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Leading Through a Crisis
Lessons learned during COVID and how to apply 

them going forward







What I Learned at Summer (and Fall) Camp

I. Marketing and messaging 

in the age of COVID

II. Preparing for a future 

without the virus

III. Managing organizations 

during a time of continual 

crisis



I. Marketing and 
messaging in the 
age of COVID



Fragmentation 
of media is our 
new reality









Simplicity wins







Continuously 
review and update
everything



Websites

Social media

Google listing

DMO listings

Influencers

Ensure consistency across…



Manage expectations



Embrace 
urgency and 
immediacy



Encourage rate integrity



18

Trip Planning Cycle

Maintain a connection with 
new customers

1. Destination Consideration

2. Destination Planning

3. Shop & Buy

4. Anticipation

5. The Visit Experience

6. Customer Loyalty 

and Advocacy

Having 
empowered, 

knowledgeable 
visitors

generates 
higher 

spending and 
greater 

satisfaction



Not Everyone in Your Community is Happy 

About What You Do







Embrace authenticity and vulnerability



II. Preparing for a future without the virus



Prepare for new competitive forces



Give people reasons to use all 
that new outdoor equipment



Bikes

Kayaks

Camping gear

RVs

Backpacks

Golf clubs

Binoculars

Give people reasons to use all that 
new outdoor equipment



▪ Green space

▪ Bike lanes and trails

▪ Outdoor dining

▪ Parklets

▪ Outdoor movie theaters

▪ Outdoor recreation

Use the Time to Plan for the Future:
Tourism Product Development for the Post-COVID Age



We really love dogs!





III. Managing 
organizations 
during a time of 
continual crisis



Remember the mission



Understand what your purpose is during this time



At the core of our strategy, beyond the language of 

legislation and mission.

▪ Acknowledges the impact of what we do and the motivations behind it.

▪ Reshapes our value proposition in response to community and partner 

needs, especially as we maneuver through a time of crisis.

▪ Recognizes that a safer, healthier community is more attractive to visit.

▪ Clarifies what we stand for, provides impetus for action, and is 
aspirational.

▪ Is both retrospective and prospective, while enabling the organization to 

stay within its legislatively mandated guardrails.

▪ Helps internal and external audiences understand why, what, and how.

WHAT IS OUR PURPOSE?



Retain businesses and jobs for the people of 

Buncombe County by growing the local economy 

through safe and responsible tourism.

WHAT IS OUR PURPOSE?



▪ Respond to community and partner needs utilizing core 

competencies.

▪ Build upon past and continuing work of Explore Asheville.

▪ Communicate the breadth of activities in which the 
organization is already engaged.

▪ Continued uncertainty requires an agile organization.

▪ Create a pathway for the new CEO.

Focus upon what we can do, not what we can’t.

WHY NOW?



• Industry research: intent to travel, consumer 

sentiment, etc.

• Social media and other how-tos

• Invite experts as guest speakers 

• R&D: “Rip off and duplicate”

• Connect to funding resources

• Provide legal and HR related issue experts

• Facilitate sharing of experiences

Embrace your team’s expertise, and 
that of your partners



Embrace your team’s expertise, and 
that of your partners



Embrace your team’s expertise, and 
that of your partners



What I learned from Kim Kardashian!







What I learned from Kim Kardashian!



Ignore the haters



Understand your organization’s 
Adaptability Quotient (AQ)



Some people actually like working from home 



Take care of 
your people



1. Show appreciation

2. Provide individualized

support

3. Involve employees in

decision making

4. Entrust employees with new 

responsibilities

5. Designate time and space for 

team bonding

Take care of your people

Wei Zheng, Five Strategies to Support Your Employees Through a Crisis, Harvard 
Business Review, 10/5/2020
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