Navigating
COVID-19

An Essential Contractor’s Guide

First and foremost, I hope you, your families,
and your colleagues are healthy and safe
during this pandemic.
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Like you, Modernize continues to monitor and
adapt to the rippling effects of the Coronavirus.
We understand the concern and uncertainty
stirred by this pandemic. On a global scale,
every industry has been impacted in some
facet by COVID-19, including our residential
home improvement sector.
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As a leader in our industry for more than
15 years, Modernize remains committed to
serving you and our homeowners. During this
challenging time, we’ve adopted the slogan
“no one gets left behind.” This extends to you—
our contractors. Our team continues to create
resources to help you sustain your business
during COVID-19. We want to empower you to
safely connect with homeowners, transition
to virtual tools, and rally your team.
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This is a time of transition for us all, and you
are not alone. We are all in this together.

About Modernize .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 30

Sincerely,

Innovative Ways to Keep Your
Pipeline Strong During COVID-19 .  .  .  .  .  .  .  .  .  .  . 13
The Importance of Marketing
Your Business During COVID-19.  .  .  .  .  .  .  .  .  .  .  .  . 18
Why Local is Important .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 20

Alan Godfrey

Senior Vice President of
Modernize Home Services

Navigating COVID-19: An Essential Contractor’s Guide

2

Despite COVID-19, homeowner
demand is on the rise
The novel COVID-19 virus continues to impact the
world on a global, national, and local level. This
global pandemic has presented disruptions to all
industries. For contractors, sales and success occurs
during face-to-face meetings with homeowners.
Now businesses are faced with exploring new ways
to operate “as normal,” while keeping important
safety measures in place. Professional contractors
are challenged to adopt and adapt to online tools
to engage with homeowners, efficiently close sales,
and begin or complete installations.

Despite the mounting uncertainty around
COVID-19, at Modernize, we continue to see
strong and steady demand from homeowners
across the United States. And we’re not alone.
According to market research firm Rakuten
Intelligence, between early March and early April,
home improvement products jumped 71 percent.
The home improvement sector has experienced
increased demand from homeowners during
COVID-19, and some data suggests this will
continue to increase in 2020.

Tracking Homeowner Intent

Home Depot

Google Search Trends can help businesses analyze
search intent. These search terms saw increases in
frequency from March 16 through April 5th.

Lowes

+ 195%
+ 61%

Roofing
Windows
Doors
Siding
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+ 43%
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We understand Modernize has an important role
in keeping contractors and homeowners connected
during these challenging times. We continue to be
viewed as a trusted online resource for homeowners.
Homeowners want to feel sheltered and comfortable within their homes. We have surpassed our
Modernize previous website traffic records during
this historic time. As of publication in April 2020, we
have seen a steady 20 percent increase in organic
traffic, compared to February 2020 — before the
reaches of the pandemic were fully realized.

“We understand Modernize has
an important role in keeping
contractors and homeowners
connected during these
challenging times.”

To increase homeowner insight for contractors, we
survey our homeowners on a weekly basis to learn
more about their home improvement preferences
and pain points. In March, we asked homeowner’s
about their project plans during COVID-19. More
than 40 percent of homeowners expressed interest
in scheduling a virtual consultation for their project
with contractors. We also asked homeowners
COVID-19’s impact on their project timeline. The
majority of homeowners (57 percent) said they
plan to begin their project within the next two to
four weeks. Another positive sign for the home
improvement industry.
Homeowner expectations are swiftly changing to
keep up with the latest news. Safety is paramount.
As we continue to navigate business during “shelter
in place,” we begin to plan for the next few months,
the home improvement industry will continue to
adapt to the rules and regulations of the government. In this guide, we will explore how to transition
to online tools, keeping your business’ cash flow
strong, best marketing practices, and how you can
keep your team and homeowners safe.

57%

OF HOMEOWNERS
PLAN TO BEGIN THEIR
PROJECT IN THE NEXT

2-4 weeks
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Transitioning to Virtual Tools
For the home improvement industry, sales techniques and processes
are rooted in face-to-face interactions with homeowners. Now, during
this unprecedented pandemic, contractors must rapidly adjust to
distancing measures to keep themselves, their staff, and homeowners
safe. Transitioning to digital tools can feel daunting. You’re not alone.
Below, we share multiple online, easy-to-use tools that will help you
manage —or even accelerate— your business during COVID-19.

135°

15’

18’

Looking for virtual measurement
tools that can help you assess a
homeowner’s roof or windows?
View Contractor Resources
from Modernize ›

YOUR TOOLBOX

Virtual Appointments
Engage with more homeowners digitally with video appointments

Zoom

Whereby

Google Meet

Zoom offers video communication
on a reliable cloud platform, allowing
businesses to use video and audio
conferencing across mobile devices,
desktops, and phones.

Whereby provides users with video
meetings in a browser, boasting no
downloads or logins for guests.

Google makes video conferencing
and voice calls effortless with Google
Meet. The platform is free during
COVID-19, and is compatible with
mobile devices and computers.
No plug-ins required, just use your
Gmail account.

