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 The Trade Policy and Strategy Office (TPSO), Ministry of Commerce of 
Thailand, together with the Small & Medium Industrial Institute (SMI), the Federation 
of Thai Industries conducted a study about a business continuity plan and business 
management in response to the COVID-19 pandemic by reviewing academic and 
business publications, interviewing outstanding public and private agencies with good 
crisis management practices as well as organizing a number of focus groups among 
representatives from various business sectors.  The synthesis of the lessons learned 
from this study resulted in this “Handbook and Recommendations for Business 
Continuity in Response to the COVID-19 Pandemic and Future Crises” aiming to 
provide private businesses, especially small and medium enterprises (SMEs) with a 
guideline for managing their operation during crises and preparing for the future.

Introduction
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 Business Continuity Management (BCM) is an advanced planning and preparation of an 
organization to maintain its business functions so that, when a disaster or an adverse incident 
disrupts the normal business operation, its critical business processes can still operate 
continuously and resume quickly once the crisis is over.

 Financial Liquidity is the simplicity with which any assets can be converted into ready 
cash either to spend, to invest, or to cover necessary costs when needed. Poor cash flow 
management and low financial liquidity may result in the opportunity cost. Large assets are not 
as easily converted to cash and might yield low to zero returns during a crisis, so investment in 
these assets should be proceeded carefully.

 Enterprise Content Management (ECM) is the management of data and workflow with 
the assistance of information and communication technology to handle, store, backup, and 
transfer data and documents within an organization to lower the costs and increase the efficiency 
throughout the work processes.

 Human Resource Management (HRM) during a crisis is part of a strategic human resource 
management in various dimensions within an organization to support all personnel to perform 
their duties as efficiently as possible. Human Resource Management also includes employee 
training and development to increase the capacity, productivity, and efficiency of the workforce 
who can maneuver their businesses during a critical time.

Definition
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Recommendation for 
business continuity in 
response to the COVID-19 
pandemic and future crises

1. Set up a business continuity plan team

2. Prepare strategies in advance for any business uncertainty

3. Ensure financial liquidity and cash flow

4. Expand business into new markets and develop new products and services in 
accordance with changing situations

5. Communicate effectively to strengthen and retain relationships with customers, 
business partners, and government agencies

6. Adjust the workplace and plans according to the situation

7. Communicate clearly with employees and adjust the employee management 
system during a crisis

8. Up-skill and re-skill the workforce to enhance their technological capability

9. Ensure data management is effective and ready for use during a crisis

10. Identify new business opportunities that may arise from the changes and prepare for 
future prospects
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Set up a business 
continuity plan team1

 Even in normal circumstances, companies should have a business model that includes 
a business continuity plan (BCP) in order to be prepared for emergencies and disruptions.

 Enterprises without a BCP should set up a business continuity plan team or a crisis 
management team to be well-prepared in case of an emergency. Small enterprises should 
appoint at least one person to be in charge of the business continuity management.
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The Board of a BCP

BCP
Coordinators

BCP
Team 2

BCP
Team 1

BCP
Team 3

Roles and
responsibilities

Main team members Back-up team members

Name Tel. no.Name Tel. no.

List of team members and their roles for the BCP

1.1 Structure of a business continuity plan team

1. The board of a BCP: assesses the overall management including the trends, significant 
impact, and the possibility of the situation in order to make decisions, give directions, 
and find necessary resources to ensure business continuity.

2. BCP team members: execute the plans and procedures endorsed by the board.
3. BCP coordinators: contact, communicate, and cooperate within the organization.
4. For small enterprises, it is possible to set up a single small team to perform duties 

and implement strategies related to business continuity and crisis management.
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Examples of critical situations and their impact in different aspects

Crisis
Impact

Business
partners,

service providers
and stakeholders

Personnel and 
financial
resource

Information
technology and
important data 

Important 
equipment and 

product 
and service

Workplace and
main facility

1

2

3

Pandemic
(COVID-19)

Political protest

Disaster

1.2 Identify organizational crises and their impact 
 in five aspects

1. Workplace and main facilities: the workplace, such as the Headquarters, may 
be inoperable or inaccessible for staff members, customers, or clients during a 
crisis. 

2. Important equipment, products, and services: a crisis can potentially prevent 
the utilization of important equipment or disrupt the delivery of them, making 
it impossible to cater products and services for customers.

3. Information technology and important data: a crisis can disrupt the IT system 
or make important data inaccessible.

4. Personnel and financial resources: personnel may not be able to carry out 
their work as usual during a crisis, affecting the companies’ financial resources.

5. Business partners, service providers, and stakeholders: a crisis may prevent 
business partners, service providers, and stakeholders from performing their 
duties or delivering their products and services.
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1.3 Business Continuity Strategy 

Resources Example of business continuity strategy

Workplace and
main facilities

· Provide alternative workplace, settings, or locations.
· Allow employees to work remotely and communicate
 via online platforms.

· Create a report of important equipment and
 acquire such equipment from multiple possible
 suppliers, e.g. manufacturers, business partners,
 or self-produced means.

