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Bad companies are destroyed 
by crisis; 

Good companies survive them;

Great companies are improved
by them.

Andy Grove
Intel Founder + Former CEO
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“Putting people before profits is, in 

fact, in the best interests of our 

planet, our communities, our 

employees, and, yes, our 

shareholders.”

– Ed Bastian, Delta CEO



• Delta Air Lines (NYSE: DAL) is the driving force behind much of the recent 
innovation in the industry. It kicked off a round of consolidation that helped

Landing in the top spot is Delta Air Lines, which has had the best











Lessons 
from 
Leading 
Companies

Stay True to 
Organization 
Purpose + 
Values

Listen to 
Customers +
Employees

Think Big, 
Innovate + Seize 
Opportunities 
Quickly



The Changing Expectations of 
Corporate America

Building Trust vs Building RevenueBuilding Trust vs Building Revenue



• Edelman 2020 Trust Survey (pre-pandemic)

92%
Employees expect 
their CEO to speak 
up on societal issues 
ranging from gun 
control to income 
inequality.

81%
“A brand I can 
trust” is one of 
their top reasons 
for purchase.

People Expect 
Companies to 
Lead
Low trust in 
government leaders



Who I trust to look out for 
the best interests 
of me and my family

Employer Impact 
During COVID-19 
Pandemic

Source: Ipsos Poll, Aug 2020

Employer State 
Government

Federal 
Government

72% 53%

34%



24

Re-align with purpose and 
organization values

“I think in times of uncertainty, more 
talk about purpose and culture, less 
talk about strategy, 
is what helps inspire and motivate 
people. It keeps us connected and give 
us the resilience and inspiration we 
need. We need to find ways to nourish 
ourselves each and every day.”

—John Donahoe, Nike CEO





We Have an 
Opportunity.



The 
Scenario



One-Third of Americans 
Show Signs of Clinical 
Anxiety or Depression

This Is Not a Normal 
Mental Health Disaster

Today’s 
Environment



Two Different 
Viewpoints of 
a Power Outage

Restoring Power
Restoring Family Life



Using
Psychology 
to Inform 
Communication

Warning and Threat Phase

Rescue Phase
Process trauma to resolution.

Recovery Phase
Positive healthy beliefs of 
self, experience life in a new 
way.

Dangers don't warrant a 
fight-or-flight response.
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Phases of Disaster Trauma RecoveryPhases of Outage Communications
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Before Storm

During Storm

After Storm

Build brand trust and 
equity investment in grid 
reliability.

Assure customers with 
accurate and frequent 
updates of when normal 
will return.

Reconnect with customers,
summarizing how fixed, 
commitment to improving.



Confidence 
and certainty 
are built by …

CERTAINTY 
PRE-STORM:
Stay informed

CERTAINTY 
DURING STORM:
Frequent updates

CERTAINTY 
AFTER THE STORM:
Reconnect & re-engage

CERTAINTY  
BEFORE

(NON) STORM:
Educating consumers

on grid modernization







Stay True to 
Organization 
Purpose + 
Values

Listen to 
Customers +
Employees

Think Big, 
Innovate + Seize 
Opportunities 
Quickly

Opportunities 
for Utilities, 
Lessons from 
Leading 
Companies Lead with 

Empathy. Meet 
customers where 
they are

Recognize the leadership expectations 
employees and customers have for 
your organization



Bad companies are destroyed 
by crisis; 

Good companies survive them; 

Great companies are improved 
by them.

Andy Grove
Intel Founder + Former CEO
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