GET THIS TOOL ›
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Showcase your virtual capabilities
to homeowners
Once your business is able to offer virtual appointments, we want to
help you connect with homeowners as quickly as possible. You can now
highlight your virtual capabilities on your Modernize Contractor Profile,
which is displayed within Modernize’s Homeowner Resource Center. All
Modernize homeowners are directed to this online resource center to
help them request appointments with contractors and prepare for their
project. To add and display your virtual availability, connect with your
account manager today.

YOUR TOOLBOX

Digital Proposals
Accelerate your sales process with these industry-leading tools.

LEAP

SOLO

Aurora

Founded in 2016, Leap is helping
transform the home services industry
by offering end-to-end point of sale
applications. They are digitizing every
stage of the in-home sales process,
including estimates, proposals,
contracts, secure in-home financing
approvals, and data logs.

SOLO is a sales conversion platform
designed for roofing and solar
services. SOLO helps provide
dynamic proposals, document
management, CAD design, and
engineering as-a-service for the
home improvement industry.

Aurora offers to provide a one-stop
solution for solar contractors, hoping
to help you streamline your entire
solar design and sales process. The
platform manages information
from solar designs and simulations,
calculates financial returns for loans,
leases, PPAs, and cash payments.

GET THIS TOOL ›

GET THIS TOOL ›

GET THIS TOOL ›

Modernize Trusted Partner
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YOUR TOOLBOX

Communication Tools
Communicate with more homeowners by leveraging these digital tools

Hatch

RingCentral

Dialpad

Hatch helps contractors quickly
connect with homeowners by
creating automatic follow-ups
through text, email, and phone.
You can continue the conversation
through the entire buying journey
from one collaborative workspace.

RingCentral offers an all-in-one
cloud phone system, which includes
team messaging, video conferencing,
and a contact center.

Dialpad offers businesses four
products, ranging from a business
phone system to video meetings
and sales coaching. They are
helping companies impacted by
COVID-19 by offering Dialpad Talk
Pro and UberConference for free,
for a limited time.

GET THIS TOOL ›

GET THIS TOOL ›

GET THIS TOOL ›

Modernize Trusted Partner

YOUR TOOLBOX

Call Center
Utilize call centers to accelerate your
homeowner follow-up process

NICE inContact
NICE offers a seamless experience
for call center employees and customers, with their cloud platform
and suite of tools— including data
analysis and AI-powered insights.

We are communicating with our contractors on
a weekly basis, listening to —and learning from—
their successes and challenges during COVID-19.
While each trade and region have slightly different
circumstances, the goal remains the same: Keep
sustaining your business.
We have heard repeated success stories of our
contractors using a “two-call” close for virtual
appointments. The first virtual video call is
dedicated to explaining your updated COVID-19
processes, your brand, and what homeowners
can expect throughout their project.
The second call comes within 24 hours of the first.
Follow up with your homeowner to see if they have
any lingering questions. Reassure them that you
can safely and swiftly complete their project.
Then, successfully close the deal.

GET THIS TOOL ›

Jeff Barnes

General Manager of Modernize
Home Services, Core Services
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What to include in your digital presentation
During this challenging time, virtual demos can allow you to continue
connecting with homeowners and growing your business. It is important
to sharpen your materials to offer a transparent and cohesive sales pitch.
Like students, homeowners process information in different ways. There are
visual learners and verbal learners. Balance your virtual presentation with
displayed materials and an engaging script. Here are our recommendations
as you craft your digital presentation during COVID-19:

Create a shareable presentation

Begin with a warm introduction

Make sure your sales presentation is in an easyto-share format. Your demo should be easy to
present on your video call and have the ability to
be “left” with the homeowner afterward. Microsoft
Powerpoint and Google Slides are both accessible
and widely-used. It is easy to share on your screen,
and send as a .PDF after your presentation. You
can also add your script into specific “note” areas.
This will help make for a seamless presentation.

Your first slide or two should allow time for you to
learn more about the homeowner and set the stage
for the rest of the meeting. Take a few moments to
speak about the current situation. Ask questions like:
“How is your family adjusting to the stay-at-home
situation?” and “Is your immediate and extended
family in good health?”. It is important to dedicate
time to understanding the homeowner’s current
challenges and how you can both relate to this pandemic. Showing compassion will help create trust.

Prepare and plan for hiccups
Technology is essential, but it is not perfect. The biggest challenge with virtual
appointments and demonstrations is adapting to interruptions. During a call,
you may experience:
• A low-resolution or choppy video connection
• A weak WiFi connection
• The call or video connection may drop unexpectedly

CONNECTION LOST

• The homeowner may need to abruptly leave the call to
handle an emergency with a pet or family member.
Ahead of your appointment —or at the beginning of the demo— confirm the
homeowner’s contact information and what happens if you are disconnected.
Try: “Technology can be challenging. If we get disconnected, I will immediately
try to reconnect and call you back.”
By being proactive and training for these frustrating scenarios, you will continue
to appear professional, patient, and skilled.
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Set expectations early
Be sure to provide context to what the homeowner
can expect during this meeting, including how long
your questions will take. Try: “Before we can discuss
next steps and I can provide a quote, I have about 10
questions regarding your project.” This provides the
homeowner with clear expectations when entering
this virtual conversation. Provide a slide that has a
bulleted agenda, so the homeowner can visually
see how the conversation will evolve.