· Use multiple sources to back up data.
· Prepare technology for remote working.

· Strictly maintain hygiene and well-being of staff
 members and their families.
· Promote working from home with various kinds of
 supports such as technology, equipment, workflow
 process, and internet packages.
· Expand into new markets.
· Target new customer segments.
· Communicate and maintain good relationships with
 business partners, major service providers and
 stakeholders.
· Actively exchange information and solutions with
 business partners, major service providers and
 stakeholders.

Important equipment
for main products
and services

Information technology
and important data

Personnel and
financial resources

Business partners,
service providers
and stakeholders

 Develop strategies for creating a business continuity plan in order to prepare 
staff and resources to respond promptly to emergencies, disasters, and crises.

1.4 Practice and improve a business continuity plan 
 regularly to increase its efficiency 

 Each organization is recommended to practice a business continuity plan at least 
once a year to ensure its readiness for any unexpected disasters. Processes should also be 
constantly improved to keep the plan up-to- date with the changing circumstances.
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2

 Businesses need to plan for future uncertainty such as the COVID-19 or other 
possible disasters. Preparations and strategies should be set for as many scenarios as 
possible in order to respond and adapt with agility in case of sudden changes into 
another scenario. 

Examples of different scenarios and strategic and action plan 
for business during the COVID-19 pandemic

· Use multiple online and offline channels for trading.
· Develop a new business model that focuses on
 local customers.
· Invest in and develop plans for the post-COVID-19
 new normal.

· Focus on online channels.
· Adjust the value proposition of products and services
 to serve the local needs during the pandemic.
· Increase a business line of credit to a sufficient
 amount of capital for further lockdowns.
· Reduce operating costs such as leasing office space
 and utility costs, and delay investment.

· Use proactive marketing strategies to attract
 foreign tourists.
· Develop products and services that meet hygiene
 requirements, safety standards, and the global trends
 of green and eco-friendly market.
· Expand investment in foreign markets.

Scenario 2 
There are multiple new
waves of infection with
several lockdowns and
strict measures.

Scenario 3
There are widespread
vaccinations resulting in
global and local
herd immunity.

Scenario 1 
The pandemic is under
control, but international
borders are still closed.

Scenario Strategic and action plan for business (Example)

Prepare strategies in advance 
for any business uncertainty 
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Ensure financial liquidity 
and cash flow 3

 Financial liquidity and cash flow are extremely crucial during a crisis, especially 
if the crisis takes its toll for an extensive period of time. The decline in orders and 
sales paralysis can compromise the profitability, cash flow, and financial liquidity 
despite the fact the businesses still have to pay for fixed expenses such as staff 
wages, utility costs, and office leasing.

 Therefore, management of financial liquidity and cash flow should be strictly 
and actively practiced. For example, companies can liquidate surplus inventory or 
excess stock, augment distribution channels for more online sales, apply for additional 
loans from banks, fundraise from a capital market, or sell off businesses that are not 
likely to recover in a short period of time.

 Moreover, cost-cutting strategies should be implemented effectively and 
accordingly to sustain the business. For example, rental cost reduction by modifying 
office space and usage, temporary CEO pay cuts, negotiation for an extension of a 
term loan or debt payment, and branch closure protocol.

 The consistent financial discipline under normal circumstances is the key to 
building up flexibility and crisis immunity for any possible future crises, such as setting 
a single accounting standard for financial statements, incorporating more cash flow 
into business activities instead of increasing a credit limit and accumulating debts.

Examples of cash flow management and cost-cutting strategies

· Liquidate surplus inventory or excess stock.
· Augment distribution channels for more online sales.
· Apply for additional loans from banks or fundraise
 from a capital market.
· Sell off unpromising businesses that cannot recover
 from a crisis shortly.

· Modify office space and usage to reduce
 rental expenses.
· Temporary CEO pay cuts
· Negotiate for an extension of a term loan or
 debt payment.
· Branch closures

Cut operating costs

Ensure financial liquidity
and cash flow

Topic Course of action (Example)
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 The COVID-19 pandemic has had an adverse effect on the retail sector. As 
offline trade is set to plunge, new online trade channels can play an important role 
in boosting sales during this crisis. Therefore, digital skills, digital tools, and infrastructure 
are extremely important to ensure the new working digital culture in order for 
businesses to sustain, operate and adapt expeditiously to the new normal.

 Moreover, companies should support initiatives for new product development 
because it is more critical than ever to respond to the changing needs arising from the 
crisis.  

Examples of ways to expand into new markets and product development to 
meet emerging demands during a crisis

· Utilize online trade channels through various platforms.
· Trade with neighboring countries who are still in need
 of the products and services.
· Use mobile shops.

