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Managing with Intensity in Uncertain Times 

Overview 

The Coronavirus crisis is causing unprecedented disruption to markets, businesses, individuals and entire 

economies.   Prior assumptions about market behavior, customer needs and company responses have 

been thrown out the window and replaced with an uneasy state of uncertainty and concern.   Business 

leaders are not only struggling to respond but to project when things will improve and what the “new 

normal” might become.  

As part of an overall response to the crisis, Access Holdings convened senior executives from portfolio 

investments along with numerous external board directors and advisors to discuss the COVID-19 crisis 

and how best to respond.   During the 1 ½ hour long discussion, executives shared a variety of actions 

they are taking to protect employees, support customers and adapt to the current situation.   

Additionally, the forum provided an opportunity to connect the Access community at large, reinforcing 

our commitment to active communication, urgent action and collaboration. 

Key Takeaways 

Several themes and takeaways emerged across the discussion including: 

1. Protect Employees.   Every company shared actions they are taking to protect their employees 

during the crisis.   Examples include work from home programs, social distancing, enhanced 

training, increased use of protective equipment and supplies and modified business processes 

that reduce risk of exposure (e.g., suspend cleaning the inside of customers’ vehicles).   

Additionally, executives highlighted the importance of having an emergency plan and process in 

place to govern communication and action in the event of exposure to the virus.   

  

2. Communicate Actively and Often.   One of the most important actions discussed is the need for 

frequent, open communication about the crisis and company response.   Given things are 

changing on a daily basis, executives shared how they have established formal communication 

protocols (e.g., meet in AM and PM to discuss issues and actions, etc.) for use with employees, 

customers and other stakeholders.  The group also conveyed the importance of letting 

customers know that you are still “open for business” given various announcements and 

regulations regarding closings. 

           

3. Continuously Adapt.   One theme that came up throughout the company updates is the need to 

continuously monitor and adjust business practices as things unfold.   For example, one 

company discussed how they are accelerating the move from in-person custom ordering to 

online along with video participation to mitigate risk of face-to-face and large group meetings.   

Another company talked about actions they are taking to enable other 3rd party service 

providers to help customers by utilizing the company’s facilities to perform their service.   The 

key is to have frequent dialog across the business – front-line, mid and back office – to 

understand what’s going on with customers and stakeholders followed by creative problem 

solving.   Additionally, technology can be used to reduce the need for person-to-person 
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interaction, thus enabling business to occur while reducing risk (e.g., electronic vs manual 

payments, online vs in-person customer ordering, etc.)      

  

4. Preserve Capital.   With growing uncertainty and reduced customer volume, executives brought 

up the importance of managing cash and preserving capital aggressively.   In some cases, 

executives are taking more aggressive action sooner, based on uncertainty regarding the 

duration and impact of the crisis.   In all cases, executives highlighted the need to aggressively 

manage costs and inputs to their business       

   

5. Pursue Opportunities.   As with any change or uncertainty, there are often opportunities to 

advance good ideas for the future while helping customers deal with the present.   For some, 

the crisis is creating an opportunity to effect necessary change.  An interesting quote was shared 

among several leaders as a way to prompt thinking about changes that should be made:    

“What have I been tolerating that I shouldn’t?”.    Others opined on how to best to pursue new 

opportunities (e.g., new service, M&A, etc.) in light of uncertainty and turmoil in capital 

markets.   Executives agreed that healthy balance and aggressive monitoring are critical to 

advancing and navigating new ideas going forward. 

Path Forward 

Given the dynamic nature of the crisis, participants agreed on the importance of maintaining ongoing 

dialog and knowledge sharing.   To accomplish this, Access will continue to convene executive forums 

along with continued, direct engagement with executives throughout the crisis and beyond. 

 

 