Address Your COVID-19 Procedures
and Processes
Include a slide that shares how your company is
altering processes during the Coronavirus. Clearly
cover all new procedures created during COVID-19.
Share your hands-free process— and how you will
keep yourself, your team, and the homeowner safe.
Share your virtual and digital offerings. Discuss timelines of installations, if these have been impacted by
current events. Being transparent about how you are
protecting both homeowners and your employees
will show you are cognizant about safety, and ease
homeowner fears.

Represent your brand

Body Language During
Virtual Meetings
Deciphering body language during virtual meetings
is challenging for all users. In-person, physical cues
help provide trust and attentiveness. Here are a few
helpful tips for your virtual meetings:
• Don’t sit too close to the screen. Showing more of
your shoulders/arms allows homeowners to see
more natural body language.
• Be aware of your facial expressions. You may need
to smile more during this time.
• Prioritize eye contact with your camera. It will
make it appear as if you are keeping eye contact
with the homeowner.

Make sure your presentation —visually and
verbally— explains your brand. Confidence is key
to sell your business to new clients. Remaining
poised and self-assured in your conversation will
evoke trust, even over a screen. Remember who
you are, what you represent, and why your
services are the best around.
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Share Your Pricing Ranges

Offer References and Success Stories

It is understandable that you may not want to
give a quote during the virtual demonstration,
but it is important to share your pricing methods.
This provides continued transparency to the
homeowner. Break down your pricing with ranges,
instead of exact numbers. Be clear about how
you will estimate the work without coming in
contact with the homeowner, and maintaining
a safe distance.

Create a testimonial slide or two. Include a quote,
pictures, and star-rating if applicable. Make sure
the testimonial is clear, concise, and is the focus
of the slide. At Modernize, we know homeowners
take reviews seriously in their contractor selection.
Our recent 2019 survey showed that after price, 26
percent of homeowners said online ratings and
reviews were the most important factor in selecting
a contractor. Since you are virtual, make sure these
references shine over the screen.

Keep the homeowner top of mind
This pandemic has impacted everyone. Do not be alarmed if the homeowner
is a little impatient or stressed— especially if they are handling an unexpected
repair or emergency. Recognize their situation and be incredibly empathetic
during this time. Let them vent. It is advantageous to remain steady, reassuring,
and calm. By creating assurance and building trust early, you will form a great
working relationship. This will ultimately increase your chances to be selected
from the project, receive a glowing review, and future referrals.
During this crisis, everyone is reshaping how to
navigate even the most simple, routine tasks.
Homeowners will also expect you to work
differently in this new climate. You may need the
homeowner to provide pictures or measurements
to you. Be prepared for questions on how to
measure. You may create a resource or checklist
that helps instruct them to gather the information
you need. And always, be patient. This will continue
to build trust with the homeowner.
Remember, fostering a relationship with your
homeowner will help build trust. This provides
the greatest opportunity for getting selected as
the best professional for their project.
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Tips for Staying Cash Flow Positive
As we adjust to life during COVID-19, many businesses are thinking about what
will happen next. As other countries begin to stabilize, we can see a preview
of how our economy will rebound from this pandemic. Now, more than ever,
contractors need to focus on managing cash flow to sustain their business, as
we get closer to ending social distancing.
Here are a few considerations for your business for the current and
post-COVID-19 world:

Review your credit policy.
If you have a credit policy, now is an excellent time
to review your current policy. And if you do not have
one, now it is the time to create one.
Most of Modernize’s trades —roofing, HVAC,
windows, and solar— are considered credit-heavy.
Evaluate the different factors within your credit
policy, including your minimum credit acceptance
rates, early payment incentives, and financial
partners. This is a good time to review the financial
partners you recommend to homeowners.
Review your accounts receivable aging report to
identify opportunities where you control more cash.
Depending on your aging time, you may potentially
change your payment plan policies— and collect
more frequently. For example, a homeowner undergoing a window replacement project may pay in
five increments of $5,000, instead of one payment
of $25,000. This is a favorable payment system for
both you, and your customer.

Change your payment policies to
better manage cash flow.
Changing your payment policies to complement
your credit policy will help create a better process
for your sales and accounting teams. Consider
invoicing at different stages of a project, including
demolition, material orders, installation, and final
inspection. In addition to increasing cash flow, you
will likely create deeper trust with your customers.
The homeowner will feel in control of the payment
schedule, and you will be able to receive cash
more quickly.
Next, create a simple forecast based on how
projects will close and when each payment is
expected. Within a spreadsheet, fill out rows that
share the number of jobs in each phase. In the
columns, note the months (or weeks or days) you
would expect the cash to arrive. This will help you
understand the impact of cash immediately by
changing your policy.
Be sure to consult your team before making these
changes. Keep current customers in mind when
communicating the new policy. Ask them on
their preference, as they most likely agreed to the
previous terms. Have the homeowner agree —in
writing— to any changes.

Navigating COVID-19: An Essential Contractor’s Guide

11

Align with your sales team.
After making updates to your credit policy and
payment policy, be sure to notify your sales and
finance teams of these changes. One of the most
important steps will be to make sure these changes
are reflected across your entire business.
When communicating with all your teams, be
transparent about the changes and your objectives.
Ensure your sales team understands that while
more revenue is good, having cash in the bank
is critical.
Make sure your credit and payment policy documents are updated and include your objectives.
Share these documents with your finance team.
Arrange meetings with both teams to discuss
potential impact through a small risk analysis.
This exercise is a simple, effective way to make
sure everyone understands the changes proposed.
Cash flow management can be difficult even during
“normal” business. Now, in uncertain times, it will
take both diligence and flexibility to ensure your
business continues to operate smoothly. Creating a
plan today will benefit your company and team, as
well as prepare you to assist more homeowners in
the weeks after COVID-19.

