbHbIE U MCUX0a02u4ecKue mpyoHoCmu, C8A30HHbIE C MeKyuumM
Kpu3ucom.

Y ntodeli 6ydym 803HUKaMb 80MPOChI, CBA3AHHbIE C HABA3AHHOU UM u3onayueli u Yyecmeom
oduHoYecmesa, omcymcmauem KoHmaxkma, 3a6omoli 0 8bI#UBAHUU, HECTOCOOHOCMbIO
Hasew,amso b6au3Kux. Hekomopelie 1100u mo2ym ernadams 8 dernpeccusHble COCMOoAHUA, d
Opyaue Mo2ym naHUKo8ame 8 ycsa08usax 60KUposKu. Hekomopesie mo2ym 6ecrnoKkoumsocs
U3-3a HexeamkKu npooososabecmaus uau mpyoHocmel, Ymobbl Kyrume Mo, Ymo HyHCHO.

MHoezue nodu bonbuwe He Mmo2ym focewyamse ceoe obbiYHoe mecmo pabomel, HO
neimaromca pabomame 8 ycs108uUAx 0oOMawWHe20 oguca. 3mo cumyayus uMmeem ceou
cobcmeeHHble npobsiembl, MOCKOAbKY 0MOesnbHO20 NpocmpaHcmaa 018 pabomsl Moxcem u
He 6bimb, Oemu 8 cembe makxe mpebytom sHUMAHUA. 18 cemell, ¥usyujux 8 maxkux
cmecHeHHbIx obcmosamesnbcmeax, mpebyemca 60abwaa adanmayus K 3momy Hogomy
crnocoby eduHeHuUsA. 3mo uHo20a co3oaem 6osbuie HanpaxeHHoCmu U oaxce moaym
B803HUKAMb MOMEHMbI, K020a cumyauyus 8oilidem u3-rnod KOHMPOA.

[1na meHeOdxcepos, ynpasaaouux ceoOUMU KOMaHOamMu yoasneHHo, 8repedu MHO20 8bI30808.
Kak noddepxusame 3aHAMoOcmb compyOHuUKos? Kak ece ewje cnpasnsamecs ¢
onpeodesneHHbIM 0asneHuem Ha pabome? Obecrie4ums C853b CO 8CEMU YneHAMU KOMAHObI.
Kak komnaHusa npodonxum cywecmesosame u docmuaame uesnel?

MHo20 80npocos, u ece NbiMaromcsa Halimu npasusabHolie omeemel. 3a0a4a He U3 fe2KuXx, U
4Yacmo 100U yysecmayrom cebs nodasneHHsviMuU. UMeHHO ¢ amol yesbro «20pA4as AUHUA»
AEB Covid 19 HamepeHa npeds1oxume no00epmKy U pexomeHOayuu.

Crieyuanucmel Ha Opy20M KOHUe AUHUU 3MO me yce 00U, Komopble UCMblMbl8dlom makoe
Hee 0aesieHue U CMasnKuearomca ¢ MAaKuMu Xe 80Mpocamu, HO OHU 0bYyYeHbI ToMo2amb
1100M 8 mpyOHbIe 8pemMeHa.

Bce 380HKU cmp020 KOHUOEeHYUAMbHbl. EOUHCMBEHHOE, YMO NPU 380HKE HYXHO bydem
CcKa3ame Ha3zeaHue Bawel KomnaHuu. 3860HKU He 3anucbi8aromMcs U He COXPAaHAMCA.
lopavas nuHus pabomaem KpyaaocymoyHo, Ymobbl peazuposams HA HACYWHbIEe
nompebHocmu ntodeli 8 mekyuwieli cumyayuu ».

Kak ato paboraer:
Komnanusa CCS npegoctasuT aoctyn K Homepy: 8 800 100 96 52

JToT HoMep paboTaeT 24/7 U Ha 3BOHKM OTBEYAIOT NPOGECCUOHAbHbIE KOHCYbTaHTbI.
MomoLb AOCTYMHA Ha PYCCKOM M aHI/IMACKOM A3bIKaX. A3bIK MOXHO BbIOpPaTh NPU 3BOHKE,
MCNob3yA ONUMM MEHIO B Hayane pasrosopa.



Ha nnHumM npumeHseTca KackagHaa cMctema, No3TOMY HECKO/IbKO KOHCY/1IbTaHTOB MOTyT
obpabaTtbiBaTb BXOAALLME BbI30BbI NapannensHo. OAHaKo, Koraa Bce IMHUM 3aHATbI, Bam
MOMeT BbITb NPeaoKeHO NOBTOPUTb NOMbITKY NO33Ke.

NInHns HayHeT paboTy B NoHeaenbHUK 6 ro anpesna B 8.00 yTpa 1 Npoao/ KT paboTy B
TeYeHue 2-Xx MecaLeB B 3aBUCMMOCTM OT Aa/IbHEMLIEro pasBUTMA CUTyaLUN.

I'opﬂqaﬂ NNHUA NpeaHasHavYeHa AnAa 1oro, YyTObObI OKa3bIBaTb Pa30oByO NOAAEPHKKY U
npeanocTaBiATb peKomMmeHgaunn IHO6OMy HYXAaloWemyca.

KomMmeHTapun 1 3amedaHus, noxanyincra, Hanpasnante Onbre CUAbHULKOM Ha
olga.silnitskaya@aebrus.ru
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