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Introduction
The COVID-19 pandemic has been one of the most profoundly challenging times
in U.S. history. Blindsided by a virus that is both pervasive and relentless, many
businesses have been faced with temporary shutdowns, furloughs, and drastic
shifts in their business models. For others, it has meant closing their doors forever.
In the final week of April, 2020, Insperity conducted a client survey to get a sense
of just how significantly businesses were being affected. Not surprisingly, the
impact has been profound.
Most respondents (87%) reported that the pandemic has hurt their
business finances. Accordingly, respondents reported their top concern
has been business continuity (82%). However, employee worries are also
key priorities, including employee well-being and mental health (64%),
workplace safety (57%), and engagement/culture sustenance (47%).
Many respondents have been responding to the challenges COVID-19 poses.
Overwhelmingly, most respondents (92% percent) have taken steps to ensure
employee safety, including moving a significant number of employees to a
work-from-home model (78%).
One in five have reduced employee work hours, while 16% have enacted
temporary layoffs or furloughs. Other actions have included reducing base pay
rates for some or all workers (15%), closing locations temporarily (14%), and
making permanent workforce reductions (9%).
Just 5 percent of those surveyed indicated their organizations’ workplace
safety, locations, work hours, staffing, or wages have not been affected. At the
time of the survey, 27% of respondents indicated that they had reduced their
staff due to the COVID-19 pandemic.
The respondents remain optimistic, though. Following their near-term staffing
level changes, 56% expect their employee count to be at or above pre-COVID
levels, while 18% expect their employee count to be below pre-COVID levels.
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At Insperity, we believe that one of the defining characteristics of the American
entrepreneurial spirit is resiliency. Business owners, by definition, are problemsolvers. In crisis situations, entrepreneurs often emerge stronger, smarter, and even
more determined to succeed. They teach us about what is possible with creativity,
tenacity, and grit.
Insperity has been advising businesses, in good times and bad, for more than 30
years. This e-Book is designed to present some of the lessons we’ve learned from
prior down times as well as in this current crisis.
Here, we will share with you the best practices we’ve been recommending
to our clients, including the strategies and processes that help businesses
rescue themselves, recover, and rebuild.
Along the way, we’ll be sharing the stories of businesses that have found ways not
just to survive, but to thrive, despite the odds.
Many of these best practices were presented in the 10-part series and the
information presented in the series has informed much of the advice presented in
this e-Book.
In addition, we will focus heavily on how to best support and motivate employees,
as they are the lifeblood of every organization. This pandemic has placed enormous
responsibilities on the shoulders of leadership—ensuring your team’s well-being,
managing remote employees, and preparing them for their return to the workplace.
Fortunately, there are concrete steps you can take to keep your employees safe
while inspiring them to perform at their best.
With their resiliency, American entrepreneurs have accomplished amazing things
through unthinkable hardships in the past. As we face the rebuilding efforts ahead,
we can use this time, and the resources and lessons available to us, to create better
opportunities in the future.
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During the past four decades,
Insperity has helped clients look at a
variety of economic, health-related,
and natural disasters through three
distinct stages: rescue, recover,
and rebuild.

CHAPTER 1

Rescue, Recover, and Rebuild
There is nothing normal about today’s business landscape. This pandemic, the likes of which we haven’t
seen in more than a century, has had a major impact on businesses of all sizes. But it has been particularly
devastating for small and midsize businesses (SMBs). However, this is not the first time America’s small
businesses have faced monumental challenges. From hurricanes to 9/11 to the financial crisis of the late
1980s, businesses have had to deal with the painful aftermath of massive upheavals. During the past four
decades, Insperity has helped clients look at a variety of economic, health-related, and natural disasters
through three distinct stages: rescue, recover, and rebuild.
Depending on the type of business, region, and business model, among other factors, businesses
across the country are in different stages of coping with the COVID-19 pandemic. Some might still be in
the rescue stage, while others are beginning the process of rebuilding and even recovering.

Phase I: Rescue
A big part of this crisis’s rescue stage has been the Coronavirus Aid, Relief, and Economic Security (CARES)
Act, which provided various loans and grants to SMBs. Without that assistance, countless businesses would
have gone under. However, while important, those measures were temporary. To survive, business leaders are
having to find creative ways to rescue their businesses without the help of future handouts.
When your business is in the rescue phase, the goal is triage. You may feel like you’re in survival mode,
looking for any opportunity to stave off the threat and keep your business going. During the pandemic, many
businesses have made significant operational changes. They may have shifted much of their workforce to
remote work. Some businesses have significantly expanded their online presence and e-commerce abilities or
begun offering new products or services.
With each shift has come the need to adapt. For businesses with remote workers, that has meant learning
how to get maximum productivity out of each employee, while maintaining a positive company culture. This
requires nearly constant communication and transparency from leadership. For those making the shift to
online sales or new product offerings, adapting has meant assembling the necessary infrastructure and tools
to support those new ways of doing business.
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During this difficult time, every decision matters. To make these decisions, you must bring your best and
brightest together. Fortunately, technology has evolved, and there are myriad tools and platforms to help
teams communicate and collaborate from afar. Gone are the days when weekly staff meetings were sufficient.
As you’re in rescue mode, your leadership team must huddle every day, because during this time, there will be
constant, important decisions to be made.
Business owners don’t have the luxury of compartmentalizing for just one thing. Of course, during the rescue
portion you must focus on what you need to do today to keep your business operational and make progress toward
your next phase. That is a survival instinct. If you have that rescue mindset, you can’t stay in that alone every day.
Call on your colleagues, advisors, mentors, employees, and even your customers to give you feedback about what’s
working and what needs to change. And know that these people are on your side. They want to see you succeed.
The best disaster recovery plan includes surrounding yourself with smart, capable, driven,
committed people who can think through a situation and make good decisions. Focus on the reality of
what’s happening. Stick to the facts, and keep a level head.