Large scale home improvement projects,
like a roof replacement, come at a large
cost for the homeowner. While some
projects can wait, there are others that
demand immediate attention f rom
homeowners. In a 2019 article published
by Bankrate.com, they shared 40 percent
of Americans can afford to pay for an
unexpected expense of $1,000 using
savings. Many homeowners need to rely
on other methods to start and complete
their critical home improvement projects.
In today’s difficult economic climate, it is
essential to offer financing solutions
for homeowners.
Through our weekly homeowner surveys,
we have learned more than 80 percent of
homeowners would like to finance part
—if not all— of their home improvement
projects. For added transparency, more
than 30 percent of our homeowners
would like to finance their entire window
replacement. Nearly 40 percent of
homeowners sought to finance half
of their roof replacement.
As we mentioned, our contractors that
are able to offer financing often see a
higher close rate and increased job size—
both are critical to helping your business
thrive during this pandemic.
Josh Smykal

Senior Director of Modernize
Business Operations
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Innovative Ways to Keep
Your Pipeline Strong
During COVID-19
We continue to speak with our contractors across the country to learn more
about the challenges and opportunities presented during this global crisis.
Through our evolving discussions, we have been able to identify a large common
theme shared across contractors and trades: Keep your pipeline strong.
One of our industry-leading partners wisely compared their pipeline to a
laboratory, and by conducting “experiments” they are able to discover new
successes. Now is the time to stay curious and reach new customers— not
close up shop or focus on installation only. Consider where your pipeline is
today, and how you can maintain and propel your business into the
summer months.

This is the time to be agile
and inventive.
This unique time in history can allow you to test
innovative ideas. Be prepared to pivot and adjust
your tactics as you engage with more homeowners. Be sure to document each of your
different processes, and afterward analyze the
results with your marketing and sales teams.
You will likely be surprised with new results
during this unprecedented time.

MORE
THAN

50%

OF HOMEOWNERS SAID THEY
WOULD PREFER TO COMMUNICATE
WITH THEIR CONTRACTOR VIA TEXT

• Use this time to experiment in your communication cadences and sales processes. Did you
previously call leads twice in a week? Now, try
three times in seven days.
• Consider texting a homeowner to see if they
are available for a virtual appointment. In a
2019 homeowner survey, more than 50 percent
of homeowners said they would prefer to
communicate with their contractor via
text message.
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Test new marketing tactics to increase
your pipeline.
Homeowners are home and are spending a great deal of time on their
devices. As we all begin to rely more heavily on social media, video, and
the Internet for news, work, and entertainment, begin to experiment on
ways to use these channels for your marketing outreach.
Here are some considerations when exploring digital marketing:

Develop an SEO strategy.
Now is the time to consider your search engine
optimization strategy. As more homeowners turn
to the Internet for their projects, it’s important
to have your business be easily “findable.” Begin
thinking about your website, and terms a homeowner may be searching for when looking for
your services. After you identify your top keywords,
complete an audit of your site. Moz.com offers a
great introduction to SEO for all industries.

At the end of March, Facebook
reported the highest traffic the
platform has experienced— a
direct result of COVID-19.
If your business is not active on social media, now
is a great time to begin building your following.

Connect with more homeowners
on social media.
In our 2019 homeowner survey, we learned up
to 12 percent of homeowners use social media
to research their projects and vet contractors. To
increase sales opportunities, it’s important to be
present on platforms where homeowners are
looking for information, including Facebook,
Twitter, Instagram, and even YouTube.
Be sure to highlight your local offerings in your bio,
and share your new safety protocols. Begin posting
on a regular cadence, and then begin testing how
frequently you should post to engage with the
highest number of homeowners. Share before and
after photos of successful projects. Encourage your
happy homeowners to leave reviews. Engage with
your followers to experience great results. Forbes
shares more timeless tips for getting your business
started on social media ›

Experiment with your remarketing strategy.
The home improvement industry is one of the few industries posed to see
growth during COVID-19. Homeowners are focused on making their homes
safe and comfortable during this pandemic. It is a perfect time to revisit
conversations about their home improvement project.
Collect your old leads and begin reaching out to them to gauge their interest.
Consider a script for phone calls, and creating an email template for ease.
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Tune-up your sales process.
With so many safety restrictions in place, virtual sales have become essential
for businesses. Taking time to re-evaluate each part of your sales process now
will help you find new areas to focus on. This will be even more important for
adapting to homeowner expectations after COVID-19.
Use this time to cut unnecessary expenses, and increase your pipeline and sales.
Consider time and money previously spent on logistics and time management.
During these current conditions, investing in virtual software and tools can pay
dividends. For example, without needing to drive tov and from appointments,
contractors are able to fit three to four more virtual appointments in per day.
From challenges come new opportunities.
Here are other virtual sales experiments to test and consider:

New communication for a new “normal.”

Consider changing your sales call cadence.

