
Trade Industry + COVID-19

Brunner is an independent marketing agency that delivers superior results through 

performance marketing and award-winning creativity.

Changing and Adapting Behaviors

May 2020



2

Intelligence System Analysis of Consumer Content

While consumer spending has largely decreased because of COVID-19, spend

in the home improvement category has increased. There are several
contributors causing the increase, including having more time available for
home projects, budget concerns or in-home contact worries so people are
trying their hand at DIY, and home retailers remain open due to its essential
status.

For projects in which a homeowner cancelled work with a contractor, there are
concerns around saving money and having a contractor inside the home.
Additionally, in some instances, homeowners are not aware if a contractor is
available to hire.

While many contractors expect business to bounce back quickly after the
pandemic, contractors are enduring and adapting to this new normal, and how
the pandemic will permanently change the industry. Through the end of April,
some concerns are starting to subside as states begin to reopen. In current
state, homeowners not wanting in-home activity is the leading cause of
contract cancellations, and project closure rates are lower than normal.
However, smaller projects are on the rise. Some contractors have even offered
free repairs or virtual consulting to assist homeowners in this difficult time.
When it comes to manufacturers, contractors are primarily concerned around
product availability. However, while the purchase of building materials has
slowed over the past month, there has been a rise in contractors utilizing
jobsite delivery services. This report examines the changing landscape for
roofing, HVAC and plumbing.
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COVID-19 has further emphasized the need and opportunity for a digital
marketing strategy. Once the pandemic is over, we predict these industries will
have a continued and renewed focus on digital. Now is the time to make sure
your strategy is perfected and not behind.

For Manufacturers
• Provide digital training or selling resources to help your dealers continue to

sell your products
• Deploy messaging around hiring a contractor
• Encourage dealers to highlight their contactless services
• Continue marketing activity to build brand equity, especially during times

with less platform competition

For Contractors or Dealers
• Take the time to brush up on digital skills and reevaluate your digital

marketing strategy
• Highlight your contactless services, making sure your prospects know you

are open and what changes to expect
• Continue marketing activity to build brand equity, especially during times

with less platform competition
• Provide homeowner peace of mind by highlighting your safety measures

(PPE, social distancing, virtual selling or consulting)

Key Takeaways



COVID-19 Impact 
on Trade Industry
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Lead Generation Searches Grow 
on Average over 2019

How to get leads searches
2019 vs. 2020

Trending hashtags
Business management tools included

3/13 – National Emergency declared2/29 – Travel restrictions announced
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Social Distancing Changes Operations
for Contractors

• Contractors are adding “no contact” service badges to their website to communicate safety with 
prospects

• Test and learns are being conducted with various digital tools, such as video chats for initial 
consultation or virtual maintenance calls to help a homeowner solve their own problem , e-
forms, and digital payment methods 

• An advantage for manufacturers is to provide technology to help with connectivity in order to 
aid in the selling process 

• Manufacturers can also take a leadership role in helping to educate contractors on proper safety
• For example, ACHR News reports that many contractors are unfamiliar with how to 

properly put on and take off PPE

Contactless solutions expand
Digital tools more widely used  
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Make Sure Homeowners are Aware 
of the Essential Status

Is roofing essential?
Search trends from Google

Search trends from Google

Is HVAC essential?
Search trends from Google

Are plumbers essential?
Search trends from Google

Peaks on 3/23 may be because of Senate failing to pass the stimulus package and state stay-at-home announcements

Search volume in the US for essential status of key trades



8

Intelligence System Analysis of Consumer Content

Digital Marketing Offers
Rich Opportunity Now

Make sure prospects know you’re open
Time to get social

• Art Unlimited CEO Anna Anderson said now is the time to concentrate on social media 
marketing, including creating personalized content, sharing supportive messages, 
boosting/promoting content, and running ads.

• “We’re seeing massive opportunities on social media,” Anderson said. “Be empathetic 
and reach out to some of your old prospects and connect with them socially…there’s a 
lot of money left on the table, and this is the time to go back.”

• On the consumer behavior side, Facebook platform usage is up 70% across their family 
of brands 

“If your consumer doesn’t know you’re an essential business, that’s a problem,”

– Anna Anderson, Art Unlimited CEO
“8 COVID-19 Best Practices for Roofers from Roofers”

• Reevaluate marketing mix, but don’t stop spending

• Finesse messaging as appropriate for your industry

• Consider digital marketing tactics for lead generation

• Brand equity is important to maintain right now, even if leads aren’t closing

What should you do now?
Be present
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History Shows in Times of Crisis or Recession, 
Brands who Continue to Advertise Fare Better.

“When times are bad, you must advertise.”

What are the benefits?

Maintain Brand 
Equity

Grow Share with 
Less Competition

Have More Brand 
Recognition When 

There is More 
Competition 

In the 1980’s, “McGraw-Hill Research 
analyzed 600 B2B companies and found 
that those who maintained or increased 
advertising grew significantly … both 
during the recession and the following 
three years. In fact, by 1985, sales of 
companies that advertised aggressively 
had grown 275% over those that didn’t.”  
- Advertising Specialty Institute 



COVID-19 Impact 
on Roofing
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How are Roofers Managing the Crisis?