Phase II: Recover
Once your business has faced the immediate threat, and you have determined how the organization will
continue to operate, it’s time to think about recovery. You must manage the reality of what has happened and
think about the necessary steps to take to get back to where you were. There will be many questions, including:
• Where do we go from here?
• Can we take advantage of downtime or a slow business period now to position
ourselves to be stronger?
• How do we model our business today to get where we want to be tomorrow?
As business owners, you must keep your ultimate desired outcome in mind. Look at the changes your
business has undergone, and think about how these shifts will affect your business in the future. One of the
most astonishing aspects of this pandemic has been how it has helped some organizations usher in changes
that may otherwise have taken years to implement or which may never have happened at all without the
monumental shifts caused by COVID-19.
Think about how many workers were told that their jobs couldn’t be done remotely. Then, almost overnight,
they were working effectively from home. Some organizations have gone completely virtual because of the
pandemic, giving up their office leases for good. Others have begun onboarding new hires remotely, which has
required new management skills and additional effort to ensure employees feel included and trained properly.
For example, if you have people at home who don’t have enough work to keep them busy, what can they be
learning to help them be more productive and effective once the recovery gets to that next phase? They may
even have to develop entirely new skill sets if that’s what the post-closure business requires.
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The real key here is leadership
As you think about recovery and plan to rebuild, consider this time an opportunity to make necessary changes
to your business. So many businesses were affected by this global event, and each will be finding its own way
back. Now is the time to do that on your own terms, creating a stronger business that serves your customers
and communities well.

PHASE III: REBUILD
Because entrepreneurs think about opportunity, they have an optimistic and forward-looking mindset in the
face of the dangers their businesses face. They become more focused. They can more clearly observe weaknesses
and strengths. In fact, a crisis can cause the kind of out-of-the-box thinking that can not only rebuild a business
but reimagine it. Sure, there have been serious disruptions, but that kind of creativity and ingenuity are going to
result in some amazing new ways of rebuilding something better in the post-pandemic economy.
In his book, Take Care of your People: The Enlightened CEO’S Guide to Business Success, Insperity CEO Paul Sarvadi
coined the term “entrepreneurial faith,” which is the optimism of believing you’re going to get where you want
to go. That kind of faith is contagious and pulls people along. It makes them want to help you succeed. So,
go ahead and be an evangelist for your business. Embrace the opportunity to learn and change the game for
your business. When you look back on this time, you’ll see that you learned much more when you were facing
challenges than when you were just cruising along.
As you begin rebuilding your business, you may need to make tough decisions about where to
invest your time and resources. Think about what you need to do to maintain the people, place of
business, promotion, and other assets and actions you will need to bounce back. Keep a close eye on your
financials, and run several scenarios to determine how you might need to pivot to survive additional lean
times or maximize the gains when business turns around.
This is also an important time for ongoing communication. Turn to your employees, who have a vested
interest in seeing the company succeed. They will likely have ideas and feedback that can be invaluable.
And don’t forget to stay in close contact with your customers. Find out what they need now. How have their
businesses changed? And are there ways you can adapt what you offer or the way you do business so that you
can strengthen those relationships as you rebuild?
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In Insperity’s efforts to help customers navigate the challenges presented by COVID-19, it
developed a framework called “The Resiliency Curve.” It begins with a people-first mindset and then
takes the business owner through the journey from rescue to recover to rebuild. Those business owners
who successfully navigate that journey emerge as an employer of choice, one able to successfully
compete for talent even in the toughest job markets.

