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Stuck in the mud.

Overnight, COVID-19 derailed the event industry. 
Event producers, promoters and venues were 
immediately thrown into crisis.

And things kind of just...stopped.



Staying afloat.

So, how do you plan for the future during a crisis? 

 

How do you keep your brand alive?



How do you make meaningful 

conversation during an uncertain time?



Framework: Four phases of 
communication during COVID-19

Source: How to Inspire Through Uncertainty, Pinterest
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Mindset of the fan
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FANS ARE



Stage 1: Triage & Information

FANS ARE:

Confused about what’s happening.

Fans wonder if the event is still 
happening & whether they will get 
refunds.  Their whole world is 
changing rapidly and they don’t want 
your event to contribute to their 
uncertainty.

FANS WANT TO HEAR:

Clear, unambiguous information.

Be direct and matter-of-fact. It’s OK to 
be emotional, but not at the expense 
of clarity.  Say if the event is still 
happening. If so, what precautions are 
being taken.  If not, is there a new 
date?  What is the refund policy?



Examples - Stage 1: Triage & Information



Stage 2: Empathy & Relevance

FANS ARE:

Worried for both themselves and 
their community.

They realize serious damage is being 
done to those around them and are 
looking for comfort for themselves and 
to give comfort to others.

FANS WANT TO HEAR:

Solutions and empathy for them 
and the community.

Be exceedingly understanding to fans 
and their feedback.  Use your platform 
and the community surrounding your 
brand to inspire and help whomever 
you can.



Examples - Stage 2: Empathy & Relevance



Stage 3: Escapism & Optimism

FANS ARE:

Hopeful for the future. 

Fans are realizing that events will 
return and start to look forward to a 
future when they can gather again. 
They use this as a way to manage 
stress associated with current events.

FANS WANT TO HEAR:

Positive messaging, nostalgia and 
hope that a return to normalcy is 
nearing.

Remind them of their favorite 
moments, create playlists to listen to 
and start promoting new events or 
next years festival.



Examples - Stage 3: Escapism & Optimism



Stage 4: Recovery & Rebound

FANS ARE:

Starting to go back to old routines, 
with new habits in tow.

This is the new normal. The crisis is 
over (at least in their minds) and life 
resumes. However, new priorities that 
didn’t exist before pop up, particularly 
regarding public health and finances.

FANS WANT TO HEAR:

Your old brand tone back, but 
aware of the new normal.

Get back to what you do best - 
promoting events! Clearly 
communicating safety measures is 
vital, but do it in a way that stays on 
brand.



Examples - Stage 4: Recovery & Rebound

Note: A mixed reaction from your fanbase 
suggests you’re not in stage yet, 
regardless of your reopen status.



Timeline
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Each location and event follows a different timeline. Stages can progress or regress as circumstances change.  
Below is an example timeline based on projects we’ve done.



Ask yourself

● What stage is your fanbase currently in?

● Are you communicating at all with your fans?

● If yes, are you sending the right message?

● How can you prepare messaging for the next and 
previous steps?



About

VALMONT

Award-winning event producers, offering executive-level consulting & services to 
boutique events. Valmont's first full year (2019) handled events totaling over 
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Useful Resources
National Independent Venue Association (NIVA) - A network of 2,000+ independent 
venues nationwide whose mission is to preserve promoters and venues throughout the 
country: https://www.nivassoc.org/ 

Save Our Stages - Write to your legislators to support the RESTART Act and Save Our 
Stages (SOS) Act: https://www.saveourstages.com/

Event Safety Alliance Reopening Guide - An excellent guide to safely reopening your 
event: https://www.eventsafetyalliance.org/esa-reopening-guide

“How to Inspire Through Uncertainty”, Pinterest - Many of the concepts discussed 
here originated from Pinterest’s guide on navigating the COVID-19 crisis: 
https://business.pinterest.com/sub/business/guides/How+to+Inspire+through+uncer
tainty.pdf 