· Health and wellness products
· Electronic gadgets that support working from home 
· Food and beverage delivery
· Kitchen appliances
· Cosmetics and beauty products
· Eco-friendly products 
· Health insurance
· Furniture and home decorations

Develop new products
and services

Expand business
into new markets

Topic Course of action (Example)

Expand business into new markets 
and develop new products and 
services in accordance with 
changing situations
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 Timely and thorough communication is essential to maintain good relationships 
with customers and business partners. Without direct interactions for the time being, 
any communication via channels such as phone calls or online meetings can be an 
effective way in sharing and updating information with clients and partners. Also, they 
might be able to offer assistance, which can come in many forms, including cooperation, 
consultation, and operation. Strong business relationships can help businesses thrive 
and progress readily when the crisis is over.

 Building a good relationship with government agencies is also essential for 
businesses. If the government sector understands the particular needs and concerns of 
a company, the government agencies involved might be able to give support more 
directly and effective measures might be implemented more promptly in response to 
the situation.

Examples of communication and relationship management during a crisis

· Inform customers of business hours and various
 channels for communication.
· Communicate with customers of changes in the
 products and services.
· Assure customers that the products and services
 meet the safety and hygiene requirements.

· Organize online meetings with business partners
 and suppliers in order to understand difficulties
 and support each other if needed.
· Exchange information and share best practices.

Business partners

Customers

· Raise business problems, concerns, and difficulties
 arising during a crisis.
· Identify necessary assistance and actions from
 responsible government agencies.
· Support and comply with government measures
 for crisis management.

• Government agencies
• The Federation of
   Thai Industries
• Trade Associations

Topic Course of action (Example)

Communicate effectively to 
strengthen and retain relationships 
with customers, business partners, 
and government agencies. 
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Examples of the adjustment of the workplace and plans during a crisis

6

 The COVID-19 pandemic has accelerated the need for remote working for 
certain jobs. In this case, companies should support their personnel with technological 
devices or internet packages to ensure efficient workflow and work-life balance.
 For certain jobs that cannot be carried out remotely, strict hygiene measures 
and sanitation should be implemented throughout the office premises, factories, or 
facilities. The companies and staff members should adhere strictly to the government 
policies, health requirements, and hygiene measures to prevent the spread of the 
pandemic.

· Adopt the two-meter social distancing rule, avoid
 gatherings, and minimize activities that require staff
 to be in close proximity for an extended period of time.
· Consider remote working for certain duties and make
 necessary changes in the workplace to increase
 the physical distance between office desks.
· Manage flexible working hours to reduce the number
 of employees being in the office at the same time and
 set up schedules for team members who still need
 offline collaboration.
· Allow flexible working hours for employees who 
 work from home, especially those with children at home. 
· Use flexible methods for online meetings, 
 e.g. teleconference and video conference.
· Implement hygiene and health measures, 
 e.g. wearing masks, washing hands regularly with soap 
 or hand sanitizers, and avoiding sharing personal
 equipment.
· Sanitize the workplace regularly.

· Use various means to increase physical distance
 between employees and customers, such as installing
 transparent partitions at counters or marking the floor
 to indicate social-distancing spots among customers.
· Facilitate contactless delivery of products, such as
 allocating designated delivery points or allowing
 electronic transactions.

Customer contact

New workplace culture

Topic Course of action (Example)

Adjust the workplace and plans 
according to the situation
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 During the COVID-19 pandemic, employees’ health and safety of employees is 
one of the most important issues. Additionally, businesses must communicate clearly 
with employees if and when a restructuring or termination of employment is likely to 
occur and provide all necessary support post-termination.

 Employee management during crises also includes seeking staff’s opinions on 
new products and services, finding new markets and new trade channels, as well as 
re-skilling up-skilling of employees to prepare for business recovery. For example, 
some companies co-create new businesses with their employees to serve the emerging 
demands of customers.

Communicate clearly with 
employees and adjust the employee 
management system during a crisis

Topic Course of action (Example)

· Communicate clearly to employees about the measures
 and actions to be taken during a crisis.
· Boost employee morale and support their mental health.
· Welcome employee-led initiatives and opinions.
· Welcome employees' engagement.
· CEO and senior officers led by examples.

· Minimize communication barriers and processes
 between management and employees during a crisis.
· Avoid unnecessary business operations, such as
 documentation, to increase workforce flexibility.
· Ensure timely processes for decision-making.
· Encourage collaboration across departments,
 e.g. legal department and account department
 may help with sales operations.
· Expand and enhance the workforce’s skillsets to
 increase organizational capacity.

Employee management 

Communication

Examples of communication and employee management system 
during a crisis
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 Digital technology is one of the key solutions to mitigate the impacts of the 
COVID-19 pandemic. It enables working, remote meeting, online learning, and 
online shopping via several available platforms. Some enterprises with sufficient 
technological capability prior to the crisis are still able to operate and adapt to 
the new normal efficiently, whereas others are inevitably propelled to increase 
their technological capability during this crisis to survive. Especially for small and 
medium-sized enterprises (SMEs), digital skills and digital literacy have become 
essential tools for them to thrive and cope with challenges posed by the COVID-19 
pandemic. It is, therefore, advisable for all enterprises to regularly up-skill and 
re-skill their employees, especially the digital skills.  