The Resiliency Curve

PHASE ONE

RESCUE

PHASE TWO

RECOVER

PHASE THREE

REBUILD

To learn more about business resiliency and to view the interactive resiliency curve,
visit www.insperity.com/resiliency-curve/
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CHAPTER 2

Employee Well-being
Employers have an obligation to protect employee health. Beyond simply taking cursory, precautionary
steps like keeping distant, wearing masks, and disinfecting the workplace, employers must look out for
employees in a holistic way. In addition to dealing with the immediate threat of the COVID-19 virus, they are
trying to work and remain productive, sometimes in overwhelmingly difficult circumstances. They may be
caring for children or aging family members. They may be feeling anxious or worried about their jobs. They
may not adapt well to new ways of working. Each of these scenarios has the potential to undermine their
engagement and relationship with your company.
A true focus on employee well-being includes actions and programs that care for the whole person.
As an employer, it’s important to do what you can to ensure that your organization contributes as much
as possible to your team members’ professional and personal stability, so they can bring their best to the
workplace.
How can you do this? Think about each employee as an individual. What is their family situation? Do they
have child care or elder care issues? Is it essential for them to physically be in the office, or can they work
remotely? What is the state of their mental health? Are they anxious about returning to the workplace?
Answering these questions requires strong and regular communication. While it was always important to be
in contact frequently with employees, now daily communication is required. In fact, during a crisis like this, it
is almost impossible to overcommunicate.
There is a general theory in crisis management that in the absence of information, people will fill the void
with their own speculation. So, tangible guidance from an employer makes a huge difference. The model often
used at Insperity is for a leader to answer three questions out loud to their employees on a regular basis:
• What do I know for sure?
• What am I thinking about?
• What am I optimistic about?
For what do I know for sure, stick to the facts; it’s something they can hang on to.
For what am I thinking about, leaders should discuss their own questions and give appropriate insight into the
planning stages.
Finally, for what I’m optimistic about, discuss your team and their resilience, the confidence they have in the
company, and how they see matters improving in the future.
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Back to business
For many companies, another significant transition awaits. As infection rates fall and various areas open
for business, workers who were previously at home due to furlough, temporary unemployment, or remote
work, are going to ultimately go back to their places of business. When discussing returning to the office with
employees, business leaders must make a clear distinction between the terms “comfort” and “confidence.”
Employees aren’t necessarily comfortable about going back to the workplace. Wearing a face mask is a new
habit and a constant reminder of the virus.
Business owners, managers, and supervisors can excel in building their teams’ confidence. Take the steps
necessary to ensure that your employees are as safe as possible and feel that you’ve got their best interests
at heart. Increase cleaning and disinfection of the workplace, provide masks and other personal protective
equipment (PPE), and enforce social distancing measures.
At Insperity, Sarvadi started reaching out to employees daily in early March, via video. During these sessions,
his words have been focused not on things like productivity, but more on taking care of yourself and your
family through these difficult times.

This approach shouldn’t be surprising
For employees to feel a sense of well-being, they need to believe that their employer is looking out for
them. Of course, misunderstandings and hurt feelings happen. But, with the goodwill you build over time, by
showing employees they matter, those issues become less frequent and more forgivable, because they are
recognized as anomalies.
Mathew Mugar, co-founder of transportation company Boa Logistics, remembers a particularly sticky
situation that was bruising his company’s culture. Mugar and his partner, Walter Lopes, both salespeople by
training, weren’t adept at handling sensitive HR issues. At the same time, the company quadrupled in size
in both head count and revenue in just six years. Mugar realized he needed assistance helping his growing
workforce feel heard when they had issues or needed to address challenges in the workplace.
Mugar reached out to Insperity for help. Within the first 48 hours of the engagement, his HR specialist
coached him on an issue that was affecting his team and inhibiting their progress. From the related legalities
to the nuanced conversations he needed to have, Insperity’s HR specialist helped create a solution that
helped him resolve the issue while respecting employees’ rights and protected the business.
“(Our Insperity relationship) has been fundamental in helping shape Walter and me into more powerful
CEOs, as we are now armed with the knowledge of employer and employee rights,” Mugar says. “If you don’t
take care of your employees, they will leave, and replacing and training employees takes time and money.”
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CHAPTER 3

Motivating employees during
difficult times
Since the beginning of the pandemic, employees have had to adapt to change like never before. Some workplace
disruptions are foreseeable, such as mergers, acquisitions, or layoffs. The organization usually has time to help
employees prepare. In this case, not only was the pandemic and its impact sudden; it was unlike anything most
have seen in their lifetimes.
Your company has likely faced sweeping changes in how and where your business operates. Your employees may
be dealing with remote work challenges, new schedules, juggling work and family in the same place, or rigorous
safety protocols while trying to meet performance expectations. If not managed properly, it’s a recipe for decreased
engagement and motivation. However, when handled well, helping your employees navigate difficult times
presents an opportunity to strengthen relationships and create a resilient team that adapts well to change.

