COVID-19 BUSINESS
ADJUSTMENT EXERCISES
How might you adjust to the current business landscape?
We’d like to offer some practical exercises to assist you in
creating an overall framework to answer this question — the
hope is that this can offer a new lens through which you can
evaluate potential opportunities. Using these worksheets,
you can personalize responses to behavior changes within
your industry, working to embrace an intentional shift in
your business in response to how your customers’ needs
might be changing.
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UNDERSTANDING THE BEHAVIOR OF MY CUSTOMERS
We encourage you to try the following exercise, perhaps as a team, to understand how the behavior of
your customers is changing. Start by reviewing the following list of general consumer behavior changes
that have arisen as a result of COVID-19. There may be others that you have noticed or would like to
add. Once you have reviewed the behavior changes, begin to list how these changes will affect your
customers and/or industry. (Please note that not everything on the above list will affect your customers
equally. There may also be other items that affect your customer base that are not listed here.)

Behavior Changes

Changes I observe specific to my customers/industry
Ex. A personal trainer might note that customers will no longer be visiting the gym.

Increased focus on hygiene and
health consciousness

Reduced mobility/travel

Small outdoor gatherings of
neighbors bound by
circumstances
More heating, working, leisure,
exercise from home

Fewer activities in enclosed
spaces

More activities in open
spaces/outdoors

Greater caution with
discretionary spending

Greater reliance on delivery
(food, household items, etc)

Do-it-yourself activities and
projects
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SHIFTING OUR FOCUS TO ACCOUNT FOR CUSTOMER CHANGE
Understanding that the behavior of my customers may have changed (temporarily or permanently),
marketers must take stock in what they have, revisit their mission, and determine how to adjust. Once
you have identified how the behavior of your customers has changed, review the following list of
resources, assets, and your mission, and consider how you might alter your offerings. In the column on
the right, indicate how you might re-deploy what you have to the marketplace.

Behavior Changes

Changes I observe specific to my customers/industry
Ex. A personal trainer might offer online lessons, live group training classes,
and personal consultations.

Capacities

Ideas

Relationships

Intellectual property

Competitive advantages

Skills

Past history

Offerings

Lessons Learned
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