Examples of skills for up-skilling and re-skilling the workforce

• Digital marketing
• Data analytics

• Leadership
• Complex problem solving
• Business negotiations

Soft skill

Digital skill

Topic Guideline (Example)

Up-skill and re-skill the workforce 
to enhance their technological 
capability 
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Ensure data management is effective 
and ready for use during a crisis9

 Data management is highly important, especially during unprecedented times 
of the novel coronavirus. The shift to remote working calls for remote database 
access, so databases need to be stored at multiple locations, including digital data 
storage. Hard copies might also need to be relocated to different storage facilities 
that are not affected by the disruptions. Companies’ data should be accessible for 
executives and all employees so that they can resume their duties as efficiently as 
possible.

 As data is an important asset to any organizations, it is essential to safeguard it 
from online attack, damage, or unauthorized access. All enterprises should focus on 
data security (or cybersecurity) in order to protect their networks, devices, programs, 
and data from loss or corruption, especially in the age of digital economy.

 

Topic Course of action (Example)

· Keep backup data in different storages in at least
 two different locations.
· Keep digital data and cloud backup.
· Allocate specific personnels to be in charge of
 data backup and accessibility.
· Set password for systems and encrypt backup files, with
 a data recovery system.
· Regulate downloading from unknown and unreliable
 websites, along with an access control system. 
· Install a security system for network and computers,
 e.g. firewall.
· Install an antivirus software on computers and
 always keep it up to date.
· Create a strong password that is not vulnerable and
 does not contain directly identifiable information,
 with at least 12 characters long.

Data security 

Data backup

Examples of organizational data management during a crisis
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 Businesses should always identify new opportunities that may arise from the 
changes both during and after crises, including changes in consumer behavior and 
government policies.
 For instance, an increase in digital technology usage, reduction of office space, 
needs for hygiene awareness, more environment-friendly focus, shortening of supply 
chain, and emphasis on the local economy are among significant changes during 
COVID-19 situation. Enterprises should prepare to modify their business models to 
response to emerging opportunities.

Examples of business opportunities in the future

Identify new business opportunities 
that may arise from the changes 
and prepare for future prospects

Changes from the
Covid-19 pandemic
and future trends

Identification of business opportunities

· Develop new online trading channels through multiple
 platforms and promote digital marketing.
· Tailor products to the right size and packaging that is
 beautiful and convenient for delivery.

· Improve products and services to meet high standards
 of cleanliness and hygiene and assure consumers
 of their safety.
· Provide hygiene and well-being products and services
 to meet increasing demands, e.g. face masks,
 alcohol gel, home-and-office cleaning products and
 services, personal hygiene products, herbs, and diet
 supplements, etc.

Greater public awareness
of personal hygiene,
cleanliness, and safety

More internet users
for both online transaction
and work
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Changes from the
Covid-19 pandemic
and future trends

Identification of business opportunities

· Small and medium enterprises in different fields
 form a business alliance with large businesses that
 want to diversify risks from their existing ventures.
· Provide advisory services on business risk
 diversification for entrepreneurs.

More business
diversification strategies

· Adjust the spaces and services in hotels and hostels to
 accomodate potential costumers looking for temporary
 office space.
· Redesign condominiums and housing estates to provide
 better space for working from home.
· Develop furniture products that facilitate working from
 home, e.g. small foldable desks, room partitions for privacy.

Reduced office space

· Develop products and services that focus on
 environmental values and good governance, 
 e.g. biodegradable packaging, recyclable products,
 avoiding illegal labor in production and service processes.

Growing public awareness
of environment and good
corporate governance

· Develop an education business or an educational
 startup (Edtech) that responds to new changes,
 e.g. a personalized education, an educational service
 that entertains learners through online games.
· Other businesses may consider workforce skills
 development  (up-skill and re-skill) through online
 channels.

Integration of online and
offline education

· Adjust products and services that previously focus on
 foreign consumers to meet the needs of local tourists
 and domestic consumers.

Government policies 
focusing on domestic
economy
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Checklists of a recommended  
course of action for the private sector 

 Enterprises can use this set of checklists as a guideline for the recommended course 
of action regarding crisis management during the COVID-19 pandemic and other possible 
disasters in the future. This checklist of preparations consists of recommended actions for 
two different conditions: “Normal circumstances and long-term conditions” and “Emergence 
of a crisis and critical conditions”

1. Normal circumstance and long-term conditions 
√ Item 

 1. Set up a business continuity plan 
 1.1 The company has set up a business continuity plan team. 
 1.2 The company has appointed top executives to lead a BCP team. 
 1.3 The company has devised a BCP in accordance with international 

standards. (e.g. ISO 22301)   
 1.4 The company has practiced and executed its BCP annually. 
 1.5 The company has always exchanged and shared best practices with 

other enterprises. 
 1.6 The company has reviewed and updated its BCP regularly. 
 2. Effective business management 
 2.1 The company has a high cash flow to debt ratio. 
 2.2 The company has a low debt ratio. 
 2.3 The company has a single accounting standard. 
 2.4 The company has digital marketing channels. 
 2.5 Consumers can easily access the company’s digital marketing channels. 
 2.6 Digital payment methods are convenient. 
 2.7 Online purchases are delivered fast, conveniently, reliably, and without 

