
COVID-19
Small Business Roadmap 
for Recovery & Beyond

Understanding your 
customers’ needs



The outbreak of COVID-19 is continuing to cause disruptions for many small-to-medium businesses, and is 
fundamentally changing the way you do business, now and in the future. It can be overwhelming for business 
owners to keep up with the new laws, rules and regulations, let alone work out an action plan for your business. 

As the backbone of the Australian economy, it is imperative that our small businesses not only adjust and recover, 
but are also set up for success in the “new normal” future. Every decision made now, could impact a business’ 
ability to thrive in the future. This will require extraordinary flexibility, coordination, and resilience during what 
may be a protracted period of recovery.

The Commonwealth Bank is proud to partner with Deloitte Private who have created this workbook, taking some 
of the complexity out of the situation and giving small businesses some of the tools needed to drive your business 
through recovery and beyond. 

Understanding your customers’ needs
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Keeping these three critical actions front and centre, the Small Business 
Roadmap for Recovery & Beyond: Workbook is intended to support small 
business owners as they navigate their way through the crisis.

Scenario planning
This will not be a typical recovery: COVID-19 is unlikely to end suddenly 
given the evolving nature of the virus and the uncertain prospects and 
timing of a vaccine. Businesses must plan for multiple scenarios and time 
horizons, as they shift from crisis response to recovery. Businesses should 
also plan for the possibility of multiple waves of the pandemic and its 
continuing global—and uneven—footprint. Business owners need to 
establish critical priorities for the next 12 to 24  months as they position 
for new realities.

We believe that business strategies in the recovery phase will be best  
orchestrated through three critical actions: reflect, restart, and revitalise. 
These actions can help businesses to bridge the crisis response to a successful 
future, by laying the foundation to thrive in the aftermath of the crisis.

What is the future of work? Redefining work, workforces, and workplaces

COVID-19 Economic cases: Scenarios for business leaders

Reflect
Where do you stand today?

Revitalise
How can you start to shape 

your future?

Restart
What can you kick start now?

R E COV E R

https://www2.deloitte.com/us/en/insights/focus/technology-and-the-future-of-work/redefining-work-workforces-workplaces.html
https://www2.deloitte.com/global/en/pages/about-deloitte/articles/covid-19/covid-19-planning-scenarios-for-business-leaders-resilient-world-remade.html
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Note: The workbook is intended to be a framework for small business owners 
and a starting point that should be adapted to each unique environment — not 
all of its questions will apply to every business. While comprehensive, this 
workbook is not intended to be exhaustive, nor is it meant as advice; it too will 
evolve as circumstanceschange.

This workbook is intended for small business owners to work through 
what is required to manage business continuity, and to look for 
opportunities to reflect, restart and revitalise your business through 
your ‘Recover’ phase. There is a lot of content, but not all of it will be 
applicable to all businesses. You should determine which dimension 
you need to focus on first, and then which action is most relevant to 
progress.

As you use this workbook, if you have any feedback, please send  your 
comments and suggestions to AUDeloittePrivate@deloitte.com.au so that 
we can continue to improve the content. We look forward to receiving 
your feedback.

http://deloitte.com.au
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Reflect
Where do you stand today?

Restart
What can you kick start now?

We have created a framework tool to help your business through its 
recovery phase

Revitalise
How can you start to shape your 
future?

1. What has worked? What are you proud of?

2. What has been learned, and what has been missed 
in the response?

3. What needs to change?

4. What has the impact been on your workers?

5. What has the impact been on your competitors?

1. What steps are required to restart your business?

2. What does it look like? What products and services, 
digital and physical?

3. What workforce is critical to restarting?

4. How will you comply with COVID restrictions. How do 
you measure compliance, and what processes need to 
be in place?

1. Has COVID revealed new opportunities for your 
business?

2. What workforce productivity lessons did you learn and 
how you optimise moving forward?

3. Is there opportunity to scale virtual service offering, 
and how could you best minimise
the bottom line?

4. Did COVID impact your reputation (by industry or 
business actions) and how can you optimise or 
mitigate this shift?

5. How could you better optimise your supply chain?

Getting up to speed on the
impacts to your business

Identifying immediate steps for your 
business to action Re-visiting and forecasting to seize opportunities

There are many ways for small businesses to recover from the changes brought on by COVID-19. To help, we have created a tool to help your business get up to speed 
with what’s changed, mobilise what you can already control, and understand opportunities for growth in the future.

