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Introduction
While our global community navigates the unprecedented 
challenges related to COVID-19, businesses have the opportunity 
and obligation to not only think about how they can support 
their own workforce, but how they can help reduce the potential 
negative impacts of the pandemic and pro-actively support their 
customers, suppliers, and the broader communities in which they 
operate and rely on. 

This resource is one in a series of four guides that will help you 
support the different members of your business’s community. 
Specifically, you will find detailed guidance and best practices to: 

1. Adjust products and service offerings to support 
customers and COVID-19 essential efforts.

2. Efficiently engage in community investment and 
philanthropy to help people in need.

3. Provide support to suppliers as they navigate uncertainty 
around their own viability and impacts.

4. Promote collective awareness about COVID-19 related 
issues through responsible marketing and communication 
efforts.

Another series of guides is focused on protecting and supporting 
your workers as you navigate the COVID-19 pandemic together, 
including how to manage for health and safety, go beyond health 
and safety to support workers, and maintain and manage matters 
of job stability and downsizing. 

Adjusting Offerings 
to Support Customer 
Needs & Provide 
Essential Products & 
Services
“We are seeing a rising 
number of companies 
showing up in this crisis with 
humanity. They are stretching 
themselves to support 
stakeholders other than 
their investors: employees, 
customers, suppliers, and 
wider society. For businesses 
facing an existential threat 
— those in travel or retail, 
for instance — this may not 
be an option. At the other 
end of the spectrum there 
are, of course, opportunists 
seeking to profiteer from this 
tragedy. But in the middle are 
countless companies — many 
more than we could have 
predicted — showing their 
better side.”   
Paul Polman, Raj Sisodia,  
Kip Tindell 1
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Community & 
Customer SupportIn Focus

Summary of Community 
& Customer Focused 
Guides
To best protect and support their 
communities during the COVID-19 
pandemic, all businesses should:

• Explore the possibility of 
repurposing existing business 
assets and offerings to provide 
essential goods and services, 
adjusting practices to support 
your customers, while consciously 
steering away from potentially 
exploitative practices.

• Identify opportunities, where 
possible, to thoughtfully invest in 
charitable community efforts that 
align with the resources of the 
business, and to effectively allocate 
efforts to those most in need with a 
special attention to considerations 
for justice, equity, diversity and 
inclusion.

• Consider and manage the impacts 
of business decisions on their 
supply chain (especially small to 
medium sized and underserved 
businesses), including ways to 
maintain and provide income 
stability and other ways to 
proactively support their own 
efforts.

• Both communicate transparently 
about one’s own business 
decisions taken during the 
pandemic, and, where possible, 
leverage your voice to spread 
useful and accurate information, 
encourage positive actions, and 
support those most affected.
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Tips for Adjusting 
Offerings to Support 
Customer Needs and 
Provide Essential 
Products and 
Services
The emergence of the 
COVID-19 pandemic has 
created a need for specific 
products and services like 
personal protective equipment 
(PPE) at a scale that traditional 
manufacturers of such 
products have not been able 
to match. Simultaneously, other 
implications of the pandemic 
such as workforce reductions 
and reduced economic activity 
have disrupted many industries, 
products and services. 

As a result, many businesses 
have begun to adapt their 
offerings and business 
models to contribute to the 
supply of essential products 
and otherwise meet the 
evolving needs of their current 
customers—ranging from 
companies transitioning their 
manufacturing to completely 
different products, to companies 
making adjustments to their 
current practices in order 
to protect and support their 
existing customers, for instance 
by instituting more flexible 
payment terms.

How should a business consider 
making such adjustments 
efficiently and impactfully? 

Tips for Adjusting 
Offerings In Focus
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Here are a few steps your company can 
take to responsibly provide essential 
products and services to consumers:

1. Conduct a side by side analysis 
of community needs and the core 
competencies of your current 
business model and offerings to 
identify potential areas of opportunity 
and alignment.

2. Identify the financial and operational 
implications of the pandemic, both in 
terms of maintaining existing offerings 
as is along with the effects of any 
adjustments, both for your business 
and your current and prospective 
customers.

3. Transparently communicate with, 
train, and get feedback from your 
workforce, partners, and existing and 
potential customers to proactively and 
effectively manage any transitions.