damages. 
 2.8 Digital marketing channels receive great customer reviews. 
 2.9 The company communicates regularly and maintains good relationships 

with customers. 
 2.10 The company communicates regularly and maintains good relationships 

with business partners and suppliers. 
 2.11 The company communicates regularly and maintains good relationships 

with concerned government agencies. 
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 2.12 The company has an efficient data storage system. 
 2.13 The company has distributed databases at multiple locations. 
 2.14 The company has computer security, cybersecurity, or information 

technology security. 
 3. Effective human resource management 
 3.1 The company has planned a working model during a crisis in advance. 
 3.2 The company has developed standard guidelines for working from home. 
 3.3 The company and employees are familiar with working from home. 
 3.4 The company communicates regularly and maintains good relationships 

with its employees. 
 3.5 The company always welcomes employees' opinions. 
 3.6 The company is concerned with human resource development. 
 3.7 The company encourages employees to engage in training and learning 

new skills such as digital skills, leadership skills, etc. 
 4. Leadership and readiness for future opportunities 
 4.1 The company’s executives are visionary leaders who understand the 

constantly changing business landscape. 
 4.2 The company has clear short-term, medium-term, and long-term 

strategies. 
 4.3 The company has the business agility to thrive in ever-changing 

circumstances. 
 
2. Emergence of a crisis and critical conditions 

√ Item 
 1. Setting up a business continuity plan team 
 1.1 The company has appointed top executive or senior officer as a leader of 

BCP team. 
 1.2 The company has appointed BCP committee consisting of members from 

different departments. 
 1.3 The company has regularly reviewed and identified necessary information 

regarding COVID-19 pandemic and related government measures. 
 1.4 If the company has BCP in place, the company has incorporated COVID-19 

situation into its BCP and updated its BCP accordingly.  
 1.5 If the company does not have BCP, the company has created BCP for 

COVID-19 situation. 
 1.6 The company has evaluated the impact of COVID-19 to its business. 
 1.7 The company has activated its BCP during COVID-19 pandemic. 
 1.8 The company has regularly reviewed its BCP during the changing situation 

of COVID-19 pandemic. 
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√ Item 
 2. Business preparation in advance for uncertainty in the future 
 2.1 The company is flexible in modifying its strategy according to the changing 

situation. 
 2.2 The company has prepared the strategy for scenario that the pandemic is under 

control, but the international borders are still close until the end of 2021. 
 2.3 The company has prepared the strategy for scenario that there are multiple 

new waves of infection with several lockdowns and strict measures until the 
end of 2022. 

 2.4 The company has prepared the strategy for scenario that there are 
widespread vaccinations resulting in global and local herd immunity by the 
end of 2021. 

 3. Managing financial liquidity, cash flow and business cost reduction 
 3.1 The company has increased its financial liquidity and cash flow by selling off 

some inventories, adding online channels for trading, asking for additional 
loan, or selling off the portion of business, etc. 

 3.2 The company has negotiated the delay or the suspension of debt repayment 
with the financial institutions. 

 3.3 The company has lowered its operating cost by modifying office space usage 
to reduce the rental expenses, branch closure, temporary reduction of top 
executives’ salary, or issuing internal measures to reduce utility bills, etc. 

 4. Developing new trade channel or new product and service  
 4.1 The company has access to digital trade channel. 
 4.2 The consumer can easily access to the company’s digital trade channel. 
 4.3 The company’s digital payment system is convenient for customers. 
 4.4 The delivery of products from digital order is convenient, fast and without 

damaging the products. 
 4.5 The company’s digital channel has high satisfaction rate from customer. 
 4.6 The company has developed new products and services according to the 

needs during COVID-19 pandemic. 
 5. Communicating and keeping the relationship with customers and partners 

in supply chain as well as government agencies 
 5.1 The company has informed the customers of the ongoing business and 

different ways for the customers to contact the company.  
 5.2 The company has communicated its compliance to safety and hygienic 

standard according to the government’s order. 
 5.3 The company has communicated regularly with partners and suppliers to 

understand their problems, obstacles and needs for assistance. 
 5.4 The company has communicated regularly with partners, suppliers and other 

enterprises to exchange information and best practices during the crisis. 
 5.5 The company has communicated with the Federation of Thai Industries, the 

Thai Chamber of Commerce and related trade associations or representatives 
to reflect the problems and obstacles and to help suggesting the solutions 
during the crisis. 
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√ Item 
 5.6 The company has communicated with related government agencies to reflect 

the problems and obstacles and to help suggesting the solutions during the 
crisis. 

 6. Adapting the working model during the crisis according to the situation 
 6.1 The company has issued physical distancing measure by avoiding large 

assembly of people and keeping personal distance of at least two meters as 
well as reducing activities that require employees to come in close contact 
with each other for an extended period of time. 

 6.2 The company allows work from home or arranges new workplace to increase 
the physical distance of office desks. 

 6.3 The company considers flexible working hours to reduce number of employees 
in the office at the same time as well as setting up limited working hours for 
team members to work together at the same location. 