What is 
the value?

What stage of 
recovery is your 
business at?

Recover

How do you 
understand 
the stages of 
business action 
to plan for 
and address?

Some example questions 
the tool covers, over a 
range of different areas 
of your business.



Understanding your 
customers’ needs
How have expectations changed, and 
how do you communicate? 

Changes to your business Connecting with customers

Customer changes

Business implications

Business implications

Customer opportunities

Business channels

Customer implications

Digital opportunities

Reflect Restart Revitalise
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Are your customers aware of the impacts to your business?

□ Who are your customers? Have they changed? How well do you know your customer and do you understand 
their needs and wants at this time?

□ Are your customers aware of the potential impact or disruption COVID-19 has had on your business?

□ Are you proactively communicating with clients and customers to understand and manage their expectations?
□ Have you checked your contractual obligations with your customers?

Are you aware of the impacts to your customers?

□ How have customer consumption patterns changed?

□ How reliant is your business on direct customer contact to continue trading?
□ Are you dependent on a limited number of customers? What are the consequences if they shut down?

□ Do you understand the changes that need to be made to match changing consumer behaviours over time?

Are you aware of how this affects your business?

□ How has your customers behaviour changed in the immediate market, and how can you meet those changed 
behaviours?

□ How do you attract, sell and deliver to customers in an all-virtual world?
□ How do you engage with customers with a capacity-constrained on site/virtual customer service team?

□ Has your reputation changed through the crisis, (your actions or your industry)? How will you optimise or reverse 
this shift?

□ How can you retain and service your existing customers with limited or no physical store fronts?

Reflect – Where do you stand today? Your plan – Getting up to speed on the impacts to your business

Understanding your customers’ needs: How have expectations changed, and how do you communicate? 
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How are you connecting with your customer base effectively?

□ How should your offerings differ between the digital vs. physical customer?

□ How do you provide a digital equivalent of your existing product or service?
□ How can you communicate your business changes to your customers as quickly as possible? 

□ How many customers can you have in your business at any one point? Can you change your demand / supply 
profile to enable physical distancing, and are there peaks and troughs of activity which you can make smoother?

What are the customer opportunities facing your business?

□ How do you redefine your customer strategy to take advantage of shifting customer preferences? How can you 
sustain your business by shifting your approach in stages to meet these changing expectations?

□ How can you reconnect with your customers from yesterday, whilst maintaining your newly found customer base 
of today?

□ What are the most promising marketing opportunities your business could capitalise upon? 

□ How do you build customer trust and loyalty in a digital or blended business model?
□ Can you provide additional reassurance over supply compared to your competitors?

What are the channels your business could adopt moving forward?

□ How do you optimise your customer sales and service channels for the ‘new normal’?

□ What are the new channels available to your business, which are to be maintained and/or adapted moving into a 
post-COVID world?

□ Can your business meet the needs of remote customers? Is this an area to build out your business’ capability?

Restart – What can you do now? Your plan – Identifying immediate steps for your business to action.

Understanding your customers’ needs: How have expectations changed, and how do you communicate? 
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What are the long-term implications for your customer base?

□ How will your revenue model change, based on that relationship?

□ What are the industry relevant options that will be maintained or expanded upon? What can your business learn 
from and take with it moving forward?

□ How do you make sure you are maintaining and elevating your customer and brand loyalty across your current 
and future prospects?

What are the digital opportunities moving forward?

□ How do you reinvent your business to take advantage of a digital world?

□ How do you reinvent your products and services to be relevant in a predominantly digital world?

Revitalise – How can you start to shape your future? Your plan – Re-visiting and forecasting to seize opportunities.

Understanding your customers’ needs: How have expectations changed, and how do you communicate? 



Action W1 W2 W3 W4 W5 W6 W7 W8 W9 W10 W11 W12

List your actions here...

Your customers’ needs workplan 
What are some of the top priorities you need to plan for? 
Use the workplan below to map them out week by week.

It's time to put 
your plan to 

paper. For best 
use, print this 

sheet out in A3.
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Government information and support available to you today
Helpful links

Have a thought? Please send comments and suggestions to AUDeloittePrivate@deloitte.com.au so that we can continue to improve the workbook content. We look forward to receiving your feedback.

