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M I S S I O N
…To protect the unique values 
and quality of life on Cape Cod by 
coordinating a balanced 
relationship between 
environmental protection and 
economic progress.



Tracking 
Pandemic 
Impacts

Economic Recovery and 
COVID-19
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Business Resilience 
for 

Arts, Culture and 
Recreation  
Businesses

First of our two-part business resilience 

workshop series

Focus on Digital Marketing & eCommerce

Presented by: 

Michael Aparicio, Principal Consultant

Estefania Lopez, Consultant



one with a capacity to absorb 
stress, recover critical 

functionality, and thrive in 
altered circumstances."

-- Harvard Business Review 2020

"A resilient business is... 



Business Resilience & 

Continuity

• Digital infrastructure & 
supply chain alternatives

• Diversified revenue 
channels

• Data backups

OPERATIONS  / SYSTEMS

• Leadership and 
staff's ability to adapt 
through incremental 
and sudden change

• Crisis communication 
plan for employees, 
customers, vendors, 
and partners

PEOPLE

• Location / office

• Collections

• Equipment

• Inventory

PHYSICAL  ASSETS

• Access to capital 
during business 
disruption

• Ability to restructure 
budgets and 
commitments to align 
with new operations

FINANCIAL



Which of the following elements of 

business resilience and continuity are 

areas where you need support?

• Access to Capital / Financial / Insurance

• Business Model Realignment

• Communications (internal and external)

• Information Technology / Data 

• Leadership / Personal Resilience

• Online / eCommerce / Digital Strategy 

• People (staff, suppliers, partners)

• Physical Location / Collections / Equipment

Please select all that apply in the pop-up window

Poll 

Question 

#1



Industry Trends
How businesses adapted?

• Inclusion, diversity, 
equity, and access

• Climate change

• Outdoor 

• Emerging technologies: 
AI, Blockchain

INTERESTS

• Staff & resources 
that align with 
adapted operations

• Safety & Service 
Training

• Innovation within 
local communities

PEOPLE

• New customer 
segments & 
geographies

• “Authentic marketing” 
and “tribes” 
Desire to connect with 
a brand / need to be 
social 

CUSTOMERS

• Virtual performances 
and experiences

• Multi-channel brand 
awareness

• Intersection of digital 
and physical (e.g., BYOD)

DIGITAL



Business Stories



Chamber music performance and youth mentoring 

initiative committed to making inspiring musical 

experiences accessible.

Strategy highlights:

• Hidden Newport features performances 

• Online fiesta of fiddling, dancing, and more

• One to One: micro-concerts

• Doorstep Duos

• Virtual Mixtape

Newport String Project



Out of Gloucester, this innovative and community-

focused museum developed new initiatives and 

revamped its virtual programming and outreach. 

Strategy highlights:

• "Storms Rage; Gloucester Endures."

• Online reservations only

• Host virtual lectures 

• CAM (Re)Connects features many of the                      

objects and works of art spotlighted in the           

Museum's virtual outreach

Cape Ann Museum



Small ATV and snowmobile rental business out of 

Pittsburg, NH. Founded in 2013 by a husband and wife. 

Strategy highlights:

• The partnership of public and private land connected 

through trails transformed the region 

• New England NH small-business grants

• Glamping sites tailor-made for social                      

distancing

• Strong Covid-19 safety protocol

Bear Rock Adventures



1900 Victory Chimes is the largest passenger 

sailing ship in the country. They offer 3-6 day all-

inclusive Maine sailing trips departing from 

Rockland ME.

Strategy highlights:

• Adhering to Maine's requirements 

• Adjusted overall capacity

• Flexible cancellation policy offering a full credit 

voucher - valid for 2 seasons

• Strict safety protocols 

Victory Chimes



What barriers have you encountered as 

you’ve worked to adapt during the 

pandemic? 

• Ability to realign budget

• Family or other personal matters 

• Lack of a business continuity plan 

• Limited access to specialized staff/resources

• Implementing online platforms/services

• Understanding how to pivot my business model

• It is unclear – we haven’t been able to pivot

Please select all that apply in the pop-up window

Poll 

Question 

#2



"Even before COVID-19 hit, 

92% of companies thought their 

business models would need to 

change given digitization."

- McKinsey & Company 



Business Strategy 

Pivot Checklist

1. Take inventory of:

• Current resources

• Core capabilities / expertise across your team

• Value you deliver to your customers

• Where your current customers are and how needs have 

changed

• Risks

2. Consider new markets or new customer opportunities

3. Revisit your brand narrative

4. Identify new ways to delivery value (think outside your product 

or service)

5. Line up the right staff, resources, and funding to execute



Digital Presence Audit 

Put yourself in the shoes of a potential customer

• Test various search phrases that your customers may use 

on Google. 

• Check all your social accounts.

• Check customer reviews on Google, TripAdvisor, 

Facebook, and other platforms.

• Review your website.

Do you appear in Google Maps (Google My Business) search 

results with current information?

Is what you see aligned with your intended brand image?