Essential status a key topic
COVID-19 is causing concern and adapting to meet
social distancing standards is necessary

“How to prepare differently for this storm season: be aware of potential material shortages.” 

– Roofing Contractor, “Handling Crisis Management During the COVID-19 Pandemic”

Roofers are also giving back
A vital part of the community
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How Roofers are Shifting Marketing Behavior

Consistent channels, different messages
Source: RC and Clear Seas Research

• The majority of surveyed roofers said they were still using traditional methods for 
dealing with customers and marketing strategies. 

• Phone conversations accounted for the highest contact point (67%), followed by email
marketing (51%) and social media (36%). 

• About 40% said they were changing their ads to communicate current availability and 
38% said they were promoting proactive steps taken to protect the health and safety of 
employees and customers alike. 



COVID-19 Impact 
on HVAC
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How are HVAC Contractors Managing the Crisis?

Essential status a key topic
In context of duct cleaning, filters and maintaining
healthy environments, especially for hospitals, as key

Online learning grows
Contractors are embracing more than expected

• “Because of the crisis, contractors are kind of 
pushed out of their comfort zones with 
learning to learn online,” said Dominick 
Guarino, chairman and CEO at the National 
Comfort Institute (NCI). “It's been a little like 
pulling teeth to get people to participate, 
pre-COVID, but my gut feeling is now that 
they've jumped into the water because they 
had to, they’ll find out it's not so bad. My 
thought is, we're going to see a lot more 
online training going forward.”

• A recent  NCI poll found 70%+ like online 
training

• Some contractors start to offer virtual 
maintenance calls to either solve a problem 
or assess before onsite work

• Impact on business is mixed
• 50% of respondents surveyed by 

ACHR Magazine stated their business 
is slowing down 

• However, other businesses report an 
increase in service calls, likely due to 
people spending more time at home 
and overworking systems or 
essential businesses needing help
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Air Quality Safety Will Be a Big Opportunity

“Indoor air quality will be on everyone’s minds as they go back to work. Homes and personal 
workspaces should be a sanctuary but, unfortunately, most occupants are at the mercy of a 

facilities’ maintenance program.“ 

- Mike Dexter, ASCS, CVI, secretary for the National Air Duct Cleaners Association's Board of 
Directors

Trending Terms
NetBase
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How HVAC Contractors are
Shifting Marketing Behavior?

• As consumers are more worried about their 
health, contractors have an opportunity to 
update their messaging to talk about the role 
HVAC plays in their health

• However, contractors need to be careful to not 
mislead or overpromise health claims

• “Sean Bucher, head of strategy at Rocket Media, 
said health and comfort are becoming more 
important to consumers as they stay indoors 
more. Promoting products based on this need, 
rather than as preventative measures, is both 
safe and effective, Bucher said.”

• Contractors also need to communicate that 
they are an essential business and open

• Additionally, steps should be taken to 
communicate to homeowners any changes to 
business practices and safety based on COVID-
19

“Travis Smith, owner of Sky Heating and Cooling in Portland, Oregon, upped his ad spending in recent 
weeks. It paid off with one his best sales days of the year on March 13.”

Health concerns shift messaging
Though contractors need to be careful

• Contractors are updating their media mix, based 
on current behaviors, such as reducing OOH spend 
or reallocating live event budgets in favor of digital 
advertising

• With consumers spending more time on the 
Internet and more time at home, digital 
advertising offers the opportunity to capture 
homeowners where they are and when they 
realize they need repairs or upgrades

Reevaluate marketing, but don’t
slow down
Demand will be there



COVID-19 Impact 
on Plumbing
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How is the Plumbing Industry
Managing the Crisis?

Essential Focus
Many businesses are focusing on ensuring their 
customers know they are an essential business and 
are available when there is a need for their services. 
However, some businesses are opting to only provide 
emergency services to reduce risk.

“In those instances that require a licensed plumber to properly fix issues, we are taking 
heightened precautions such as employees being required to wear gloves and masks when 

entering a home and requiring every service truck to have hand sanitizer.”

https://www.plumbermag.com/ – Thomas Dougherty, president of Bluefrog Plumbing + Drain

Companies are adapting to the 
changing environment
Businesses are leveraging alternative methods to 
provide their services, such as online or phone 
estimates, as well as ensuring their customers that if 
a professional needs to enter the home, they are 
taking extra precautions when visiting to halt the 
spread of the virus.

https://www.plumbermag.com/
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How is the Plumbing Trade
Shifting Marketing Behavior?

Many local businesses are ramping 
up digital marketing efforts
With the stay-at-home orders, many people are 
spending more time online and on social media
platforms. Businesses are taking advantage of the 
opportunity to get in front of their audience to build 
brand equity.

With many non-essential business halting or reducing 
their marketing, it provides an opportunity to get in 
front of an audience at a lower cost.

“Considering the potential to come into contact with water and aerosols that contain the 
coronavirus when working on sanitary systems or sewers, it is highly recommended that plumbers 

wear proper personal protective equipment (PPE), including a full face shield that is worn over 
safety glasses, and gloves.”

