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Since the COVID-19 virus crisis began in our nation, the team at 
LABOV has listened and learned from over 200 leading corporations, 
associations, retail dealer groups and suppliers on how they are 
dealing with this unexpected and unprecedented dilemma. 

In this paper, our goal is to share an enterprise engagement 
roadmap for your organization to follow, whether it’s global or 
local. Our hope is that it inspires you to view the situation and 
your role quite differently, and ultimately, to take action that will 
greatly reward you, your enterprise and the customers you serve. 



©2020 LABOV Marketing, Communications & Training labov.com

Let’s start with the positives. 

Good Intentions. Most of the leaders we heard from are committed 
to doing their best for their people and customers through this un-
charted territory. None viewed the situation as one to capitalize on at 
the expense of their team, employees or customers. That is refreshing. 

Grace. This is a no-fault recession, with the government ordering 
citizens to, in effect, not conduct business as usual, hoping to lessen 
the impact of a pandemic. There have been countless examples of grace 
with large corporations, small businesses, associations, non-profits and 
individuals selflessly giving their resources, talent and labor to help 
others. This is an inspiring moment of grace in the history of our country 
and the world.

Re-Opening Hearts, Minds and Potential

“Nobody knows anything.” 
William Goldman, American novelist and screenwriter

“The challenge of the unknown future is so much more  
exciting than the stories of the accomplished past.” 
Simon Sinek, author and strategist

Better news. Unlike every recession or depression before now, 
this situation was not caused by a specific industry or unsustainable 
economic trend. After 9/11, our nation’s response included sweeping 
changes to prevent future terrorist attacks (the Department of 
Homeland Security was established, airport security changed forever, 
and so on). We will never go through this again. 

What no one knows. If we haven’t all admitted it, we need to: No 
one knows exactly what will happen next. A “V” or “U” or a “W” shaped 
rebound? Will we really never go to concerts, sporting events and 
restaurants as we did before? Will the entire economy eventually  
recover, or will certain industry segments cease to exist? 

“Grace is the weapon that disarms the dark.”  
Ann Voskamp, Canadian blogger and memoirist

No one knows  
exactly what will 
happen next. A “V”  
or “U” or a “W”  
shaped rebound?
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What we do know. Our position is that while the future is not 100% 
certain, each business must take ownership of the little piece of the 
world it can influence and declare its position in the simplest terms:

1 “ Based on the situation,  
we are not convinced our 
company will survive this. 
With that in mind, we 
will take measures needed 
to pursue that stance by 
reducing investment and 
resources, almost assuring 
we lower our level of service 
to our customer base.” 

You know how you’d react if your top supplier or business partner 
communicated either of the above to you. And bear in mind that if you  
do not communicate clearly, your stakeholders will fill that void with 
negativity (it is human nature). 

We must realize every move we make or don’t make, every statement  
we make or don’t make is a clear message to our customers, 
shareholders, employees and communities. Your stakeholders (and 
competitors) are watching and listening to you. This is not the  
time for “c-speak” or “political posturing.” It is a time for leaders  
to step up and make a clear, confident statement like this one  
by the president of a leading metals producer:

“For me, this has freed up an enormous amount of time, 
which is good. I can think, plan and follow up. I’ve got a 
great team. We’re not perfect, but we know how to execute. 
Our multi-million-dollar plant expansion will proceed as 
planned, period.” Kurt Breischaft, President, SDI La Farga

Global manufacturing 
leaders confessed they 
are not prepared for 
their teams to work 
from home.
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2  “While we cannot predict  
with exactitude the immediate 
future, we are convinced that 
future will indeed include our 
business, people and offerings. 
We will move forward with that 
confidence and position ourselves 
as powerfully as possible to 
emerge from this, and eventually 
be stronger for it.” 

or
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Technology is not THE answer. It is THE vehicle, for now. Let’s 
say you’re about to drive across the U.S. for a vacation, but suddenly, 
there’s an oil embargo and no gasoline is available. You’ve owned a gas-
powered car for years, but to quickly solve the problem, you purchase 
an EV (electric vehicle). Great idea. EVs are outstanding vehicles. But 
you still need the same basics: a safe driver with a driver’s license 
and a GPS to guide you, or you will be just as lost driving that EV as 
you would have been in the gas-powered car. Same thing with your 
communications. Your message now more than ever must be personal, 
sincere, relevant and confident, or it will be lost no matter the  
delivery method. 