Now is the time to consider your search engine
optimization strategy. As more homeowners turn to
the Internet for their projects, it’s important to have
your business be easily “findable.” Begin thinking
about your website, and terms a homeowner may
be searching for when looking for your services.
After you identify your top keywords, complete
an audit of your site. Moz.com offers a great
introduction to SEO for all industries.

Virtual calls and meetings are now an essential
part of our lives. Zoom, FaceTime, and Google
Hangouts allow us to connect easily and this new
territory allows for new opportunities. Consider
varying your call cadences to see which returns
the highest results.

Adjust your sales scripts to focus on
COVID concerns.
Homeowners are concerned about safety precautions as they inquire about home improvement
projects. Test different scripts and talk tracks of
how you are prepared to keep them, as well as
your staff, safe.

Continuing to keep your sales
pipeline strong is the ultimate
goal. Experimenting with new
techniques and tools within this
challenging environment will
allow you to connect with
homeowners in surprising ways.

Navigating COVID-19: An Essential Contractor’s Guide

15

Help Homeowners Find Financing During COVID-19
Most home improvement projects are an investment for homeowners, including
trades that require large budgets, like roofing, solar, and windows. Through
our homeowner surveys, we have learned more than 80 percent of homeowners
would like to finance part (if not all) of their home improvement projects. Now
is the time to proactively provide finance solutions for all of your customers.
There are multiple benefits to offering financing to homeowners. Contractors
typically see an increase in close rate and job size. Homeowners have a better
ability to upgrade to better quality energy-efficient solutions— which creates
a happier customer overall.
By partnering with financial lenders, you can provide more options to
homeowners— allowing you to begin —and complete— their large scale
home improvement projects. Here are a few to financing partners to consider:

Sunlight Financial
Sunlight Financial specializes in solar projects
but does offer financing options for home
improvement projects. Sunlight partners with
contractors nationwide to provide homeowners
with financing for home improvement upgrades,
including the installation of residential solar systems.
They offer highly competitive loan rates for
contractors, and flexible payment options for
homeowners, including a wide array of APRs and
terms that range from 5 to 25 years. Learn More ›
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Renovate America
Renovate America is a trusted Modernize partner
and works to provide contractors with the tools they
need to grow their businesses. Through Renovate
America’s Benji financing homeowners can receive
competitive rates, flexible terms, and instant decisions. Renovate America’s HERO financing is built
for energy-efficient home improvements, and rates
are fixed for homeowners.
Renovate America offers low dealer fees, and “nointerest, no-payment” options. Most contractors
are able to receive payment within 48 hours after a
project is completed. Renovate America’s support
staff is available seven days a week to provide
assistance to your team before, during, and after
a project. Learn More ›

Mosaic
Mosaic believes that financing for modern home
improvements should be simple and worry-free for
both contractors and homeowners. Mosaic works
with leading solar and home improvement companies across the nation to offer financing for solar
energy systems, batteries, and a number of home
improvement projects. Mosaic offers an app for
contractors that enables a seamless way to provide
financing options to homeowners by differentiating
their offers from competitors and upselling services.
Learn More ›
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BOOK NOW

The importance of marketing your
business during COVID-19
As this global coronavirus pandemic unfolds, we understand there are many
new challenges being experienced by contractors— including how to reach
homeowners, efficiently close sales, and begin or complete installations. At
Modernize, we continue to see strong and steady demand from homeowners
across the United States, despite the mounting uncertainty around COVID-19.
We believe it is important to keep your business engaged.
During this pandemic, marketing can seem daunting, but it’s essential for
sustaining your business. Use this time to set up for success tomorrow— and
well into the future. Below, we share why you should continue to market your
company during this unprecedented time of social distancing:

Homeowners are, well, home!
One of the silver linings in this stressful situation
is that homeowners are home. Across the United
States, homeowners are encouraged to stay within
their homes to help flatten the curve of this disease.
This presents new opportunities to reach out to
homeowners who previously were too busy to
focus on home improvements. This is a strategic
time to nurture colder leads or coordinate a virtual
appointment that homeowners can easily attend.
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Home improvement projects are
on the rise.
With more time at home, homeowners are actively
pursuing home improvement projects. According
to Foursquare, “foot traffic to hardware stores like
The Home Depot and Lowe’s are up 26 percent
nationally” during COVID-19. At Modernize, we have
also seen unwavering demand from homeowners.
With more time and energy to focus on projects,
intent with homeowners is increasing. Now is the
time to connect with homeowners who want to
make sure their homes are comfortable, safe, and
energy-efficient.
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Homeowners are taking
advantage of mortgage rates.
In March, the Federal Reserve cut short-term
interest rates by 1.5 percentage points. This, along
with other efforts, is to help protect the economy
from the catastrophic impact of COVID-19. Also
last month, the Mortgage Bankers Association
reported refinancing applications increased 79
percent, week over week. These are the highest
levels since April 2009.

All eyes are on digital marketing.
Facebook recently reported the highest traffic the
platform has experienced. “The usage growth
f rom COVID-19 is unprecedented across the
industry,” Facebook published in a release. “We
are experiencing new records in usage almost
every day.” Homeowners have increased activity
on Facebook, Twitter, and Instagram. This is an
excellent opportunity to increase your homeowner
pipeline by marketing on social media platforms
to capture new leads.