 6.4 The company allows flexible working hours for the employees who work from 
home, especially for the family with children study from home. 

 6.5 The company utilizes flexible meeting methods such as video conference or 
zoom meeting. 

 6.6 The company exercises hygienic and health measures by imposing face mask 
wearing rule, encouraging regularly handwashing with soap or hand sanitizers, 
and avoiding sharing equipment. 

 6.7 The company regularly cleans the workplace. 
 6.8 The company has increased physical distance between employees and 

customers by installation of glass partitions for cashiers or marking the spots 
for physical distance of the customers while queuing. 

 6.9 The company provides non-contact delivery of product at specific location and 
provides electronic means of payment to avoid contact. 

 7. Communicating with cmployees and modifying employee management 
system during the crisis 

 7.1 The company has communicated and kept good relationship with its 
employees. 

 7.2 The company helps boosting the employee’s confidence and morale during 
the crisis. 

 7.3 The company always opens to employee’s opinion. 
 7.4 The company allows employee to engage and be a part of the team in 

solving the problems during the crisis. 
 

 8. Up-skilling of the employees and enhancing the technological capability 
of the organization 

 8.1 The company emphasizes employee’s development. 
 8.2 The company supports employee’s training for digital skill such as digital 

marketing, data analytics, etc. 
 8.3 The company supports employee’s training for soft skill such as 

communication skill, leadership skill, social skill, etc. 
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√ Item 
 9. Preparing enterprise content management during the crisis 
 9.1 The company employs good data storage system. 
 9.2 The company has multiple backup sources of its important data. 
 9.3 The company has data security and cybersecurity system. 
 10. Finding new opportunities from the changing in situation and preparing for 

business modification to new opportunities in the future 
 10.1 The company always follows the ever-changing consumer’s behavior. 
 10.2 The company always follows both local and global business environment. 
 10.3 The company always follows the changes in rules and regulations from the 

government. 
 10.4 The company has clear strategies for new opportunities in the future. 
 10.5 The company has high flexibility to change. 
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Templates and samples 
for setting up a business continuity plan (BCP) 
in crisis management 

  The business continuity plan (BCP)
   by the Office of the Public Sector Development Commission

 This business continuity plan (BCP) is created for organizations and enterprises 
to prepare, adapt, and respond to possible crises and emergency situations due to 
natural disasters, accidents, pandemics, or terrorist attacks. By incorporating a BCP, an 
organization is likely able to continue its operations despite disruptions from such 
situations.

 Without a back-up plan for business continuity, an organization could be severely 
impacted in many aspects: economy, finance, service, society, community, environment, 
health, and well-being of the people. Thus, a BCP is extremely essential for the organization 
in crisis management in order to cope with unexpected situations, ensure that critical 
business processes can still be carried out with as minimized disruptions as possible, and 
lessen the severity of the impact on an organization.

• To suggest the recommendations to ensure business continuity.

• To prepare an organization for crisis management and to lessen the impacts of the 
disruptions.

• To minimize the damaging effects on an organization.

• To reassure the public, workers, and other stakeholders of an organization’s morale 
and potential despite difficult circumstances and disruptions.

Objectives of the BCP 
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This BCP is subject to the following underlying assumptions.

• The emergence of critical situations does not have an impact on the back-up workplace 
and facilities.

• The information technology department is responsible for the data backup, and the 
back-up system is not affected by the emergency situations as the main system is.

• The “workforce” as detailed in this document includes all the employees in an 
organization.

BCP Assumptions 

Scope of BCP

 This business continuity plan is applicable for emergency situations arising in an 
office, a facility, or a department within an organization, including these scenarios:  

• Flooding

• Fire

• Political protest and riot

• Pandemic

 There are various forms of crises and emergencies. In order to ensure business 
continuity within an organization, provisions of resources are of paramount importance 
and, therefore, must be clearly identified in the business continuity plan. Effective re-
source provision can be achieved through analysing these five aspects of the impact.

1. Workplace and main facilities: the workplace and main facilities, such as the 
Headquarters, may be inoperable or inaccessible for staff members, customers, or 
clients during a crisis. 

2. Important equipment for main products and services: a crisis can potentially 
prevent the utilization of important equipment or disrupt the delivery of them, 
making it impossible to cater products and services for customers.

3. Information technology and important data: a crisis can disrupt the IT system or 
make important data inaccessible.

4. Main workforce: employees might not be able to carry out their work as usual during 
a crisis.

5. Business partners, service providers, and stakeholders: a crisis might prevent 
business partners, service providers, and stakeholders from performing their duties or 
delivering their products and services.

Analysis of Important Resources
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Summary of Crisis and Its Impact   
(Check P aspects affected by the crisis)

1

2

3

Flooding

Fire

Political protest
and riot

4 Pandemic

Crisis
Impact

Business
partners,

service providers,
and stakeholders

Personnel and
financial
resources

Information
technology and
important data

Important
equipment

for main products
and services

Workplace and
main facilities

 This business continuity plan (BCP) is not an applicable recommendation for problems 
arising under normal circumstances, especially if the problems do not involve a significant 
impact on the organizational operations and services. In fact, under normal circumstances, 
organizations are still able to adapt accordingly to changes and cope with difficult situations 
promptly because the board of executives, managing directors, and other departments are 
still capable and functional.