Start with trust
If you expect your employees to continue performing in difficult times, you need to begin building trust
from Day One.
Think of trust like an interest-bearing savings account. If you regularly contribute to the balance, even in small
ways, it grows and compounds. Conversely, if you continue to draw on the account or neglect it, the balance can
quickly fall to nothing. When you’re going through challenging times, your employees will look to you for guidance.
But if they don’t believe what you tell them, or they have reservations about putting faith in the company’s
information and promises, they may be distracted, frustrated, or feel other negative emotions or attitudes.
When organizations take trust building seriously, the opposite happens. Let’s say you interview
someone for a job. You tell the candidate you’ll get back to them in one week—and you do it, even if you
don’t have a hiring decision to share.
Ultimately, the candidate is hired. They ask to attend a professional development seminar. You know there’s no
room in the budget, but you promise that you will make it a priority next quarter. Then, you follow up and approve
the seminar within that timeframe. As you interact with your employees, you act with honesty and transparency
and show concern for their needs.
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Now, when a crisis emerges, you continue to treat employees as you always have. When you update them about
the company’s plans, they know they can trust what you say. This allows them to focus on doing their jobs and
managing other aspects of their lives instead of devoting energy second-guessing the messages they receive.
Employees will usually believe you and put their faith in you until you give them reasons not to do so. When you
make those trust deposits, your team is far more likely to make it through difficult times.

Communicate honestly
Employees are usually more aware of what’s going on with the company than leadership realizes. And they
should be. Their jobs are their livelihoods and often a source of identity. So, it’s important that leaders help them
understand what’s happening during a crisis in an honest and transparent way.
Treat your employees like adults. During this time, they need regular updates about the state of
the company, what’s expected of employees and, to the extent possible, what lies ahead. There might
be times when you can’t share the details of a situation, but disclose what you can, and explain the
reasons you can’t discuss the matter further.
Such honesty and transparency are the best buffers against rumors and speculation, which can damage the
culture of trust you’ve worked so hard to build. If you do get wind of misinformation spreading, address it. Be
specific and direct, even when doing so is difficult. You might meet with your team and tell them what you’ve
heard, confirming or dispelling what you can. For example, you could say, “I’ve been hearing some rumors that our
company is headed for layoffs. I understand that’s a concern now because of the downturn in business. However,
our company has secured funding for our payroll for six months, and at this time, we don’t expect to have any
staffing changes this year.” A little transparency can go a long way toward quieting the rumor mill.

Look for warning signals
The pandemic has ushered in a period of economic volatility and widespread joblessness for many. You may
have had to cut staff, and employees are doing more with fewer resources. The collision of remote work and
taking care of children or family members may be creating undue stress on employees. These worries and
concerns can be consuming and lead to burnout, productivity and performance issues, lack of engagement,
and ultimately, turnover.

14

Stay in touch regularly with employees. Make time for staff meetings, but also connect one-on-one to
get a sense of whether individual employees are having trouble adapting, are worried, or are otherwise
distracted or struggling. In some cases, it may be a good idea to remind your staff members of resources
that are available to them, either through the company or community, to help them manage stress, worry,
financial issues, or other matters.
Sometimes, leaders need to be cheerleaders, too. Be a hopeful and optimistic voice for your employees. That’s
not to say that you should paint an overly rosy picture of the circumstances, but remind them of times the
team or company has gotten through challenges before. Share good news when you have it. Employees will
look to you for guidance during this time, so be aware they’re watching you—perhaps with more focus than
usual. Be mindful of what you’re saying and how you say it.
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CHAPTER 4

Managing Remote Employees
If you’re used to managing employees in an office setting, being unable to monitor desk time or visible activity
levels may feel a little bit like losing control over your team. Your employees, too, may feel out of sorts
working from home full time and adjusting to significant shifts in their days.
However, the changes you need to make to effectively manage remote employees can help you become a
better manager overall. You may find that you need to loosen the reins a little, focusing on outcomes rather
than process. Good remote team managers support their teams with the tools and technology they need
while providing them with clear instructions, constructive feedback, and praise for getting things right.

Understand the challenges
Shifting your entire work environment and practices, let alone during a global crisis, is going to be jarring and
require a period of adjustment for both employees and managers. There will be some trial and error before
you find the methods of communication and collaboration that work best for your team.
As we have learned during this crisis, new technologies allow us to have video conversations that
closely mirror the impact of face-to-face communications. When you can see someone’s face, you can
better gauge their mood, reactions, and overall well-being. With video communications, you can more
easily spot and address frustrations and areas of concern.

Establish guidelines
If you have multiple people working in disparate locations, you’re going to need to set some ground rules
so that everyone has the same expectations. Communication breakdowns and bottlenecks are bound
to happen. Emails and texts can go unnoticed. Unanswered messages can slow progress and frustrate
teammates. And a note dashed off by an ordinarily friendly and understanding person in a hurry can come
off as rude or insensitive. Provide employees with the right tools, and set expectations around how and
where they should communicate. For example, your team’s primary mode of communication may be email
or instant messaging, but you may want all project-oriented communication to be submitted through your
project management platform.
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Some productivity standards will vary with the job; others may be standard across the company. For example,
your company may expect customer emails to be answered by the end of the day and team members available
for calls from 9 a.m. to 5 p.m. Some projects may have longer lead times. A call center employee, on the other
hand, may need to resolve 10 client calls an hour while ensuring there are no crying babies in the background.
Keeping employee calendars available using a centralized platform can help make scheduling meetings and
calls easier. At the same time, managers should give employees some slack in this area. During a crisis, if an
employee needs to take some time in the middle of the day to tend to an issue, it’s usually a good idea to give
them the freedom to do so.