Through our homeowner surveys, we know that
more than 80 percent of homeowners would like
to finance part (if not all) of their essential home
improvement projects. Now is the ideal time for
you to remove this barrier for homeowners looking
to complete their project.

We understand this time is challenging for all
industries, including our home improvement
professionals. As you work tirelessly to keep
your business as normal as possible, it is still
important to keep your eyes fixed on the
future. Even during COVID-19, we encourage
our contractors to stay abreast of the
competitive construction landscape.
This disruptive time has provided many
new opportunities for market share and
discounted rates on advertising. While other
home improvement companies (and your
competitors) struggle to transition virtually,
you have a unique window to capture and
expand your market.

Pivot your messaging on new platforms
to reach homeowners. Use email, text
messaging, and social media to highlight
your company. Try advertising on social
media to increase brand awareness.
Continue to use compassionate language
and share your safety procedures on all
platforms. We also recommend showcasing
before-and-after project photos and rave
homeowner reviews.
Now is the time to show your strength as a
company— by continuing to engage and
support homeowners during COVID-19.

Jamie Smith

Director of Client
Acquisition Services
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Why Local is Important
At Modernize, we continue to see strong interest from homeowners across
the country. At the time of publication, we have seen a steady 20 percent
increase in homeowners visiting our site compared to February 2020— before
the reaches of the pandemic were fully realized. And we’re not alone. According
to market research firm Rakuten Intelligence, between early March and early
April, home improvement products jumped 71 percent.
Homeowners are eager to connect virtually during this time to begin their
projects safely. As you transition to virtual appointments, communication is
paramount to securing a project. Here is how you can succeed:

Homeowners shop to support
local businesses.
Highlighting your local offering is key. As homeowners look to improve their homes, they also
want to support their community. Small, local
businesses are struggling during this difficult
time, and homeowners are compassionate to
these challenges.
It is important to highlight your impact within
your local community. In your virtual script and
demonstration materials share how long you have
been in business. Explain how many employees
you have locally. Be sure to prepare your sales
team as well, and make sure they have this
within their script.
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Highlight your local offering in
your digital assets.

Consider offering a promotion for
local homeowners.

Updating your digital assets and information is
important housekeeping during COVID-19. For your
website, a simple plugin like Sumo can allow you to
add a banner to share your local offering. Highlight
local reviews and testimonials from homeowners.
Ensure your future reviews include city, state, and
potentially a zip code for added relevancy.

We understand not all companies may be able
to offer a discount during this difficult time,
but consider how you may competitively entice
homeowners. As homeowners look to support
local businesses, a unique offering might spark
a reluctant homeowner to react.

Consider your Google listing as well. Update your
profile to include how long you have been in business locally. Don’t forget to update your business
bio across social media platforms. You can also
update your Better Business Bureau profile with
local descriptions.
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Now is the time to highlight your local business
and your impact within your community. Be
sure to update your communication, marketing,
and offering help keep your pipeline strong during
this storm.
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Installation Best Practices
As our nation carefully begins to “re-open” and business restrictions seem to
relax, it is important to note the health and safety of all Americans is still a grave
concern. It is still important to diligently follow health precautions, and take
every effort necessary to keep you, your team, and homeowners safe.
Make sure your business is prepared for the upcoming busy summer months.
As your business continues to adapt, it is important to remain up to date on
recent news and procedures. Below, we share safety precautions adopted from
many of our trusted contractors:

Follow CDC and federal guidelines.
It is paramount to continue to follow COVID-19
guidelines issued by the Occupational Safety
and Health Administration (OSHA), Centers
for Disease Control and Prevention (CDC), and
the World Health Organization (WHO) to keep
yourself —and those around you— safe as possible.
Continue to follow recommendations on a federal,
state, and local level. Stay informed of changes and
adapt as needed.
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Create processes for your team.
In addition to official guidelines that dictate social distancing measures
and cleaning hands/surfaces, consider the following:
• Create an open conversation about the health of
your team. Many companies are pre-screening
on-site employees for COVID-19 symptoms each
morning, or completing a health survey. Encourage all teammates to report any symptoms of
shortness of breath, coughing, or fever. Require
employees experiencing these symptoms to
stay home or seek medical attention consistent
with the Center for Disease Control guidelines.
• Increase cleaning procedures and protocol for
“high-traffic” areas of your business including,
bathrooms, tools, doors and handles, etc.
• Create a virtual work environment for your
team. Encourage workers to work from home,
or remotely, when they can. Only essential
employees should be in the office or on
job sites.

• Do not allow visitors to your business.
• For lunch, encourage employees to bring their
own food, drinks, and utensils from home.
Employees on job sites should be encouraged
to bring their own thermos or water bottle.
• Create an internal checklist of new, COVID-19
processes and discuss them thoroughly with
your team. This might involve role playing with
your team on how to greet homeowners, such as
not shaking hands, or being mindful of distance
in the doorway or at the table. It might also be
as simple as how to properly remove a pair of
gloves. Discuss and review these new routines
so everyone feels prepared and comfortable.

