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“Your  Host”

Inspired by…



• Se t  up  a  c r i s i s  opera t ions  
cen t re

• Do s t ress  tes t ing

• Preserve  cash  and  cap i ta l

• Shor ten  and  “shock -p roo f ”  
supp ly  cha ins

• Improve  v i r tua l  de l i ve ry

• Empower  remote  work fo rce

• Embrace  d ig i ta l  
t rans fo rmat ion

• Upgrade  cyber  secur i t y

• Cons ider  “ag i le ”  approach

• Use  f ree  t ime fo r  t ra in ing ,  
p lann ing  fo r  the  fu tu re

The “Agenda”NOT



1. Stages  o f  a  c r i s i s

2 . Tak ing  care  o f  peop le

3 . Learn ,  lea rn ,  lea rn

4 . Tes t  and  ad jus t  p rocesses

5 . St ra teg ic  res i l i ence

6 . Compet i to rs ’ bus iness  
mode ls

7 . In te rna l  s t reng ths  –
depar tments

8 . In te rna l  s t reng ths  –
peop le  

9 . The  “New Norma l ”  –
bus iness

10 .The  “New Norma l ”  –
peop le

The “Agenda”



First, Do No 

Harm

Stabilize 

Situation

Optimize 

Maximize

Prepare 

for 

Future

1)  Stages of  a  Cr is is



1. “Me,  myse l f  and  I ”

2 . Employees

3 . Cus tomers

4 . Par tners

5 . Communi t ies

6 . Stake  ho lders

2)  Take Care of  People

Segment!

Segment!

TARGET Action #1 Action #2 Action #3

- Suppliers

- Distributors

- Etc.



… and tes t ,  tes t ,  tes t

… and  ge t  c rea t i ve !

3)  Learn,  learn,  learn

1. Honest appeal

2. Support others

7. Triple e-mail frequency

8. Promote competitors

5. Pricing test

6. Gift certificate donations

9. Free masks at store

10. Targeted offers

Price Uptake

70% 50%

100% 30%

130% 20%

3. Medical masks

4. Remote offers



4)  Test  and adjust  processes

HARD 

enablers

SOFT 

enablers

“Everything else 

in-between”

• HW, SW, machines, fleet

• Roles, resp’ies, comp’n

• Org structure

• Skills, experience

• Motivation, attitude 

• Team spirit

• Processes, task allocation

• Tracking, reporting

• Communication



Do you  HAVE a s t ra tegy?  Does  i t  s tand  up  in  a  c r i s i s?

5)  Check your  strategic  resi l ience



6)  Learn your  competi tors’ real business models

Peop le ,  and  compan ies ,  rever t  to  the i r  t rue  se lves  dur ing  
ext reme s t ress…

(Paul T. P. Wong, Clinical Psychologist)



7)  Test  your  departments’ resi l ience 

• Can they adap t?

• Can they do  th ings  
d i f fe ren t l y?

• Can they do  d i f fe ren t  
th ings?

• Are  they coopera t i ve?

• Are  they p roac t i ve?

• Can you  re ly  on  them,  
“ regard less ”?



8)  Check your  people’s  resi l ience

• W ho a re  ca lm under  p ressure?

• W ho are  f lexib le?

• W ho rema in  cheer fu l  and  energe t i c?

• W ho can  care  fo r  and  mot i va te  o thers?

• W ho show crea t i v i t y?

• W ho wi l l  go  the  ext ra  m i le?

WHO ARE YOUR FUTURE LEADERS?



9)  The “New  Normal”  in Business

• Eff ic iency…

• Off -shor ing…

• Remote  service…

• Dif ferent  s t ra tegies…

plus f lex ib i l i ty and res i l ience

and near  shor ing plus  robot ics

plus  sa les ,  work ,  in f rastructure

but  customer care  is  key
(NB: innovat ion becomes cheap)

Next slides…



• B lab la

• Qfegrwb

• Adfdsv

Remote w orking,  anyone?

(Source: Forrester Research)



Winning strategy,  anyone?
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• “Pas t  per fo rmance  
i s  no t  necessar i l y  
ind ica t i ve  o f  fu tu re  
resu l ts ”

• Can p red ic t i ve  
mode l ing ,  A I ,  
mach ine  learn ing  
he lp?

• How wi l l  your  
ta rge t  c l i en ts  
in te rna l i ze  the i r  
own exper iences?

• Who wi l l  they be?

10)  The “New  Normal”  for  People

Hero

Struggler

Hedonist

OR…?



YOU th ink THEY th ink

Cognit ive model ing,  cul ture coding,  neural  market ing

MONEY MONEY

Interested?

“Advanced Consumer 

Understanding and Communication 

Techniques – The Use of Cognitive Biases, 

Culture Coding, Neural Filters and More”

2-part workshop by Sandy Vaci and



Recap

1. Stages  o f  a  c r i s i s

2 . Tak ing  care  o f  peop le

3 . Learn ,  lea rn ,  lea rn

4 . Tes t  and  ad jus t  p rocesses

5 . St ra teg ic  res i l i ence

6 . Compet i to rs ’ bus iness  
mode ls

7 . In te rna l  s t reng ths  –
depar tments

8 . In te rna l  s t reng ths  –
peop le  

9 . The  “New Norma l ”  –
bus iness

10 .The  “New Norma l ”  –
peop le

REMEMBER… “We always make our worst mistakes in the best of times!”