4. Ensure adherence to all relevant 
regulation and manage quality, 
particularly when it comes to matters 
of health and safety.

5. Manage pricing of products to ensure 
that they match the value offered, 
promote accessibility, and do not 
exploitatively benefit the company at 
the expense of others.

6. Provide accommodations and relief 
for your customers when it comes to 
pricing and payment terms, whenever 
possible, to help them manage their 
impacts and viability.

Here are examples of specific practices 
that a company could consider to adjust 
offerings to support customer needs and 
provide essential products and services
:
1. Transitioning manufacturing or 

distribution capacity from current 
products to those that more directly 
address immediate health and safety 

In Focus Tips for Adjusting 
Offerings 
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In Focus

needs of communities.
2. Offering customer accommodations 

that support health and safety, 
including reserving specific hours 
for high risk customers, expanded 
delivery or pick-up services; 
redesigned facilities or processes 
used by customers, or offering new 
goods or services to customers in 
affected areas.

3. Offering more flexible payments for 
customers to help ease economic 
burdens, such as flexible financing 
options, providing free delivery, 
and/or discounted costs for certain 
products or services.

4. Offering new products or services 
for customers to meet their own 
economic and financial needs, 
including new financial instruments 
to support affected businesses.

5. Expanding offerings to make them 
more accessible to in need and 
vulnerable groups.

B Corp Best Practices: 
Adjusting Production 
to Essential Products 
& Customer 
Accommodations: 
Symington Family Estates, a wine 
company and Port wine house in 
Portugal, started using facilities to 
make hand sanitizer to donate to 
Portuguese hospitals. Breweries, 
distilleries, and beauty products 
manufacturers have been producing 
hand sanitizer and cleaning sprays - 
often donating them for free to NGOs, 
the poor, law enforcement etc.

 

Tips for Adjusting 
Offerings 

https://www.symington.com/company-story
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In Focus

Elsus SRL, a renewable energy generation 
and installation company headquartered in 
Argentina, together with businessmen and 
technicians from Comodoro Rivadavia are 
working together on the prototyping of a 
respirator with low-cost supplies with the aim 
to provide the local hospital with respirators to 
attend to possible new cases of COVID-19. The 
initiative arose in response to the concern and 
difficulty of obtaining respirators to serve future 
patients in the community, not only due to the 
high cost of acquisition but also due to the lack 
of stock. The first objective set by this group is 
to produce 20 respirators, as per the needs of 
the Comodoro Rivadavia hospital.

Tom Bihn, a backpack and travel bag 
company located in Seattle, U.S., has shifted 
some of its services to make reusable cloth 
face masks for customers. Customers can also 
donate money for the company to provide face 
masks to essential workers. 

Delicious & Sons, a food products retailer, 
from Spain has canceled shipping costs for 
online customers coming through their website, 
Amazon USA and Spain.

Karst Stone Paper, a paper and stationery 
products retailer from Australia, teamed up with 
Rescue (a personal-care supply-chain network 
founded by people who have lost their jobs 
due to the pandemic), to start sourcing and 
selling hand sanitiser to Australians during the 
COVID-19 pandemic. The company mobilised 
their team and resources to launch an 
affordable hand sanitiser with a fair price that 
allows them to keep their supply chain running, 
while limiting purchases to six per customer, to 
make sure everyone who needs it, gets it. Karst 
has also launched a form on its website where 
schools and day care centres can register their 
interest in receiving free hand sanitiser. The 
money that Karst uses to source these products 
funds Rescue’s employees. 

Tips for Adjusting 
Offerings 

https://elsussrl.com/#!/-inicio/?ancla=NOSOTROS
https://www.tombihn.com/pages/about-us
https://www.deliciousandsons.com/about-us/our-brand/
https://karststonepaper.com/pages/about
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In Focus

Practices to Avoid
When it comes to repurposing 
your business to create 
essential products and 
services, avoid these 
practices that have a risk of 
harm:
• Pricing products 

excessively high so that 
they benefit the company 
at the disadvantage 
of others, i.e. “price 
gouging.”

• Producing or supporting 
products that are of 
insufficient quality or 
counterfeit versions of 
essential supplies.