SAFETY TIPS

Preparing for an Appointment
Create a hands-free process for homeowners and your team using digital
tools and demo tips. If and when you need to meet homeowners in-person,
consider the following:
• Re-share how your team is taking precautions
during this pandemic.
• Ask homeowners to draw or share a map of
their property. Have the homeowner mark
and identify areas that require care, like
gardens or trees. This will assist with any
inspections or installation.
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• Ahead of meeting with a homeowner and
entering their home, confirm there are no
people in the residence experiencing any
COVID-19 symptoms.
• If possible, suggest meeting in the front or
backyard. Continue to maintain social distance.
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SAFETY TIPS

Running an Appointment
• Wash hands for 20 seconds, or use hand sanitizer
before entering a homeowners home.
• Require all on-site workers to be equipped with
personal protective equipment (PPE) when
entering homes. This includes a facemask,
gloves, and shoe covers. Dispose of the gloves
after each job or appointment.
• If and when entering a home, your team should
come equipped with cleaning materials to wipe
down and sanitize areas before —and after—
occupying them.

• Continue to social distance inside the home.
If you are seated at a kitchen or dining room
table, make sure you are at least 6 feet away
from the homeowner.
• Remember, many face-to-face interactions,
like the approval process, can transition online.
This may be through voice recordings, or email
receipts and signatures. Proposals can also be
filled out by the homeowner and mailed to
your office.
• Encourage your team to change their clothing
as soon as possible at the end of the day. Wash
clothing, to help reduce exposure to others.

Plan for Outliers
It is difficult to predict how to navigate all possible
scenarios in our COVID-19 world. You may need
to speak with local government, building, and
safety officials for timelines on reviews, inspections,
and permits.
With your team, and homeowners, also discuss how
you will adjust to any unforeseen circumstances,
like weather, fire, or potential hazards. Prioritize the
safety of the site, and the health of all nearby.

While the extensive list of safety precautions during
COVID-19 are outside of our expertise, we encourage
all businesses to seek guidance from professional
and trusted national organizations. Updates and
recommendations change quickly. It is important to
overcommunite with your team and homeowners.
Creating these agile expectations helps ensure you,
your team, and your customers remain safe during
this challenging time.

Take advantage of installer availability.
COVID-19 has disrupted almost every industry. In May, more
than 30 million Americans were unemployed, largely due to
the Coronavirus. However, many independent contractors and
construction workers have been deemed “essential” during
this time. If you have installations to complete, you have the
advantage of finding skilled laborers looking for work right now.
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The Importance of Leadership During
the Coronavirus Pandemic
The Coronavirus pandemic has impacted every business and industry, on a
global scale. Business leaders are trying to navigate the uncertainty of this
crisis while shifting priorities and keeping employee morale steady.
A recent article from The Harvard Business Review was able to efficiently
summarize the challenges being faced by executives during COVID-19.
“Before COVID-19, CEOs and other executives in high-growth companies were
focused on fostering innovation, driving revenue, and gaining market share,”
the article shares. “Today, many of those same leaders must make rapid
decisions about controlling costs and maintaining liquidity. They may encounter
unforeseen roadblocks — supply chain issues, team shortages, and operational
challenges — that drastically alter the scope of their roles and priorities. All the
while, they and their teams are navigating health and safety concerns, working
remotely, and supporting their families through the pandemic.”
Leaders are under immense stress, as employees, clients, and stakeholders turn
to them for guidance. An updated communication strategy during COVID-19
can help improve your processes, ease unrest, and uncover new ideas.
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COVID-19 requires a crisis communication plan.
Crisis communication is a term usually reserved for public relations
professionals, who help organizations or individuals defend their brand
or reputation. However, the novel coronavirus is a crisis requiring a very
specific communication strategy. We’ve previously shared articles on how
to communicate your safety procedures with homeowners, but the
following tips are to help leaders communicate internally.

Consider your tactical communication plan.

Be transparent in your updates.

At Modernize, our executives send daily updates
to their respective teams, including company
updates, industry updates, and team updates. As we
work and operate virtually, this helps keep everyone
aligned. Additionally, our CEO, Jason Polka, provides
weekly communication to our teams including a
personal note on his thoughts of the week. In our
interview with DeBella’s president, he shared that
his executive team meets for one hour every morning.

The Harvard Business Journal encourages leaders
to “explain what you know, what you don’t know,
and your sources of information.” Transparency
into your decisions provides employees insight into
the “why” of your decision. This is important during
a crisis and helps build trust within the team. It
helps ensure all parties are aligned so next steps
can be achieved quickly and efficiently.

The Harvard Business Journal recommends
communicating no less than every other day.
Share your updates on different platforms. Your
updates should reach everyone, and so you may
decide to post on multiple channels. Consider
email and your company’s private intranet, as
well as text messages, Slack, and social media.

Keep your updates brief.
During this stressful time, timeliness is most
important. Your updates do not have to be
long-winded or wordy. Don’t wait till you know
all of the answers. Instead, continue to share brief
updates, even if the update is “there are no
major updates.”
Keep top-down and bottom-up communication
lines open. During this crisis, evaluate all lines of
communication and proper protocol. Upward
communication is essential. Discuss the most
effective way to manage bottom-up communication for your team, and make sure everyone
is aligned.

Navigating COVID-19: An Essential Contractor’s Guide

26

Plan to pivot, and pivot boldly.
There is no clear path for weathering this pandemic. Pivoting is one of the most
critical steps to surviving in a crisis, especially during COVID-19. In our interview
with DeBella, president Donnie McMillan, Jr. explained how his team has to
swiftly adjust the sales process to respect safety measures. “We made a hard
pivot into virtual at the very first part of [the pandemic],” he said. DeBella’s
agility paid off, and now their team is breaking records.
Speed is critical. But even after pivoting, it is important to ensure you are
making sound decisions.