Customer Experience Audit
Comprehensive assessment of your customers’ interactions with 

your brand

• Map touchpoints across your customer journey

• Call the phone number on your website

• Test contact forms on your website and social pages

• Evaluate in-person experience & online experience with your staff

• "Friction" check

• Review customer issue cases; review customer service protocols

• Gather customer feedback

• Evaluate reviews on social platforms

• Review your data (e.g., booking/ticketing and financial data)

• Take steps to improve; Take steps to remove friction



• Website
• Valuable content

• Booking engine

• Mobile-optimized / SEO-optimized

• Multi-Channel Marketing
• Third-Party platforms

• Social media

• Email marketing

• Other marketing channels

• Collect customer data and behavioral 

insights

Digital Strategy Checklist



Which business planning exercises are 

helpful and interesting for your business? 

• Inventory of core capabilities and resources

• Revisiting brand narrative and value proposition

• Digital presence audit

• Customer experience audit

• Digital marketing / Multi-channel strategy

Please select all that apply in the pop-up window

Poll 

Question 

#3



Digital & eCommerce 

Service Provider Examples

Please note: Examples are for illustrative purposes to guide your own research and strategic planning, not intended as endorsements.



• eCommerce / Bookings

• Digital Marketing

• Analytics

• Payments 

• Accounting

lightspeed.com



letsbonfire.com

gatemaster.com

• Industry-Specific POS

• Online Booking / Marketing

• Website

• Accounting



smartify.org

• Mobile guide

• Content management

• Audience insights

• Digital content and 

media services

“Mobile holds the key to 

unlocking new kinds of 

visitor experience."



"...let your fans become active participants in 

the work they love by offering them a monthly 

membership. You give them access to 

exclusive content, community, and insight into 

your creative process."

Patreon.com



joinclubhouse.com

Invitation-only, audio chat app

"Although Clubhouse lacks the same 

ubiquity as Instagram, Facebook, and 

Twitter, and the youthful appeal of TikTok, it 

may hold promise as a dynamic space for 

museums, curators, collectors, artists, and 

fans to connect and socialize in a laid-back, 

audio-only space. "

- Cuseum.com

THE MUSEUM ENGAGEMENT PLATFORM



Multi-Channel

Strategy:

Use of Platforms

to 

Increase 

Discoverability

by new 

customers

• Optimize your Google My Business 

listing

• Add Covid-19 related information

• Verify hours

• Utilize Call to Action buttons

• One of the best ways to gain 

visibility / Local SEO



Customer loyalty

"Acquiring a new customer can cost five times more

than retaining an existing customer."

• Clear and relevant communication

• Capture customer data and special requests during booking (e.g., 

interests, dietary, health or accessibility needs)

• Creative, personal touches

• Loyalty functions integrated with your POS system

• Loyalty-focused apps and services



Direct Mail

Campaigns

Consider a postcard mailing service as part of your multi-

channel marketing strategy

• https://www.vistaprint.com/marketing-

materials/postcard-mailing-services

• Use the design templates in Vistaprint or create your 

own and upload your design. 

• Upload a mailing list or purchase a targeted list 

directly with Vistaprint. Filter your audience down by 

various demographic criteria to make your list more 

targeted.



Which of the following digital marketing and 

eCommerce elements are areas that could 

use further development? 

• Company website 

• Social media 

• Customer engagement and loyalty

• Multi-channel strategy with third-party platforms

• POS / management system with integrated marketing tools 

• Google My Business / Local SEO

Please select all that apply in the pop-up window

Poll 

Question 

#4



Consider outsourcing through Freelancer / 

Contractor platforms such as Upwork.com

• Website / eCommerce setup

• Social Media 

• Content creation / blog articles

Ongoing 
Execution of 
your Business 
Continuity & 
Digital 
Strategy



Starts with you



Build 
skills to
endure
hardship 
and avoid 
burnout

GOAL SET T ING WIT H FLEXIBLE 

MINDSET

Set realistic goals, break them down into steps and you 

will have a plan to look forward to the future with meaning.

CONNECT ING

Build strong and positive relationships at a personal level 

and professionally. A trusted network will make an impact. 

REMAINING PROACT IVE AND HOPEFUL

Although it can take time to recover from a major setback, 

traumatic event, or loss, know that your situation can 

improve if you work and maintain perspective. 

TAKING CARE OF YOURSELF

Prioritize your own needs and acknowledge your feelings, 

include physical activity in your routine, eat a healthy diet, 

and aim for 7-8 hours of sleep. Practice a stress 

management technique such as meditation. 



Resources



Hello Alice

https://covid19.helloalice.com/arts-

entertainment-industry-resource-center



Content & 

Networking

Facebook Groups

NEDCC and ArtsReady

Disaster Planning Tool



Support through Covid-19 

Cape Cod Commission

Covid-19 Resources

Mass.gov 

Covid-19 Funding and 

Resources

Small Business Strong

Free Small Business 

Technical Assistance

CO- by the US Chamber of 

Commerce 

Actionable Tactics



What types of resources would you like to 

see highlighted in a business recovery 

toolkit?

• Business training / employee training

• Digital marketing / social media

• Industry specific resources

• Funding 

• Startup / entrepreneurship

• Local government 

• Professional networking

Please select all that apply in the pop-up window

Poll 

Question 

#5



We invite you to try out a 

digital presence audit and the 

other checklists presented 

today. 

Bring your questions to our next workshop 

in late April / early May! 

THANK YOU!

TIME FOR QUESTIONS

CONTACT:
businessrecovery@capecodcommission.org  

Q&A