Sacred Cow time. Drop the yawners. The all-too-common 
COVID-19 communications that well-intentioned businesses have 
created and blasted out have been “yawners.” Don’t waste your time 
or your audience’s time repeating the words everyone else (and you) 
have said time and time again. Get to the heart instead: Why are 
you doing what you’re doing? Why do you believe this is in the best 
interests of your employees, customers and suppliers? 

“The lack of insight in how businesses are communicating is 
pretty telling. The world doesn’t need their first email from 
you to say that you are ‘open for business.’ They also don’t 
need the millionth email on ‘Tips for Working Remotely’ and 
so on. Say something useful, different, and not tone deaf...or 
keep going back to the drawing board.”  

Don’t waste your time 
repeating the words 
that have been said 
time and time again. 
Get to the heart 
instead.

Grace offer: Our team at LABOV will review the drafts of your 
COVID-19 communication gratis, to ensure your positive intent 
shines through. We’ve been happy to offer this throughout the  
crisis for clients, friends and municipalities. > insights + 

research™
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Dirty Little Secret. The “B” word. A very close friend and supplier 
partner told us their business was decimated by the crisis, but he was 
still paying his dozen employees to “sit at home and do nothing.”  
He was proud (rightfully) of looking out for his team. But…

“The cure for boredom  
is curiosity. There is no 
cure for curiosity.”   
Dorothy Parker, American  
Poet and writer

“I would rather die 
of passion than of 
boredom.” 
Emile Zola, French  
novelist and playwright

Boredom leads to disconnects and discontentment. As thousands 
of paid employees nationwide are left home alone or at the store alone, 
they will exhibit human responses, including losing their motivation  
and passion. They will lose track of the amazing features of the 
offerings they sell, and their brains will stop producing creative 
ideas to sell and service their customer base. They will grow more 
disenfranchised every day. 

As thousands of paid 
employees nationwide 
are left home alone, 
they will exhibit 
human responses,  
such as losing their 
motivation and 
passion.

Okay, so what about the other “B” word:

Boredom, the other “B” word. Many people are bored, sitting at 
home doing little. They are bored at retail locations waiting for the 
occasional customers to walk in and distance themselves. Their 
families are driving them nuts. Divorce rates will soon be rising, 
along with pregnancies, but that’s a different story, kind of. And it 
gets even worse:

Global manufacturing leaders 
confessed they are not 
prepared for their teams to 
work from home, but they’re 
continuing to pay them 
hoping they will be ready for 
action after things improve. 

Scores of small business owners 
who sell and service products 
nationwide are trying hard to 
keep their staff paid and intact 
despite there being almost no 
business traffic going on. 

Yeah, 
but…
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As a business leader, think about what is being wasted  
at your enterprise as this happens: 

“Words create worlds.” Bruce Hodes, CMI Consulting

A Word to the Leaders

Many of you are exhausted dealing with an extraordinary range of issues, 
from staffing challenges to sales channel problems, supply chain breakdowns, 
credit lines, etc. You are not bored; you are rightfully depleted. Don’t confuse 
your situation and role with others who are in entirely different situations. 
They are hungry for attention and guidance and want to make a difference; 
they’re just not sure how to do that. You can help them help you.  

That new product you were about 
to launch (think of the money 
invested in it) is not top-of-mind, 
if in the mind at all.

 The training you already invested 
in is all but lost, since no one is 
accessing it now.

 The customers you have cultivated 
and grown for years are feeling 
neglected. 

Your brand experience has become 
diluted and confused. 

Your competition may be on the ball 
and racing ahead by mobilizing 
their enterprise. 
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“Tell me and I forget, teach me and I may remember, involve me 
and I learn.” Benjamin Franklin

This is the time to Re-Open Communication and Passion  
(it’s been that time for weeks, so get going).