Create a COVID-19 task force.

Connect with your front line.

Assemble a team dedicated to organizing information for your executives. This is essential for helping
you make informed decisions, quickly. Consider
your different departments, and which business
objectives need to remain effective in this time.

Frequently check in with the team members who
are at the front line, connecting with homeowners
the most. It is important to understand your front
line, and continue to seek, process, and develop
information from it.

Consider using between five and 10 different key
performance indicators to determine who should
be within your task force. This team should meet
daily to provide you updates through the company. Using those KPIs, prioritize the immediate
coming days. You should also begin to scope a
longer-term strategy, as you may find gaps and
disruptions in different sections of your business.

You will hear feedback from the end customer
and will need to process this information quickly.
Determine if you can create a network of local
leaders who can distribute information daily (or
weekly) from their local officials to your team. It
will also be important to gather qualitative feedback
from your customers.
This information can provide deep knowledge
across your territories to understand the sentiments
of prospective customers, customers, your suppliers,
and your employees.
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Consider the future and continue to plan for the
uncertainty ahead.
There is still no timeline for when we will return to what was business as usual.
With this uncertainty, continue to take time to consider different scenarios for
your business. It is critical to lead your business back towards normality.
Speed is critical. But even after pivoting, it is important to ensure you are
making sound decisions.

Continue to focus on the future with health and safety in mind.
Within your team, and with homeowners, discuss how you will adjust to any
unforeseen circumstances. Consider what scenarios could arise within the
next four to eight months. Prioritize the safety of your employees and the
health of your customers as you weigh decisions. Assess how to remotely
operate for the foreseeable future, and consider experimenting with virtual
tools and appointments.

Schedule time to plan.
While you prioritize communication with your team,
also ensure current business objectives are being
met. Take the list of potential future scenarios, and
block time to work with your finance teams to discuss
possible solutions and outcomes. Plan for new KPIs
based on your finance team’s insights. These scenarios
and KPIs are designed to help you prepare you for any
change in the upcoming seasons.
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Be mindful of morale,
and remain positive.
It is difficult to briefly summarize our individual
and collective emotions during this pandemic.
This historic event will have a lasting impact on
us all. We are all in this together. For leaders,
remaining positive in both your communication
and planning is essential.

Be empathetic.
The COVID-19 crisis is one of survival. Everyone’s
health is at risk, including your team’s immediate
and extended families. As of mid-May, the US death
toll due to the coronavirus has surpassed 80,000.
Lead with compassion.

Connect with your employees on a
personal level.
As you work virtually, make new dedicated efforts
to connect with individual teammates. Schedule
quick meetings or pulse checks with individuals
every week. Allow this meeting to have a loose
structure. Spend part of this time checking in on
a personal level, followed by work.

Share positive news and highlight successes.
Celebrate your unsung heroes. As the Harvard
Business Journal writes, “Simply staying productive
[and we’ll add, positive] in these times is heroic.”
You can also share positive homeowner feedback
during these meetings.

Take care of yourself.
During this pandemic, you also need a support
system as you lead your company. Take a breath
when you can, and reflect. Reach out to mentors
and your colleagues. Know that this unprecedented
time will pass.
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We know it is difficult for leaders to
remain confident and poised during this
historic Coronavirus pandemic. Employees
are looking to managers, leaders, mentors,
and executives for guidance and security
during this time of economic uncertainty.
Transparency is key to keeping your team
empowered and steady. At Modernize,
we’ve made swift changes to help keep
our entire team informed.
Our founder and CEO, Jason Polka,
provides weekly updates to our entire
Modernize team. In addition to company
information and metrics, Jason also
includes an empathic, personal note.
These emails are not always lengthy,
but they help keep everyone on the same
page. Our executives have followed suit,
often emailing daily updates to their
teams. While working remotely, these
consistent, frequent messages ease
concerns and leave everyone feeling
informed.
To help morale in our new virtual
environment, Modernize now hosts
a bi-weekly, all-hands meeting on
Wednesdays. We call this happy hour
WINSDay. In this relaxed, virtual social
setting teammates can highlight each
other and their recent accomplishments.
We congratulate each other. It is important
to take time to make sure your employees
feel recognized for their hard work during
this time.
Kristina Waltrip
VP People Operations,
Modernize Home Services
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About Modernize
For more than 15 years, Modernize has been a leader
in the home improvement and services industry,
connecting homeowners with contractors and other
home services professionals. Modernize operates
in more than 15 high-value, high-consideration
home segments, including new and replacement
windows, solar installation, roofing, heating and air
conditioning, siding, bathrooms and kitchens, new
and replacement gutters, home security, and others.
The business brings a network of more than 1,000
contractors and professionals across all segments,
offering broad geographical coverage and choice
for homeowners.
Modernize is owned and operated by QuinStreet,
Inc., a pioneer in delivering online marketplace
solutions to match searchers with brands in digital
media. QuinStreet is committed to providing
consumers and businesses with the information
and tools they need to research, find and select
the products and brands that meet their needs.
Learn more about Modernize ›
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