IAPMO – Understanding Coronavirus Exposure for Plumbing Professional

Trade organizations and 
manufacturers are providing support
Organizations such as the IAPMO are providing online 
resources at the federal, state and technical levels to 
ensure they are following guidelines and staying safe.

Manufacturers have an opportunity to follow suit, 
providing local professionals with tools and resources to 
close jobs while maintaining a safe work environment for 
everyone.

https://www.iapmo.org/ibu/whats-new/coronavirus-resources

https://www.iapmo.org/ibu/whats-new/coronavirus-resources
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Water Filtration Systems 
May Be a Big Opportunity

Water is being hoarded as a result of COVID-19

As panic began to spread about the virus many people began purchasing essentials in large quantities. One of the top 
items being hoarded, based on a proprietary analysis technique conducted by Brunner, was water. There is an 
opportunity for plumbing business and manufactures to push water filtration or softener systems as sanitation best 
practices are at the forefront of everyone's mind.

Conversation Trends: Hoarding Water Bottles

Source: NetBase

https://www.brunnerworks.com/wp-content/uploads/2020/05/Hoarding-During-Covid-19_Capturing-Market-Share-When-Your-Brand-Matters-Most.pdf
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Sources
NetBase

Google Trends

Roofing Contractor

https://www.roofingcontractor.com/articles/94414-survey-data-shows-

roofing-contractors-feeling-effect-of-covid-19

https://www.roofingcontractor.com/articles/94415-covid-19-best-

practices-for-roofers-from-roofers?

Forbes

https://www.forbes.com/sites/bradadgate/2019/09/05/when-a-recession-

comes-dont-stop-advertising/#14f7715c4608

Advertising Specialty Institute

https://www.asicentral.com/html/open/ProductsAndServices/supp/pdfs/A

dvertising_in_a_recession.pdf

Camelot

SocialCode

https://www.socialcode.com/blog/platform-trends-and-responses-to-

covid-19

The Farnsworth Group and HIRI 

https://www.thefarnsworthgroup.com/weekly-covid-tracker-pro-results

The New York Times

https://www.nytimes.com/interactive/2020/04/11/business/economy/coro

navirus-us-economy-spending.html

Snips

https://www.snipsmag.com/articles/94199-duct-cleaning-should-be-

included-in-hvac-covid-19-response-nadca-says

The ACHR News

https://www.achrnews.com/articles/143050-hvac-contractors-embrace-

online-learning-amidst-covid-19-crisis

https://www.achrnews.com/articles/142880-how-to-market-hvac-during-

coronavirus-pandemic

https://www.achrnews.com/articles/143051-hvac-contractors-use-

technology-to-create-social-distancing-during-covid-19-crisis

Interplay Learning

https://www.interplaylearning.com/ebook/how-covid-19-impacting-hvac-

industry

https://www.roofingcontractor.com/articles/94414-survey-data-shows-roofing-contractors-feeling-effect-of-covid-19
https://www.roofingcontractor.com/articles/94415-covid-19-best-practices-for-roofers-from-roofers?
https://www.forbes.com/sites/bradadgate/2019/09/05/when-a-recession-comes-dont-stop-advertising/#14f7715c4608
https://www.asicentral.com/html/open/ProductsAndServices/supp/pdfs/Advertising_in_a_recession.pdf
https://www.socialcode.com/blog/platform-trends-and-responses-to-covid-19
https://www.thefarnsworthgroup.com/weekly-covid-tracker-pro-results
https://www.nytimes.com/interactive/2020/04/11/business/economy/coronavirus-us-economy-spending.html
https://www.snipsmag.com/articles/94199-duct-cleaning-should-be-included-in-hvac-covid-19-response-nadca-says
https://www.achrnews.com/articles/143050-hvac-contractors-embrace-online-learning-amidst-covid-19-crisis
https://www.achrnews.com/articles/142880-how-to-market-hvac-during-coronavirus-pandemic
https://www.achrnews.com/articles/143051-hvac-contractors-use-technology-to-create-social-distancing-during-covid-19-crisis
https://www.interplaylearning.com/ebook/how-covid-19-impacting-hvac-industry
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Sources Cont.
IAPMO

https://www.iapmo.org/media/23453/coronavirus_guidance_for_plumbers

.pdf

https://www.iapmo.org/ibu/whats-new/coronavirus-resources

Plumbing Web Masters

https://www.plumbingwebmasters.com/covid-19/

Plumber

https://www.plumbermag.com/how-to-articles/customer-drain-bluefrog-

service/plumbing-franchise-adopting-virtual-options-for-customers-

during-coronavirus-pandemic

I.S.A.C.C.: www.brunnerworks.com

https://www.iapmo.org/media/23453/coronavirus_guidance_for_plumbers.pdf
https://www.iapmo.org/ibu/whats-new/coronavirus-resources
https://www.plumbingwebmasters.com/covid-19/
https://www.plumbermag.com/how-to-articles/customer-drain-bluefrog-service/plumbing-franchise-adopting-virtual-options-for-customers-during-coronavirus-pandemic
http://www.brunnerworks.com/
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