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Learning From Home and Abroad

P a r t n e r s  a t  S t a r b u c k s  h e a d q u a r t e r s  

i n  S e a t t l e  c o n v e n e d  t o  p l a n  a  

r e s p o n s e  f o r  w h e n  t h e  v i r u s  c a m e  

t o  t h e  U . S .  a n d  o t h e r  r e g i o n s .  

“ S t a r b u c k s  l e a r n e d  a  l o t  f r o m  t h e  

r e s p o n s e  i n  C h i n a  a n d  J a p a n  a n d  

l o o k e d  a t  w h a t  i s  m e a n i n g f u l  a n d  

a p p r o p r i a t e  i n  t h e  U n i t e d  S t a t e s . ”

R o s s a n n  W i l l i a m s ,  e x e c u t i v e  v i c e  p r e s i d e n t

o f  U . S .  c o m p a n y - o p e r a t e d  b u s i n e s s  &  C a n a d a



Learning From Home and Abroad

I . D O N ’ T  J U S T  B E  F L E X I B L E .  

B E  F L U I D .

I I . P R E PA R E  Y O U R  B U S I N E S S  

A N D  E M P L O Y E E  T O  

R E P E AT E D LY  A D A P T

T O  M E E T  C U S T O M E R S ’  

N E E D S .

I I I . L E A D E R S  N E E D  T O  TA K E  

E X T R A  C A R E  T O  C A R E  F O R  

T H E M S E LV E S .



Learning From Home and Abroad

I . B E  F L U I D



Learning From Home and Abroad

I I . P R E PA R E  T O  A D A P T

• I n c r e a s e  C o m m u n i c a t i o n  w /  E m p l o y e e s  &  C u s t o m e r s

• O n e  C u p  a t  a  T i m e

o Each community will be different

o Monitor and adapt 

• I m p l e m e n t  s y s t e m s  t o  s u p p o r t  r a p i d  c o m m u n i c a t i o n  a n d  c h a n g e .  



Learning From Home and Abroad

I I I . L E A D E R S  N E E D  T O  TA K E  

E X T R A  C A R E  O F  T H E M S E LV E S  –

S O  T H E Y  C A N  AT T E N D  T O  T H E  

H E I G H T E N E D  N E E D S  O F  

E M P L O Y E E S  A N D  C U S T O M E R S .



Setting Priorities

• H e a l t h  a n d  w e l l  b e i n g  o f    

p a r t n e r  a n d  c u s t o m e r s

• S u p p o r t i n g  l o c a l  h e a l t h  a n d  

g o v e r n m e n t  o f f i c i a l s  a s  t h e y  

w o r k  t o  c o n t a i n  v i r u s

• S u p p o r t  c o m m u n i t y



• C o m m u n i c a t i o n  
o Every employee, every shift receiving updates

• C l e a r l y  o u t l i n e  a n d  m a i n t a i n  s a f e t y  p r o c e s s e s / p r o t o c o l s

o Process for checking in for shifts

o Educate team regarding symptoms and risk factors

o Discuss shared responsibility in & outside of work

• Y o u r  r o l e  a s  a  c o a c h
o This is a major event; most employees will bring in external stressors
o Listen
o Employees will need to feel cared for and looked after in order to bring that to your customer

Building and Keeping Your Employees’ Trust



Building and Keeping Your Employees’ Trust

• E n c o u r a g i n g  o p t i m i s m  
o Celebration
o Inspiration
o Appreciation

• L e a d e r  S e l f - C a r e

o Employees and customers will need your time 

now more than ever

o Decision making is critical at this time, making it 

important the leader is rested, clear and able to 

monitor and adapt



I . Y O U R  C U S T O M E R  I S  

A N X I O U S  T O O .  T H E Y ’ L L  

N E E D  A S S U R A N C E ,  T I M E ,  

R E C O V E R Y.

I I . L O O K  T O  Y O U R  C O R E  

C U S T O M E R  – W H E N  D O  T H E Y  

N E E D  Y O U  M O S T

I I I . AV O I D  O V E R C O M M I T T I N G  O R  

O V E R LY  L O N G  H O U R S  O F  

O P E R AT I O N S

Building and Keeping Customer Trust



Building and Keeping Customer Trust

I V . C U S T O M E R S  W I L L  W AT C H  

E M P L O Y E E S  C L O S E LY

• Y o u r  q u a l i t y ,  p r o d u c t  m u s t  b e  

m a i n t a i n e d

• S t r e t c h i n g  y o u r s e l f  o r  t e a m  t o o  

t h i n  e r o d e s  c o n f i d e n c e  i n  y o u r  

s e r v i c e / p r o d u c t

• M e e t / e x c e e d  l o c a l  s t a n d a r d s  f o r  

s a f e t y  a n d  s a n i t a t i o n



Building and Keeping Customer Trust

V . C O M M U N I C AT E

• W i n d o w  s i g n s ,  b a n n e r s ,  s o c i a l  

m e d i a

V I . M E E T / E X C E E D  L O C A L  

S TA N D A R D S  F O R  S A F E T Y  

A N D  S A N I TAT I O N

V I I . E X E C U T I O N



T H A N K  Y O U !

Questions & Answers