Manage the logistics
As employees work in disparate areas, you may find that you need help with new payroll, benefits, and
compliance issues. NearShore Technology is an IT project development firm with three U.S. offices and two
in Mexico, employing remote employees across six states. That means complying with six different states’
employment laws and regulations. The management team opted to get help so they could devote more time
to core business functions.

“When I was introduced to Insperity, it was like a giant breath of fresh air,” CEO
Gabriel J. Apodaca says. “The company genuinely cared about people. Its value
proposition included lowering the time I had to spend on HR and resource
management risk, increasing visibility [to job prospects], and keeping up with the
benefits and employer requirements for each state.side.”
— Gabriel J. Apodaca
CEO
NearShore Technology

NearShore is in the enviable position of staffing up during the pandemic to service its IT clients. As a
result, the firm needs to onboard employees remotely, giving them a seamless experience. Whether you’re
hiring new employees or providing for those who have been with you for a while, ensuring that they have
information about company benefits, as well as access to people who can answer questions about them, is an
important part of making them feel more at ease.
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Foster trust and productivity
The more you communicate with your team and give them the instruction and tools they need for success, the
more trust you will foster. If your team members were dedicated and took pride in their work in the office preCOVID-19, they’re likely going to do so working from home, too. In fact, some research suggests that remote
workers put in longer hours than their in-office counterparts.
Another way to keep employees engaged and foster trust is to maintain a commitment to their career paths.
Ensure that your remote team members stay on track for raises and promotions in order to help retain them.
Sometimes, being out of sight may put remote workers out of their bosses’ minds when it’s time to move
someone up, regardless of how hard they work. Help your team members identify what they need to do to get
to the next level, and then give them the guidance and tools to help them get there.
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CHAPTER 5

Returning to the Workplace
Depending on your company’s norms before the virus hit and your experience since the beginning of the
pandemic, you may be anxious to get your team back under one roof. Or you may be exploring options for
continuing and expanding remote work. Ultimately, returning to the office will likely require another period of
adjustment and blending the ways you worked before and after COVID-19 became widespread.
Businesses that require on-site employees to operate effectively are facing a daunting variety of new
responsibilities and obligations. You must also be sensitive to employee fears, and summon your best leadership
skills as you work to maintain and refresh your company culture.
When it comes to helping workers return to the place of business, there is no single, cookie-cutter, game
plan. However, as we’ve watched some companies re-open, some fairly universal considerations and effective
practices have emerged, including:
• Training. Employees need to be trained in new safety protocols, policies, and procedures. Don’t assume
that employees will understand proper disinfecting or social-distancing protocols. Much of what they
will be experiencing will be unfamiliar and daunting. These new lessons must be continually reinforced.
• S
 creening. You’ll have to screen all employees coming into your workplace. That goes for everyone. As
we have learned, when one infected person steps into a close-quarters workplace, people are exposed,
and the virus may spread quickly.
• Cleaning. Disinfecting needs to become part of the day-to-day life of the business. Fortunately, if
a business has been vacant for more than a week, a general cleaning will suffice rather than a more
intensive deep cleaning, according to Centers for Disease Control (CDC) guidance.i
• Distancing. Maintaining appropriate social distancing will be essential. A distance of at least six feet
between employees is the most recent recommendation from the CDC.
• Protecting. Your business will likely need to provide personal protective equipment (PPE), such as masks,
gloves, and other industry-dependent items. Masks protect both you and those around you. While there are
no federal mandates on wearing masks, private employers can require that all employees wear them.
• Traveling. Travel can be a risky proposition now, so it’s a good idea to limit business travel. Even for
companies that used to rely on frequent fliers having meetings around the country, times have taught us
how effective teleconferencing can be in lieu of face-to-face meetings.
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Sharing the Plan
Once the decision has been made to re-open, communicate with your employees to get them up to date on
your plan. It’s a good idea to hold a company-wide or team-wide videoconference to share the steps you will
be taking to ensure your team’s safety as the company brings people back to the office, store, warehouse, or
other commercial space. Be prepared with dates and specifics. Some questions you should be prepared to
answer may include:
• Will work be “business as usual?”
• Will new policies or protocols be in place? What should employees expect when they return to work?
• Will the company require—or allow—mitigation measures, such as temperature checks or
wearing face masks?
You should also be providing information on the steps you have taken to ensure the work environment is
clean and safe. Include plans on maintaining a safe environment and steps that will be taken if an employee
receives a positive COVID-19 test. Reiterate sick leave policies and reinforce requirements for employees who
don’t feel well to remain home from work.

