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Our tips on helping to keep your customers and consumers 
engaged with your brand during the COVID-19 epidemic 



TIMES ARE UNPREDICTABLE 
RIGHT NOW. EVERYTHING 
INCLUDING CONSUMER 
BEHAVIOUR IS CHANGING 
VERY FAST.

In our little way to help, we have created this digest from a variety of 
sources across the industry, the wider media and evidence from the past. 
We’ve layered our analysis and perspectives on top, to provide you with 
some considerations and guardrails for you to use when planning your 
activity over the next weeks and months.



In some sectors sales are going through the roof, 
whilst in others business has been seriously 
disrupted as companies, customers and 
consumers adjust and prepare for the ‘new norm’. 
And, this situation is constantly evolving. 
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There is a lot of concern for 
marketers about the effect 
that COVID-19 is having on 
their business. 



HOWEVER THIS PHASE  
IS SHORT-TERM AS PEOPLE 
REACT AND PREPARE FOR 
THE ‘NEW NORM’
High level of change in consumer 
behaviour as consumers follow 
government advice and prepare 
accordingly

Covid-19 outbreak in cases

(Anticipated) lower level of behaviour 
change as consumer re-adjust back to 
normal life



FIRSTLY 
SOME

TRUTHS 

In unpredictable times, 
people look for the 
familiar

Brands that act 
effectively in a crisis 
become heroes 
afterwards

The new norm is a 
change in mindset not 
an end to consumption



IN UNPREDICTABLE TIMES, 
PEOPLE LOOK FOR THE FAMILIAR
As brands we have a duty to be visible and help our consumers. 
The is about empathy and support, not opportunism



HISTORY TELLS US 
THAT BRANDS THAT 
ACT EFFECTIVELY 
IN A CRISIS 
BECOME HEROES 
AFTERWARDS



THE NEW NORM IS A 
CHANGE IN MINDSET NOT 
AN END TO CONSUMPTION
Top end London restaurant launches 
delivery service

Time out changes 
focus to eating in 

Netflix launches collaborative virtual 
party platform

WeWork launches new digital webinars



SELF 
ACTUALISATION
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As consumers adjust they will still need 
all the things they currently have



THE 
NEW 
NORM

For obvious reasons, there is a shift to 
everything being more home focused, 
so anything that plays to this space is 
going to be more effective



HOME WORKING

TREAT IN RATHER 
THAN EAT OUT

LITTLE MOMENTS 
OF JOY 

TOGETHERNESS 
SEPARATELY

FAMILY TIME ADDED 
RESPONSIBILITIES ESCAPISM



TIME TO THINK…
We are already seeing, with a move to 
virtual working, many stakeholders 
within organisations are having more 
time for reflection, thinking through 
their strategies, illuminating new ideas 
and investigating opportunities.



“This gives us a great 
opportunity to talks 

to our dealers”
Marketing Director, Car Care products 

“With the SLT having more 
time, this is a great time 

to get their attention with 
this initiative”

Marketing Capability Director, 
 Drinks brand

“Let’s move forward with 
re-evaluating our company 

proposition to align ourselves 
better with the market”

CEO, Automotive manufacturer

73% believe they are more efficient 
when working from home.



BUT ALL THE 
RULES OF 
MARKETING 
STILL STAND 
As brands we still need to break-through 
and we’re already seeing two big trends .

Consider how you can best embrace 
and stand out.

INFORMATION 
OVERLOAD

DEFAULT 
TO DIGITAL



“There is a strong probability 
that the behaviours being 
adopted over the coming 
months will shift societal 
behaviour in some way 
moving forward.” 
(As yet we don’t know what).



THERE ARE 3 
OVERARCHING THINGS 
YOU SHOULD BE 
CONSIDERING OVER 
THE COMING MONTHS:
1) How you respond and support 
consumers right now (You’re 
probably already doing this one)

2) What’s your role with your 
customers and consumers over 
the coming months?

3) Prepare for getting back to 
normal 



1.HOW YOU RESPOND AND SUPPORT 
CONSUMERS RIGHT NOW

Information sharing

Empathy, understanding 
and support

Amplification of 
important messages

Providing useful advice



Supporting ‘the war effort’ 
with products or services 

Entertaining, educating 
and/or engaging 

Providing useful advice 
and support

Providing escapism

2.WHAT’S YOUR ROLE 
WITH YOUR CONSUMERS 

OVER THE COMING MONTHS



3.PREPARE FOR     
GETTING BACK 
TO NORMAL Prepare for an anticipated uplift 

in demand as people get out and 
about, by creating activations that 
can be easily ‘turned on’.

But also be aware, that every other 
brand will be doing the same thing, 
so consider what is going to make 
you different?



WE DON’T NEED TO DO EVERYTHING 
NOW - PRIORITISE THE RIGHT 
ACTIVITIES AT THE RIGHT TIME…

ACTIVATE

ACTIVATE

ACTIVATE

PLAN

PLAN

1) How you respond 
and support consumers 
right now

2) What’s your role 
with your customers 
and consumers

3) Prepare for getting 
back to normal 

High level of change in consumer 
behaviour as consumers follow 
government advice and prepare 
accordingly

Covid-19 outbreak in cases

(Anticipated) lower level of behaviour 
change as consumer re-adjust back to 
normal life



If you would like to discuss anything in 
this document or would like any advice, 
we are of course on hand to help in 
whatever way we can.
 
Chris.newham@wearesync.global