• Withholding essential 
products and/or supplies 
from the market to gain a 
price or other advantage.

• Failing to communicate 
adjustments to operations 
and product line to 
affected stakeholders, 
including workers and 
customers.

• Violating expert 
recommendations 
regarding engagement 
with customers and/or 
products and services 
themselves.

Practices 
to Avoid 
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In Focus Exploiting Supply 
Constraints in a Crisis, 
aka “Price Gouging”

Exploiting Supply 
Constraints in a 
Crisis, aka “Price 
Gouging” 
When disaster strikes, whether 
it’s a Category 5 hurricane, a 
pandemic, or an uncontrollable 
wildfire, consumers are often left 
scrambling for basic necessities 
such as drinking water and 
medical supplies. In these 
circumstances, many businesses 
take advantage of these spikes 
in demand (often coupled with 
supply bottlenecks) by charging 
exorbitant prices for necessities, 
often referred to as “price 
gouging.” 

Price gouging may also be 
accompanied by “illegal hoarding” 
i.e. amassing critical supplies far 
beyond what they could use or for 
the purpose of profiteering. Such 
practices create opportunities 
for individuals and businesses to 
profit significantly at the expense 
of others, but also present legal, 
ethical, and financial implications 
in the long term as the result of 
potential negative publicity.

At the same time, in emergency 
situations, the price of products 
might rise out of necessity, and 
it should not be expected that 
businesses maintain existing 
prices even if it challenges 
their own viability, let alone that 
they should be able to provide 
discounted or free products or 
services (although, if possible, 
that could be considered a best 
practice - see COVID-19 Best 
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In Focus

Practice Guide: Optimizing Community 
Investment and Charitable Giving During 
the COVID-19 Pandemic).

How can one tell the difference? It’s not easy, 
but there are both legal frameworks and other 
considerations that one can consider. In the 
United States, the definition of “excessive” 
or “unconscionable” pricing is generally 
determined by looking at average prices in the 
affected area over a given look-back period 
prior to the emergency, typically six months or 
so. Businesses are allowed to increase prices 
for critical supplies during an emergency, 
but they are not allowed to raise the price of 
products excessively to take advantage of the 
current pandemic. While laws vary by state, 
increases over 20% may be considered price 
gouging in the United States. 

To manage your own practices and avoid 
the legal, ethical, and long term financial 
implications of potential unfair pricing, 
consider these questions:
• What is driving the potential price increase 

you are considering? Is it the result of 
increased costs to your business, for 
instance in supplier and/or distribution 
costs?

• Is your profit margin changing as a result of 
any of your price changes?

• Are there other ways to avoid passing price 
increases on to your customers? 

• What is the nature of products for which the 
price might be increased? Is it considered 
an essential product, particularly during 
the COVID crisis (e.g. sanitizer, water, toilet 
paper, respirator masks, medical gloves 
and cover-alls, ventilators, and certain 
pharmaceuticals, etc.)? 

• How are you going to proactively 
communicate and justify any price 
changes to your customers and the public? 
Does that justification pose a risk for their 
perception of the change? 

Exploiting Supply 
Constraints in a Crisis, 
aka “Price Gouging”
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Reflection Questions
What are the strengths of your existing business model, and how 
could they contribute to the response of the COVID-19 crisis? 

What effects do you anticipate COVID-19 having on your current 
customers, and what flexibility do you have to more proactively 
support them? 

What are the steps your company needs to take to effectively 
adjust its own products and services? What stakeholders need to 
be consulted and what questions need to be answered?

Are there relevant regulations / recommendations that you need to 
adhere to for any existing or possible offerings? 

How will your company monitor and measure the impacts of 
your offerings during COVID-19? What mechanisms exist to 
avoid exploitative practices and support the most vulnerable 
communities? 

Feedback 
Did you find this resource guide useful? DDo you have feedback 
on how it can be improved, or ideas for oher resources we can 
provide? If you have feedback, or would like to provide input or 
would like to share examples of how your business is responding 
to the COVID-19 pandemic specifically for your community and 
customers, please email standardsmanagement@bcorporation.net

Sources
1. https://hbr.org/2020/05/what-good-business-looks-like

2. https://uspirg.org/feature/usf/how-identify-and-report-price-
gouging
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