“We feel very protected. Insperity is kind of like our guardian angel, watching out all
the time. They’re truly our team and make us feel so much more secure knowing
they’re on our side.”
— Monica Fleury,
VP of Business Operations,
Merrimak.

Scheduling changes may also be necessary to keep employees safe and accommodate social distancing
measures. Consider options like flexible scheduling, staggering in-office days, moving some employee
schedules to weekend hours, or expanding remote work options. You may need to make tough choices about
“essential” and “non-essential” employees to determine which employees return first. Be transparent about
how such decisions are made to avoid concerns about favoritism.
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Opening the doors
As you plan to reopen, maintain a sense of empathy and understanding. Remember, until schools are fully open,
many employees will be facing child care issues. Some employees will need flexibility to allow for child care while
still being able to meet their responsibilities and obligations to the office.
Some Insperity clients may find that some employees refuse to return to the office after their “stay-at-home”
order has been lifted, citing safety concerns. In such cases, you and your managers should help them understand
the precautions that are being taken, as well as why the employee is needed on-site. Reiterate safety and cleaning
protocols, and communicate expectations about changes to staffing and office arrangement to accommodate
social distancing. Ask questions about their concerns, and do your best to provide clear answers.
If an employee is just too fearful to return to the office, you need clear policies about expectations to share with
all employees. Consult your Insperity HR consultant and, possibly, your attorney, about the best protocol. Options
may include instituting a return-to-work deferment policy for a period, or escalating disciplinary action, including
dismissal, if the employee is unable or unwilling to perform the required job duties. The best option for your
company will depend on a variety of factors.
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Think of making a new hire
the same way you think about
investing in new products and
technologies: with rigor and logic.

CHAPTER 6

Talent Strategies for the Next Normal
COVID-19’s impact on the labor market is hard to overstate. Within weeks, jobless numbers were at historic
highs. This has shifted the talent acquisition and retention market considerably, resulting in far more talent
available for open positions. But don’t assume that you will be awash in game-changing new hires. While
there are more people looking for jobs now, talented employees tend to be in high demand in any labor
market. Now is the time to shift to more strategic thinking about attracting them to your company.
Think of making a new hire the same way you think about investing in new products and technologies: with
rigor and logic. Your talent acquisition program needs to be efficient, forward-thinking, and measurable.
This starts with the fundamentals: understanding the mission-critical roles in your company and the skills
necessary to perform them. You should also be thinking about the people your company is going to need to
get to its next phase of growth.

Creating the Culture
Sarvadi describes the importance of a healthy company culture and how it inspires employees to do their best.
“Corporate culture is like the oil in the engine. It is not a mechanical component or moving part of the engine,
but rather the lubricant that allows it to run smoothly and effectively. The culture sets the tone for the
company and defines how the organization treats employees and how employees should treat each other,
other customers, and other stakeholders.”ii
Great cultures help employees feel valued and perform at a high level. Their value is acknowledged.
Company cultures typically have two aspects: ethical and financial.
The ethical component of your culture is how you treat your people. You make sure the rules are fair for everyone
and that employees are treated with equity and respect. They’re encouraged to grow and are supported with
opportunities to upskill and advance within the company. Great cultures make it tough for employee skills to
become “obsolete” because they keep their workers engaged and invest in their training and mentorship.
It’s a good time to review those commitments to employees and take advantage of the pandemic to invest
in skills training. Many employees have time on their hands and would welcome the opportunity to learn
something new to help them be more effective and marketable in their future work.
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From a financial standpoint, investing in employees is simply good business. When you make great hires and
help them develop into leaders, you don’t just cultivate a committed, passionate team. You also benefit from
these new skills as they are applied in your workplace. Rather than spending money on hiring and onboarding
new employees—with all of the risk that entails—you have people you hand-picked, trained, and mentored
helping you grow your business.
As CEO of LicenseLogix, a leading provider of outsourced business licensing services, David Yount liked the idea
of helping his employees grow with his company. However, investing the time necessary to oversee such talent
development was challenging. Yount called on Insperity for his HR outsourcing in great part because of Insperity’s
on-demand and live training offerings for employees.
“I knew I couldn’t do all the training myself, nor do I have the knowledge to do many of the types of training we were
looking into,” he explains.
Insperity’s training and development offerings include more than 3,000 online courses; live, virtual
training sessions; and in-person leadership development programs. These offerings give employees the
skills they need to do their jobs and adapt to new jobs and responsibilities as the business adapts in an era
where COVID-19 is an ongoing reality.

