
Going Above and
Beyond Expectations for

Employees and
Customers in Crisis
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Meaningful, transformative, and inclusive approach A & B

EXPECTED

MINIMUM 

NOTHING

Meeting expectations in some or all areas

"Adequately informed" approach

Using the business as usual approach

WHAT ARE COMPANIES DOING?
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Esteem
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Empowerment Starts with Empathy

Maslow's Hierarchy of Needs
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"Our primary concern is the health and safety of our employees
and the people in the communities where we live and work."

 
 

Ok show us

Check in with Your
Values & Core Competencies



Update Existing Communication Plans



What features are you not using? 
Zoom breakout rooms

Facebook Live
Polling/Voting

 
 
 

Is everyone trained to use these tools?
If you don't know what people want - ask

Leverage What You've Got



Employee Communication
Considerations

The problems you already
had are still there
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Employee Communication
Considerations

Connecting younger gen employees with the seasoned employees
Giving your newer and less experienced employees chances to
participate and learn
This isn't short term, you may as well start now
before the economy ramps up again to
implement initiatives to retain good employees

 
 



Same best practices for in-person meetings apply
Have an agenda with a purpose/goal
Share the agenda before the meeting

State the ground rules (mute!)
 

Additionally
Do something to get people's attention

Invite everyone to participate or say something
"Eye Contact" Look at the computer 

Have Better Virtual Meetings



✔ Show and tell
✔ Take turns talking about favorite

travel spot
✔ Toastmasters Tip 

✔ Utilize the breakout rooms for deeper
meaning and to save time

 

Employee Meeting Boosters



Above & Beyond Employee Examples

Coffee with Doug



Above & Beyond Employee Examples



Customer/Member Communication
Considerations

Go Above and Beyond
 

Carpe Fortuna



Expected:  "Adequately updating, being
available, hosting page on website. 



Unexpected:
Frequent, routine updates
Free tools and resources

One-on-one support
Unrequested check-ins
Creative collaborations

Financing options
Podcasts
Hotlines

 

Expected:  "Adequately updating, being
available, hosting page on website. 
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Customer/Member Ideas



How-tos and Q&A
Interviews
Webinars

Highlights/Shout-outs
Give-aways

Quizzes
 

Customer/Member Ideas
Combine your Mission/Vision with a focus on their needs



Keep it genuine
 

Parting Thoughts
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Keep it genuine
Consider your capacity

Put providing value before profit 
Look for opportunity to share what you are doing

Best help your customers by looking to help them help their customers
As you return to work, consider the scenarios and be proactive

Parting Thoughts





GET IN TOUCH 
L A U R A  T H O R N E
Performance Improvement Consultant
E M A I L  
laura@laurathorneconsulting.com
L E A R N  M O R E
www.therolemodelway.com
www.laurathorneconsulting.com


