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Leadership
• Evolution

• Alignment

• Communication

• Empowerment
4

Presenter
Presentation Notes
Starting in March of 2020, Leaders were forced to react and respond much faster than ever before The evolution of their approach, style and practices have defined a new set of normsThey also needed to look beyond the immediate crisis and align the leadership team and the overall organization to plan forward a path to recovery and ultimate renewalCommunication and Empowerment have played key roles in organizations that have survived, or have even thrived to this point
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Leadership
Evolution

Time

Action

Respond

Recover

Renew

Instructing Adjusting Internalizing
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”Optimism is essential to 
achievement and is also the 
foundation of courage and of true 
progress” – Nicholas Murray Butler

Presenter
Presentation Notes
What should we have learned?Our traditional business continuity and disaster recovery plans were not sufficient to handle a global pandemic of this magnitude; stressed even further by other major events that occurred in 2020Taking care of employees while maintaining a viable company is a delicate balancing actUnforeseen changes in the future may again require us to quickly evolve our leadership approach In response to the initial crisis, effective leaders Empathetically listened and understood Provided clear instructions on safety protocols and work practicesProvided clarity on longer-term plansCreated more opportunities to connect with them to find creative solutionsHave started preparing the organization for the next set of changes as the new vision for the future solidifies
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Leadership
Alignment

Operations

IT

Executives

HR
7

Presenter
Presentation Notes
What should we have learned?Collaboration across the leadership team is essential for an effective response to major threats and new opportunitiesIn particular, Executives, Operations, IT, and HR  must be using the same playbook when the workforce and workplace are heavily impactedSocial media has turned HR into an extension of Public Relations. A solid IT – HR partnership is no longer a “nice to have”. Operations will need to play a bigger role in the future relative to how workflow is designed, how the workforce is scheduled, and what tools and policies are needed 
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Leadership
Communication

Employee Employer

“Communicate more in real time during times of crisis and/or major change.
Listen more acutely to concerns, both empathetically (sensing) and actively (seeking clarity).
‘Stay the course’ and stick to the strategies that are working, which adds to the confidence level of people.”
—CEO for a $500M construction company
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Presenter
Presentation Notes
What should we have learned?Communication is a two-way streetCommunication has a direct impact on the confidence individuals have in their employer and their perceptions about the company's priorities and valuesEmployees feel that acting on feedback matters more than ever. Managers have a critical role in helping translate the ‘why’ behind changesMany organizations quickly pivoted to sending out frequent pulse surveys in order to support employees with well-being and work-safety issues. This has raised awareness and increased the appetite for frequent communications to continue
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Respond (now)
 Safety
 Efficiency
 Solutions to minimize 

disruption

Recover (soon)
 Drive demand
 Effectiveness
 Strengthen capabilities

Reinvent (future)
 Innovate
 Outcomes
 Collaboration and 

Partnerships

Leadership
Empowerment

“We learned:
1. The importance of 

empowering people 
to take on more of 
the day-to-day 
responsibilities where 
possible

2. How to enable 
leaders to have 
enough time margin 
to listen and observe

3. To better distinguish 
between ‘important 
and urgent’ from 
‘important, not urgent’ 
activities and actions”

—CEO for a $500M 
construction company
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Presenter
Presentation Notes
What should we have learned?How to categorize what needs immediate attention (Now) from those things that can be done laterHow to plan for the next set of actions (Soon) while addressing the immediate needsThe importance of also carving out time to assess what is happening in the market to position for new opportunities as they emerge (Future)Empowering people to take on the day-to-day responsibilities is necessary to create the margin for leaders to effectively utilize the Now-Soon-Future approachSome examples:Now -- Monitoring the spread of the virus, ordering PPE, modifying work schedules and procedures, more frequent governance meetings and communications, moving job site meetings to open spaces, evaluating the viability of suppliers…Soon -- Monitoring Federal and State guidelines on travel, social distancing, and vaccines, addressing time off policies and needs, converting to virtual marketing, sales and customer relationship management…Future -- Monitoring new Federal and State legislation and regulatory requirements, improving business continuity plans, preparing for return to work and hybrid work scenarios, Increasing automation and use of Data Analytics...
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Business Operations
• Agility
• Scenario planning
• Customers and suppliers
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Presenter
Presentation Notes
Now, let’s dig a bit deeper into what we have learned aboutAgilityScenario planningCustomers and suppliers
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8%
24%