You will never have the chance to prepare and motivate the dozens, hundreds or thousands  
of people in your enterprise like you do now. Good news: few enterprises are doing it, yet. 
Here is the recipe LABOV is recommending and executing with our clients and enterprises. 

Cover the COVID-19 bases: 
Communicate all the proper, 
factual information to pro-
tect people and explain why 
you’re doing this.

Re-train: Re-introduce the 
enterprise to the products 
and services offered to  
rekindle the fire. Leverage 
this time to train and  
educate your teams.

Launch: Begin the launch of 
new offerings that likely were 
stunted or delayed. Now is 
not the time to wait (don’t 
assume your competition  
is asleep).

Introduce and establish new 
processes: Start now to refine 
new processes (distancing, 
sanitary, online service and 
sales, for example) that will 
be necessary as a result of 
the crisis so that all involved 
are following the right  
approach.

Two-way sharing: Engage the 
entire enterprise, including the 
people on your team or at your 
retailers who are out there 
living this every day and share 
their best practices to inspire 
others to do the same.

Celebrate and prepare to re-open: 
And lastly, celebrate the great 
accomplishments made and 
prepare the enterprise for the 
rolling re-openings that will 
occur in the near future.
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The truth about our recommendation

We have recommended this approach to numerous companies  
and have received only two types of responses.

From two global automotive 
manufacturers:

1  “No thanks, we have it all figured 
out. We’re really, kind of doing 
all this. We don’t need any new 
approaches or help.” 

2   “This is so true. We have product 
launches that were cancelled. 
We need to change the way we 
interact with customers. We are 
woefully behind. Our dealers are 
all over the board in how they’re 
handling this. They need our 
help and support.” 

From two global B2B  
manufacturers:

1  “We’ve spent three years and 
millions of dollars developing this 
new product. Now we’re going to 
push out the launch another year 
due to COVID-19.” 

2  “We want to be ready to relaunch 
our brand. COVID is not going to 
slow us down. We’re not waiting, 
we’re charging ahead.” 

While it may be possible for a company to do this themselves, it is 
not likely. For most companies, this kind of approach is not a core 
competency. There is also a significant advantage in having the fresh 
perspective of a third-party that can see the positives in what you and 
the enterprise are doing. Either way, we strongly feel it must be done.

And one more critical recommendation…get a “pulse.” We execute 
the above agenda in a precise, weekly pulsed communication. It often 
utilizes blended technologies, for example, an e-newsletter with 
links to your company portal or training site. This is not a one-time 
communication Hallmark card; it’s far tougher. It is an ongoing, faithful, 
interesting and engaging communication that stokes the fire of passion 
and hope. It is produced every week at a precise time of day. That 
precision and rigor is a message to teams that leadership considers  
this communication critical to the company’s success. 

A weekly pulsed 
communication, 
utilizes blended 
technologies, 
makes critical 
communications,  
consistent  
and precise.
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Wrap it all up

We have presented this insight for those businesses who have been doing 
the right things, showing extraordinary grace and have not compromised 
on their commitment to the ongoing success of the enterprise. Thank you. 
You most probably endured major setbacks including lost or interrupted 
product launches and other major commitments that your entire 
enterprise had great emotional and financial investment in. You’ve done 
this for people—employees, customers, shareholders, and your community. 
Why not bring them closer to you than ever?

There has never been a crisis like this. There has never been more grace to 
build upon. There has never been a more important moment to overcome 
the physical, mental and emotional distance among the people of your 
enterprise and to rally them to join you as you face a positive, hopeful 
future together.  

It is time to re-open the hearts, minds and potential of your enterprise.  

About LABOV
We specialize in corporations and organizations that sell and/or 
service through the channel. We launch, we engage, we market 
and we train, in partnership with some of the leading brands in 
the world. In the retail sector, that includes The Macallan Scotch, 
Hyundai, Flexjet, Audi, Airstream, UPS, Harley-Davidson and 
others. In B2B, that includes Heil Trailer, Steel Dynamics,  
Betts, Carrier, Ingersoll Rand, John Deere, SDI La Farga  
and other leading manufacturers.

Contact LABOV for assistance, including gratis review  
of your drafted COVID-19 communications. Let’s jam.

letsjam@labov.com

labov.com

260-497-0111