Business continuity plan team

 A business continuity plan team includes the board and team members who 
cooperatively manage, operate, monitor, and mitigate situations to ensure business 
continuity in times of crisis and recover to normal faster after the crisis. Each member has 
his/her role as the following.

1. The board of a BCP: assesses the overall situation including the trends, significant impact, 
and the tendency of the situation in order to make decisions, give directions, find 
necessary resources, and fully support other team members to ensure the business 
continuity.

2. BCP team members: execute the plans and procedures endorsed by the board with full 
support and provide necessary resources for ready use within their departments.

3. BCP coordinators: contact, communicate, and cooperate with other departments within 
the organization and follow the work plans to ensure business continuity.
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The Board of a BCP

BCP
Coordinator

BCP
Team 1

BCP
Team 2

BCP
Team 3

BCP
Team 4

BCP
Team 5

 Team members are listed in table 1. In case the main team members cannot perform 
their duties, the back-up team members should take over the roles. 

Table 1: Name list of team members and their roles in a BCP team

Mr. ...

Ms. ...

Mr. ...

08x-xxx-xxxx

08x-xxx-xxxx

08x-xxx-xxxx

Ms. ...

Mr. ...

Mr. ...

08x-xxx-xxxx

08x-xxx-xxxx

08x-xxx-xxxx

The chairman
of BCP

BCP team leader
from the department
of .....

BCP team leader
from the department
of .....

Roles
Main team members Back-up team members

Name Tel. no.Name Tel. no.
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Level of impact Criteria for the business impact analysis

• ....................................................................
• ....................................................................

• ....................................................................
• ....................................................................

• ....................................................................
• ....................................................................

Note : It is possible to determine the levels of impact according to appropriacies such as  
	 high/medium/low	or	very	high/high/medium/low/insignificant.

 An organization should prioritize and restore its critical business processes within the 
recovery time objective as indicated in table 2.

Table 2: Business impact analysis

Critical business
process

Recovery time objective (RTO)

1 Month2 Weeks1 Week1 Day4 Hours

Level of impact
or urgency

(high/
medium/low)

Note : 
1.	 The recovery time objective (RTO) is the targeted duration of time within which an organization 

aims	to	resume	its	operations	and	business	processes	and	restore	its	resources.	(ISO	22301:	
2019).

2.	 The	recovery	time	objective	(RTO)	can	be	modified	according	to	the	changing	situation.

 As for other business processes which are not as severely affected or those which 
are relatively flexible, a managing director might decide to reduce or suspend its production 
accordingly or, if necessary, it is possible to follow the same protocol as critical business 
processes.

Business impact analysis 

 The business impact analysis can assess the impacts on business processes and 
services based on the various criteria such as customer service, internal operations, legal 
or regulatory, and financial.
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Key resource analysis to identify business needs

1) Working Space Requirement

Table 3: Identification of back-up workplace

Back-up
working space

Work from home

Total

Resource

Recovery time objective (RTO)

1 Month2 Weeks1 Week1 Day4 Hours
Location
/Source

2) Equipment and office supplies requirement

Table 4: Identification of necessary equipment and supplies

Resource Source

Recovery time objective (RTO)

1 Month2 Weeks1 Week1 Day4 Hours

3) Information technology and database requirement

Table 5: Identification of technological needs

Resource Source

Recovery time objective (RTO)

1 Month2 Weeks1 Week1 Day4 Hours
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4) Personnel requirement for business continuity

Table 6: Identification of necessary personnel requirement

No. of operating personnel
at the back-up workplace

No. of personnel working
from Home

Total

Resource

Recovery time objective (RTO)

1 Month2 Weeks1 Week1 Day4 Hours

5) Service Requirement 

Table 7: Identification of necessary service providers

Total

Service Providers

Recovery time objective (RTO)

1 Month2 Weeks1 Week1 Day4 Hours
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Business Continuity Strategy

 A business continuity strategy includes a resource management strategy that outlines 
the alternative processes and resources needed to continue to operate during a disruptive 
event. There are five key resources as indicated in table 8.

Table 8: Business Continuity Strategy

Resource Business continuity strategy

• ....................................................................
• ....................................................................

• ....................................................................
• ....................................................................

• ....................................................................
• ....................................................................

• ....................................................................
• ....................................................................

• ....................................................................
• ....................................................................

Back-up
workplace
and facilities
Provision
of necessary
equipment &
office supplies
Important
information
technology
and database

Main personnel

Business
partners/
service providers/
stakeholders
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Process of the business continuity management and system recovery 

Day 1: immediate response (within 24 hours) 

For every activity, all personnel and participants should strictly adhere to the safety 
measures, protocols, and procedures to ensure the safety for themselves and others. 