7%

62%
41%

60%

31% 35% 33%

Customer satisfaction Employee engagement Operational
performance

Agile organizations outperformed non-agile 
organizations

About the same Better Significantly better

“Resiliency is a choice – people 
with good self-awareness tend to 
be more resilient. Agility is very 
important (business operations 
and employees) – we loosened 
some of our staffing restrictions to 
enable us to be more agile.”
—Vice President, Chief Employee Experience Officer for 

an $800M Health Care System
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Business Operations
Agility

Source: McKinsey (n=25 organizations)

Presenter
Presentation Notes
Agility – ability to act quickly, decide on new measures, take decisive actions, and adjust to new circumstances.What should we have learned?Agile organizations were able to more quickly respond to the pandemic and they outperformed those that were less agile 93% better on customer satisfaction76% better on employee engagement93% better on operational performanceThe level of flexibility they demonstrated is essential for improving people, process, and outcomes
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Business Operations
Scenario Planning

1. Identify factors impacting your business – to inform external 
assumptions
– (e.g. population migration, regulatory changes, and labor market)

2. Define your strengths and weaknesses – to inform internal 
assumptions
– (e.g. leadership, culture, and workforce)

3. Prioritize factors and develop models/guides (Scenario Matrix)
– (e.g. best case, worst case, and most likely case)

4. Adjust based on environmental outcomes
– (e.g. pandemic, elections, and legislation)

5. Utilize a diversity of perspectives
– (e.g. finance, sales, supply chain, and investors)

12

“Excellence is achieved by the mastery of 
fundamentals” – Vince Lombardi

Presenter
Presentation Notes
Scenario Planning – is a way to assert some control over uncertainty by identifying assumptions about the future and determining how your organization will respond.  Most highly agile organizations use some form of Scenario Planning.What should we have learned?Scenario Planning is critical to survival and profitable business growth, and should include at least three scenariosBest caseWorst caseMost Likely case



13

Business Operations
Customers and Suppliers

Evolving Relationships

Customers
“We were actually able to schedule more meetings 
using the virtual approach because of less travel time 
and more availability. Virtual also enables owners to 
engage more people to be part of those meetings.”

—CEO for a $500M construction company

40% of AEC firms believe they will be incorporating 
ABM and Personalized Marketing into their overall 
strategy in the next year or two.

Suppliers
“Construction will be permanently digitalized, supply 
chains will be forever more resilient, and the line 
between physical and virtual production will be 
forever redrawn.”

—CEO for a $60B AEC Software Corporation

“Having a multi-tiered supply chain is more important 
than ever… We moved to more domestic suppliers to 
be more assured of material flow… We were more 
diligent and started inquiring as to where the 
materials were being manufactured, where the 
distribution centers were located, etc.”

—CEO for a $500M construction company

13

Presenter
Presentation Notes
What should we have learned?We need to “be available” and listen to our customers more carefully than ever before to reassess what they are looking to accomplish and why, their timing, any constraints, and the personalized experience they expectVirtual meetings are likely to replace many in person meetings moving forwardWe need to be well prepared for each customer interaction because they will likely have more of their team on a Video call than the prior in person meetingsThe visual and audio cues on a Video call are different than in person, but must be masteredNew business leads generated from digital sources (e.g., website, email, social media, digital advertising) have soared by 64% in the last yearWhere we did not have a tiered supplier network in place, we scrambled to find competitively priced products and materials, and at an acceptable quality levelSharing forecasts with premiere suppliers has always been a good practice, especially during times of supply shortages
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Thank 
You
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Fred L. Hencke
Senior Vice President  
Global Business and HR Consultant 
Business Transformation and M&A Solutions Leader

917-946-3588
fhencke@segalco.com

Presenter
Presentation Notes
Thank you
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