
Lead through 
Crisis

What companies  
are doing

Dr. David Rock 
NeuroLeadership Institute

Tracy Keogh 
CHRO, HPi

Dean Carter 
CHRO, Patagonia

© 2020 NeuroLeadership Institute     |

What this event is not

• An update on the virus itself 

• Legal or HR advice 

• Medical advice
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Where we are, and where are we going

Shock Pain Rehabilitation
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The pendulum, and how to stop it
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Adopt the right mindset 

Maintain calm  

Scenario plan

Under reacting? Over reacting?Adaptive?

Minimal empathy 

Be overly optimistic 

Downplay the situation 

Be in constant high threat 

Create panic in others 

Catastrophize
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Three levels of threat

Level 1:   In your broader environment 

Level 2:   In your neighborhood 

Level 3:   Upon you
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Three habits in a crisis

Take Care  
of Yourself

Look After 
Each Other

Deliver 
What Matters
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What we’ve been doing at NLI

• Status: Encouraging others to write and publish.  

• Status: Reminding people of the how we’re helping firms 

• Certainty: Communicating regularly, weekly, being as clear as we can 

• Autonomy: People working from wherever, whenever (though that was always common) 

• Relatedness: The whole firm working on the shared goal of FOCUS 

• Relatedness: Leadership meeting on camera every few days, checking on threat level and supporting 

• Relatedness: Team members sponsoring game nights 

• Fairness: Accepting individual differences in capacity and being super flexible 
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As the COVID-19 crisis emerged and deepened, we focused first and 
foremost on keeping our employees and their families safe.

Covid-19 webinars with 
live Q&A featuring HP 
medical director  
and other doctors

All-manager calls with 
Executive Leadership 
Team  
for live Q&A

Tiger team assembled 
with representatives from:  
• Employee Comms   
• Employee Relations 
• HR Global Services 
• Benefits & Wellbeing  
• HR Global Operations 
• Legal

HP Wuhan is 
locked down 
on Jan 23.

Strict protocols are 
enacted in HP 
offices across Asia.

Italy, Spain, the US 
and the rest of our 
offices soon follow.

Now, the majority of HP 
employees* worldwide 
are working from home.
*Wuhan employees returned to 
the office on 30 March.

Employee questions 
triaged through myHR

HP responded to the coronavirus pandemic quickly and decisively.
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To keep employees healthy, positive, and productive in the transition to working from home, 
we pulled together resources and webinars into an HP Spirit calendar. 

Each 
calendar 

item has a 
pop-up 

window A standardized survey helps us 
measure results consistently

An 
online 
form 
helps us 
gather 
new 
ideas

For rhythm and routine, we group resources and activities by day of the week.
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We’re seeing engagement, appreciation, connection, and warmth from leaders.

Sharing positive stories on  
The Daily Inc.

Teams using Zoom to stay connected beyond work

Guide to working 
from home

Webinars for managers and employees about 
how our brains work in crisis

Webinar on homeschooling for 
parents and caretakers

L1 leaders sharing personal experience, empathy

All resources are aimed at keeping employees and their loved ones healthy,  
connected, engaged, and productive.
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HP Spirit events the week of 6 April include webinars, virtual volunteering,  
and an HP-sponsored virtual screening of a DreamWorks Animation hit movie.

Motivation Monday

Training Tuesday

Wellness Wednesday

Thoughtful Thursday

Family & Fun Friday

Take 10 for mindfulness: 10-
minute mindfulness and gratitude 
session

Manage your energy: HP instructor-led  webinar 
about a powerful technique for taking care of 
yourself

Office hours—Ask our 
doctors about COVID-19:  
Live Q&A

Virtual volunteering with Zooniverse: Fun, interesting 
online volunteering opportunities for employees and their 
families

Watch a movie together: Get 
the family together to enjoy a 
movie—streamed courtesy of HP

Webinar: Education to help 
navigate financial uncertainty

The HP Spirit calendar focuses on one area each day of the week (with some flexibility as needed, of course).
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Make processes and experiences repeatable

Use technology to help 

Standardize ways to gather feedback

Be real, responsibly

Organize content into a framework that’s easy to consume – be proactive 

Model culture early and often

Keep the employee at the center of everything 

Enable managers for teams’ benefit 

Understand what people need; show empathy
Bring in the experts

Remember that this is a learning moment

Move quickly – not perfect just available

Capture lessons learned before you forget!
Find the positives

Five key elements are vital to activating a supportive culture during a crisis.
HP is setting a standard that other companies seek to emulate in terms of employee 
communications and engagement. 

13

Dean Carter

Closing thoughts
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Going virtual can be a positive thing

• It is possible for the day to day to be more positive 

• Virtual meetings can be faster, more inclusive, innovative & less biased 

• Training & events can be even better online experiences
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Run great virtual meetings

• Make it more social 

• Manage your image 

• Get the sound right 

• Use visual cues  

• Process in parallel
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You may be lucky workshops are off the table…

Workshop Distributed 
Learning

1-3x a week or more1-3x a week or more

I now carefully consider all evidence and 
even question my initial assumptions before 

making judgments or decisions.

The tools and strategies I’ve learned in this 
program are helping me successfully mitigate 

unconscious bias in my decisions.

 
How many times a week are you applying the 

concepts and principles of the program to 
remove biases from your people and 

business decisions?
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Ways to help your firm FOCUS

Executive Briefings & Private Webinars for up to 10,000: 

30 and 60-minute sessions 

HIVETM Virtual Learning for cohorts for 12-30 

30-minute or 1 Hour per week in the flow of work, for three weeks 

Distributed Learning Solutions for 100-500,000:  

Digital and social, 20 minutes per week, in the flow of work
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A thought to leave you with…

Remember, the entire planet  
is sharing this experience with you