Exploring Talent Needs—Now and in the Future
Over the next few years, our workplace is going to shift drastically.
Employees have proven that they can successfully perform many jobs at home. From a business owner’s perspective,
this opens enormous talent opportunities. You don’t have to think in terms of hiring from your immediate area or
relocating people to your location, since they can clearly do the job from their location.
Conversely, top-performing employees may suddenly have a world of opportunities because their talents may be
attractive to employers in other cities, states, and even other countries.
Demographic changes will reshape our workplaces, too, making succession-planning essential. Succession planning
identifies gaps in your workforce and in skill sets. But, in addition to thinking about the gaps your company has now,
you also need to plan for the short-term future.
Over the next five years, the better part of an entire generation will be leaving the workplace. You’ll need to replace
those workers with a combination of upskilling current employees, bringing new people on board, and perhaps
even hiring specialized talent on a contract basis or outsourcing duties that are not core functions of your business.
Focusing on the most essential roles that will help you grow your business is the most effective method of allocating
time and resources, and it gives you more time to devote to building the right culture.
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“Especially with the pandemic, Insperity
has been most helpful. Keeping track
of all that on my own would have been
very challenging, along with running
the business. Insperity offloads that HR
need but also does so much more than
just payroll and 401k; they provide
really helpful information on a wide
range of HR topics.”
Jeff Stebbins
president & CEO
New Vision Engineering Solutions.

CHAPTER 7

Business Models with
Built-In Resilience
The COVID-19 pandemic has exposed many flaws in our business models. When revenues were flowing in, as
they had been steadily for nearly a decade, it’s like you’re driving that Maserati down the road at 100 MPH.
You’re not looking at your costs, and you’re not looking at your margins. Because “business was good,” we
were not really paying attention to what was under the hood.
All of a sudden, the car has stopped cold. As we open the hood, it’s clear that the engine is about to fall
out of the car.
Thanks to the pandemic, small companies discovered key vulnerabilities. They should have had that
maintenance done way before this pandemic.
This period will be a brand-defining moment for many businesses.
Small businesses across the country which were unprepared for a crisis in any form, let alone one of this
magnitude, were blindsided. The upheaval to their lives and businesses led many to close their doors forever.
However, many business leaders have been demonstrating remarkable perseverance over the past months
and have found ways to reinvent their companies, add products and services, adopt new business models,
and otherwise pivot to help their companies find new ways to stay viable during this time. Insperity has been
talking with business leaders around the country, and what we are seeing is that innovation is happening in
real time. The crisis has fueled explosively fast business transformation.

Secrets to Pandemic Resiliency
If there is a common theme among the businesses which are best navigating this pandemic, it is resiliency.
And what we have learned from discussions with business leaders and experts is that the road to resiliency is
paved with integrity.
You will never see a resilient organization without integrity at the top. And the key to that integrity is an
honest assessment of the landscape and its challenges. Entrepreneurs tend to carry the weight of bad news
on their shoulders. They do not want people to worry about what the business is facing, so they try to shield
their employees.
The reality of the matter is that the employees either already know what the real risks are, or the rumors are
worse than reality.
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As a leader with integrity, you need to lay out the risks and the facts transparently, even if they are troubling.
Of course, businesses must also use this time to support and nurture their reliable and devoted employees.

The DVI Group CEO Matthew Lopes says the Insperity partnership really
made a difference during the COVID-19 pandemic:
“Insperity was actively seeking and communicating tons of information that
we never could have sorted through on our own. It was so nice to know we
have a partner helping us understand and meet the demands for federal
aid programs — and creating reports that made it so easy for us. When
something like this hits, that’s where the rubber meets the road, and they’ve
really shone through.”

Compassion and empathy are essential, but they also expect to be treated like the adults they are.
The pandemic is also providing business leaders with the opportunity to re-evaluate their customers. It is
often the case that larger customers are less valuable because of the high costs attendant on major accounts.
Dr. Eli Jones, professor of marketing and dean of the Mays Business School at Texas A & M University, says
you need to be strategic when it comes to evaluating relationships with your largest customers.
“You might have slimmer margins (with larger accounts) because of the cost to serve them,” he says. “But
within that group, you have some strategic accounts, too. While the margins might be slim on a particular
major account, that major account may supply other dividends. (It may supply) connections to the supply
chain, for example.”

Minding the Money
Finances and cash flow are being tested right now, and businesses need to find ways to save every penny.
Entrepreneurs must ask themselves, “How do I take my business model and make it as variable as possible for
demand? Since I don’t know what demand is, I am very hesitant to replace my fixed costs. And therefore, I’m
going to move my costs against revenue.”
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Think of the fixed costs of salaries. You may need some of your employees back just part-time until business
rebounds. Turning a salaried employee into an hourly employee allows you the flexibility to begin serving
customers again, but you can control costs until you see how fast your business bounces back.
You may be able to apply this sort of negotiation to other areas, as well. Both lessors and banks have, by
necessity, become far more flexible when it comes to payments. Landlords are reducing rents, while banks
are extending the length and terms of their loans. When you are transparent about what your financial issues
are, you may be surprised at the opportunities available. Such restructuring allows you to make your financial
obligations as affordable as possible.
Many businesses have been forced to innovate, rethink their business model, and re-evaluate their go-tomarket strategy. Most certainly must be thinking about expanding virtual business with customers and the
use of remote workers.
High-touch businesses are having to figure out how to deliver the same customer experience in a contactless
way. Sales teams that thrived on developing deep and value-based relationships with customers and
prospects are now having to figure out how to use virtual meetings and emerging technologies to achieve the
same results.
The real key for resiliency is to be strategic and look ahead to where you want your business to be months
from now and even years from now. Your number one competitor in this environment is the tyranny of the
urgent. If you don’t get beyond day-to-day issues, and you don’t start thinking strategically every day, you’re
not going to make it through this crisis.
Right now, our universal mindset should be to capitalize on this pandemic while at the same time
we are confronting it. This crisis has provided you with a unique opportunity to step back and evaluate
your entire business model. Because of it, you’ve been given the opportunity to innovate and take your
businesses to new heights.
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Leaders who work in an honest,
urgent, and iterative manner are
going to fare much better in the
long run. How they deliver their
messaging is going to matter.
They must communicate
often, honestly, clearly, and
compassionately.