Step and activity Role and responsibility Done 

 …………………………………………………….. 
 …………………………………………………….. 

 □
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □
□ 

 …………………………………………………….. 
 …………………………………………………….. 
 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 
□ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □
□ 

 
 

Day 2-7: quick response 

For every activity, all personnel and participants should strictly adhere to the safety 
measures, protocols, and procedures to ensure the safety for themselves and others. 

Step and activity Role and responsibility Done 

 …………………………………………………….. 
 …………………………………………………….. 

 □
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □
□ 

 …………………………………………………….. 
 …………………………………………………….. 
 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 
□ 
□ 
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Day 8: medium response (one week) 

For every activity, all personnel and participants should strictly adhere to the safety 
measures, protocols, and procedures to ensure the safety for themselves and others. 

Step and activity Role and responsibility Done 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 
 

Delayed response (more than one month) 

For every activity, all personnel and participants should strictly adhere to the safety 
measures, protocols, and procedures to ensure the safety for themselves and others. 

Step and activity Role and responsibility Done 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 …………………………………………………….. 
 …………………………………………………….. 

 □ 
□ 

 
  If the organization has a mission regarding security with sensitive and confidential information 

that could not be disclosed to the public, the BCP for those mission should be created and kept in 
the secure location as indicated below:

1. .................................................................................................................................................................................

2. .................................................................................................................................................................................

3. .................................................................................................................................................................................

4. .................................................................................................................................................................................

5. .................................................................................................................................................................................

6. .................................................................................................................................................................................
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Call Tree 

 For the BCP to be executed effectively and efficiently, a call tree procedure within 
an organization should be implemented. A call tree is a layered hierarchical communication 
model that is used to notify specific BCP team members of an event so that they can 
contact other staff members after an emergence of emergency or critical situations.

 The process of a call tree is initiated when the chairman of the BCP notifies the 
coordinator about the emergency situations, the coordinator then notify the BCP’s team 
leaders of the situations and the implementation of the BCP. Subsequently, the team 
leaders will notify other staff members in their department according to the following 
name list.

Table no. ..... Name list of staff members for a call tree within the department of…

Name Tel. no. Name Tel. no.

Mrs. ... 0x-xxxx-xxxx Miss... 0x-xxxx-xxxx

Mr. ...

Mr. ...

0x-xxxx-xxxx

0x-xxxx-xxxx

BCP team leader BCP team member

Table no. ..... Name list of staff members for a call tree within the department of…

Name Tel. no. Name Tel. no.

Mrs. ... 0x-xxxx-xxxx Miss... 0x-xxxx-xxxx

Mr. ...

Mr. ...

0x-xxxx-xxxx

0x-xxxx-xxxx

BCP team leader BCP team member
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(1) Team members and their roles for the business continuity plan

Roles and
responsibilities

Main team members Back-up team members

Name Tel. no.Name Tel. no.

(2) The organizational crisis and its impact (Identify the impact in five aspects)

1

2

3

4

5

Crisis
Impact

Business
partners,

service providers,
and stakeholders

Personnel and
financial
resources

Information
technology and
important data

Important
equipment

for main products
and services

Workplace and
main facilities

Handbook’s templates and 
recommendations 
for the private sector 
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(3) Business continuity strategy

Resources Business Continuity Strategy 

Workplace and
main facilities

Important equipment for
main products and services

Information technology
and important data

Personnel and
financial resource

Business partners /
service providers /
stakeholders

(4) Different scenarios and strategic and action plan for business during the 
COVID-19 pandemic 

Scenario 2
New waves of infection are
widespread with several
lockdowns and
strict measures.

Scenario 3
Many countries have
widespread access to
vaccines, and world
populations are vaccinated.

Scenario 1
The pandemic is under
control, but the international
borders are still close.

Scenario 4

Scenario 5

Future Scenarios Strategy and action plan for business
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(5) Cash flow management and cost-cutting strategies

Ensure financial liquidity
and cash flow

Cut operating costs

Topic Course of action

(6) Expansion into new markets and development of new products and ser-
vices to meet emerging demands during a crisis

Topic Course of action

Expand business
into new markets

Develop new products
and services
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 (7) Communication and relationship management during a crisis

Topic Guideline

Customer

Business partners

•  Government agencies
• The Federation of
 Thai Industries
• Trade associations

(8) Adjustment of the workplace and plans during a crisis

New workplace
culture

Customer contact

Topic Guideline
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(9) Guideline to up-skill employees

Topic Coures of action

Digital skill

Soft skill

(10) Up-skilling and re-skilling the workforce

Topic Guideline

Communication

Employee management
system
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(11) Business opportunities in the future

Topic Guideline

Data backup

Data security

(12) Business preparations for the future

Changes from
the COVID-19 pandemic

and future trends
Identification of business opportunities

Many more internet users
for both online transaction
and online work

Greater public awareness
of personal hygiene,
cleanliness, and safety

Reduced office space

More business
diversification strategies

Growing public awareness
of environment and
good corporate governance

Integration of online
and offline education

Government policies which
focus more on the domestic
economy.
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