Working resource kits to keep 
you and your employees safe

Keep up to speed with the codes of 
practices impacting your industry

Financial support to keep your 
business moving

Australian Tax Office
ato.gov.au

A one-stop shop for personalised Worksafe check 
lists, fact sheets and flexible working guides that 
cover the following, and more:

• National safe workplace principles

• Workplace checklists

• Signage and posters

• Travel information

• Public health directions 

• Mental health support for managers

• Mental health support for workers

COVID-19 resource kit Latest Australian Gov COVID-19 updates Tailored advice for your business size

Essential national information across industry, policy, health 
and finance to support your business, and workforce 
minimise risk, including:

• Download the COVIDSafe app

• Cyber security tips for a remote workforce

• Creating safe online communities

Please also visit the site for comprehensive coverage of 
national, state and territory specific advice at depth across: 

• Key updates

• Health alerts & advice

• Restrictions & safety advice 

• Business & Employers

• Financial support

Understand the support available to address your needs

• Sole trader operator

• Employer

• Company owner

• Keep your business running

• Understand your continued obligations

• Cross state and territory grants assistance

Aus Gov Business
Business.gov.au

Australian Government
Australia.gov.au

Safe Work Australia
safeworkaustralia.gov.au
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National Relief Packages

Understand the relief entitlements and record keeping 
advice for your business, employers and employees

• Business and employer support

• Individuals and employee support

• Tax professionals support

http://deloitte.com.au
https://www.ato.gov.au/
https://www.health.gov.au/resources/apps-and-tools/covidsafe-app
https://www.cyber.gov.au/advice/covid-19-cyber-security-tips-when-working-home
https://www.esafety.gov.au/key-issues/covid-19
https://business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/support-for-sole-traders
https://business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/support-available-for-employers
https://business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/support-available-for-companies
https://business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/continuing-your-business
https://business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/business-information
https://business.gov.au/risk-management/emergency-management/coronavirus-information-and-support-for-business/coronavirus-state-and-territory-information-and-assistance
https://business.gov.au/
https://www.australia.gov.au/
https://www.safeworkaustralia.gov.au/
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Our team
This workbook has been curated for you by our Deloitte 
Private COVID-19 response market leadership team.

Looking for more?
Our team has created COVID19 Response 
business support tools to help you access 
further support on…

Financial assistance

Find out which assistance is right for you on 
our COVID-19 Business Grant Finder

Leadership recovery guidance 

Check out our thought leadership for 
Embedding trust into COVID-19 recovery

Stimulus and support

Scroll down for tips on how to stay agile and 
proactive  COVID-19 Stimulus & Support Finder

Further response tips and tricks

To keep up to date, stay connected with our  
COVID-19 Government Response Portal

Critical workforce priorities 

Download our Workforce Strategies to 
get your workforce back on track

M E G A N  F I E L D
Market Leader, Deloitte Private
Adelaide
mfield@deloitte.com.au

L I S A  S T R I B L E Y
Market Leader, Deloitte Private 
Brisbane
lstribley@deloitte.com.au

A N T H O N Y  C I P R I A N O
Market Leader, Deloitte Private  
Perth
ancipriano@deloitte.com.au

X E N I A  D E L A N E Y
Market Leader, Deloitte Private 
Western Sydney
xdelaney@deloitte.com.au

G L E N  K A N E V S K Y
Market Leader, Deloitte Private
Melbourne
gkanevsky@deloitte.com.au

G A I L E  T I M P E R L E Y
Market Leader, Deloitte Private
Sydney
gtimperley@deloitte.com.au

C A R L  H A R R I S
Market Leader, Deloitte Private
Hobart
carharris@deloitte.com.au

K A R E N  G R E E N
Managing Partner, Deloitte Private
Darwin
kgreen@deloitte.com.au

https://au-deloitte.neotalogic.com/a/covid-19-support%3Fproductid=78
https://www2.deloitte.com/global/en/insights/economy/covid-19/building-trust-during-covid-19-recovery.html
https://www2.deloitte.com/au/en/pages/covid-19/articles/stimulus-support.html
https://www2.deloitte.com/global/en/pages/about-deloitte/articles/covid-19/covid19-government-funding-portal.html
https://www2.deloitte.com/au/en/pages/about-deloitte/articles/covid-19-workforce-strategies-for-post-covid-recovery.html
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