Conclusion
There is no doubt we are experiencing tremendous uncertainty right now. No matter how difficult the shutdown
or its financial impact have been, in many ways this crisis is changing our society. It has drawn us closer together
as companies and as company families. We recognize everyone’s importance.
As an entrepreneur, you have made huge sacrifices—for the business you started, those you care for, and the
people who work for you. It’s never been more difficult to confidently plan or make decisions. One thing that’s for
certain today is that profound change is inevitable. Standing still isn’t an option. Companies have to pivot.
Many business owners have gained new insight into how their businesses were operating prior to the pandemic,
where they stand now, and where they want to take their businesses in the future. COVID-19 has taught us
to be more resilient. It’s teaching us that we need to be open to adopting approaches like remote work and
e-commerce, which are going to have a more significant role in the way we conduct business. It’s teaching us to be
open to doing things in new and innovative ways.
This is one of those moments when we must stop and look for the good in a challenging time.
You have already done incredible things with your people and for your people. We at Insperity
encourage you to continue doing just that.
Take the time, as you plan for reopening, to focus on company culture, which is particularly important. It may be
the best time ever to revisit team-building experiences. Have your managers and supervisors sit down with your
employees and find out what drives them, what motivates them. You may be surprised. You may learn how to
streamline your operations or integrate new and effective elements into your business model.
Leaders who work in an honest, urgent, and iterative manner are going to fare much better in the long run.
How they deliver their messaging is going to matter. They must communicate often, honestly, clearly, and
compassionately.
Just the fact that you have read this e-Book says a lot about you and how much you care about your business and
your people. This is a signal to your employees, who will see that you have their backs, are willing to do something
different, and keep them motivated and engaged during this challenging time.
It is going to take a remarkable amount of faith and optimism to see this through, but we believe on the other side
of this global nightmare will be a wave of innovation that we have not seen in decades. Prepare for this innovation
revolution by surrounding yourself with some of the smartest minds you can find to help see the underlying
opportunity amidst the adversity.
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At Insperity, we believe in the resiliency of the American entrepreneur, and we believe we are on the road
to recovery. Rebuilding our economy on local and national levels will require the ingenuity for which small
businesses are famous. However, now more than ever, they’ll also need to focus on employee engagement
and cultivating a positive and galvanizing company culture.
We have supported small and midsize businesses for more than 30 years, through natural disasters, Y2K,
the September 11 attacks, the Great Recession, and now through this pandemic. Our top priority, as it has
been through every calamity, is the health and safety of our employees, our clients, and the communities
in which we live and work. This should be the formula for all business leaders across the country: Take care
of your people.
The Insperity mission of helping businesses succeed has never been more critical. As our Chairman and CEO
Paul Sarvadi said, we have and will continue to stand, shoulder to shoulder, helping businesses navigate these
challenges and lead the recovery in the months ahead. We’ll help our clients meet their objectives, including
taking care of their people, and we’ll help them emerge from this crisis stronger than ever.
We want to help each of you begin to recover and rebuild your business into something better, perhaps,
than it was before, and we want to help you build resilience into your business model. But, perhaps more
importantly, we want to help you build resilience into your mindset and believe that you can and will
persevere through this, too.
The economic impact of the novel coronavirus has been greater than any of us could have imagined. But we
rally around a core value that we hold dear: perseverance. Through an abiding faith and optimism, each one of
us is called, in each of our unique circumstances, to persevere through this time, knowing with full confidence
that the resilient spirit of the American entrepreneur will overcome this challenge too.
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About Insperity
At Insperity, it’s not just HR outsourcing – it’s HR that makes
a difference.™ Our suite of scalable HR solutions delivers the
right blend of service and technology to streamline payroll,
benefits, talent management, HR compliance and more.
We provide the tools to help you lighten your administrative
burden, maximize productivity and manage risks – so you can
focus on growth. insperity.com
Want to learn how your business can benefit with Insperity?
Call 855.402.7325
or visit insperity.com/resiliency

