August Luncheon – ATX State of the Union
Message Copy: Today’s discussion is titled “ATX: State of the Union”. Today we have three panelists, one from the automotive, hospitality and food industries who have had to shift their business model due to the COVID-19 pandemic.  Each panelist will share with the audience the current state of their industry and what they believe the future of their industry looks like.
Moderator
Sally Hernandez, KXAN Morning Anchor

Panelists 
Automotive – Capitol Chevrolet
Alex Flores, General Management 

Hospitality – Fairmont Hotel
Meghan Earnshaw, Director of Operations

Food Industry - Suerte
Celia Pellegrini, Sommelier 
Jillian Whitlow, Assistant General Manager

Recap:  
Speaking on behalf of your industry, how has your business model had to pivot to provide customers with a safe experience and still drive revenue? 
· Alex Flores – A lot of training with the team and giving customers a peace of mind. Our goal is to accommodate their safety and be more willing to come to customers. GM has done a great job of offering deals for customers. Overall, it has not been easy, but we had great momentum before the pandemic and a great team. 
· Meghan Earnshaw – Fairmont had guest calling panicked and they had to close for two months. They were proactive in reaching out to guest and reevaluate the safest way to reopen. We gave our customers confidence in the brand. In the first two months, intense research and walking through the guest journey. Every little detail from food, cleaning and sleeping to see from a guest side. 
· Celia and Jillian – Suerte shut down two days before the order went into place. The owner took steps to shut the doors to ensure all employees could have unemployment. 
What forms of media have you utilized to stay engaged with your customers? 
· Alex Flores – Consistency in Branding: Television, Social Media, Radio, Digital 
· Celia and Jillian – Communication with Customers: Weekly Newsletter, Social Media team was first people who brought back to work. 
· Meghan Earnshaw – partnering local Instagram influencers who are looking for staycation to focus on the experience at the Fairmont even in your own backyard. It gives customers something to look forward to. 
Can you speak to the importance of transparency during this time?
· Alex Flores – We had an employee was sick and were understaffed for a long time. We decided to not cut out advertising, we are with you and want to give you what we know by putting them a smile on their face. 
· Celia and Jillian – It was frustrating to get little guidance in restaurant industry. They connected with people across industry to help one another out with the right way. We have been very transparent with our staff. 
· [bookmark: _GoBack]Meghan Earnshaw – Worked with John Hopkins to make sure they were following CDC guidelines. 
Does your organization have crisis management teams to manage impact and initiate appropriate countermeasures? 
· Meghan Earnshaw– Review what has happened across the month to see it as a learning curve and also share success stories. 
What opportunities have emerged from this pandemic? 
· Alex Flores – During the pandemic, people were going through financial struggles, so people wanted to downsize and lower payment and sell their car. We took advantage of this opportunity and make the customers feel more comfortable. It also gave our employees the chance to be retrained on the customer service end. The feedback has been great on keeping customers safe. 
· Celia – Restaurants have a vulnerable work force so it has given us opportunity to look at health insurance and mental health benefits. This is the time to support the employees who make Suerte what it is. The industry is supportive and idea sharing across the board to make sure everyone can survive. 
· Meghan Earnshaw – We are still in the process of figuring it out, reigniting the spirit of the hospitality industry. Share best practices with other hotels. Strengthen community and local partnerships. 
How will the post Covid-19 world look for your industry and what steps are you taking to plan for that?
·  Meghan Earnshaw – Reality is, until there is a vaccine, travel will look different. Local community is where we are looking for business. The cleanliness standards will not go backwards and have been forever changed. Also, looking at the talent we will need once business picks up. There is great talent locally. 
Takeaways:
1. Pivot: When speaking on behalf of their business had to pivot due to COVID-19, their top priority was adapting to the customers safety and experiences. 
2. Media: The media platforms that were used ranged from TV to Local Social Media influencers. By bringing in local influencers, it allows Austin residents to resonate with the experiences. 
3. Transparency: They wanted to their employees to feel safe coming to work and also being transparent that any positive cases were shared with the group. They shared must keep your employees informed and offer them benefits. 
4. Opportunities: The pandemic has reignited the industries. It has given them to opportunity to re-train their employees from a customer service perspective. It has also strengthened community and local partnerships. It has allowed competitors in the industry to connect to idea share to help one another survive. It has opened the door to reach new demographics due to the new way of doing business. 
5. Post Covid-19: The cleanliness and sanitation standards will not go backwards and have been forever changed. Also, looking at the talent we will need once business picks up. It will also keep open communication with competitors to help one another to continue to pick back up. Also, make employees and customers feel safe above all else. 
6. Leadership: You must have a strong office moral and focus on mental health of employees. There is a great variety of issues going on so still trying to keep employees happy and make them feel appreciated consistently. Also, giving employees positive affirmation and as a leader letting them know they are going to be okay. 
7. Promotional Opportunities: Suerte has been offering promotional deals weekly and sharing what is unique about their restaurant. Typically, when you buy wine, there are suggested food items next to them. They took the time to feature pairings on social media encouraging customers to try them. Fairmont focused on stay local promotions with a food and parking credit. Capitol Chevy the demand has been the same and inventory has been low so they have not had to lower the prices and have been making more money per vehicle. 


