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Process
This report is conducted by Kerrisdale Earthquake and Emergency Preparedness (KEEP), working with a
UBC graduate student intern to conduct conversations with local business owners on the impacts of
COVID-19 on their business. Its purpose is to help inform future work in disaster preparedness. This
research uses a combination of interview data, municipal and census data, and literature review of key
agencies to explain the dynamics of this case.
The approach and methodology were created in consultation with key community stakeholders who had
interest in furthering Kerrisdale’s resilience and business preparedness. Using an open-ended
questionnaire, interviews were conducted over the phone, in-person and through email
correspondence. Email notifications were sent out to Kerrisdale Business Association (KBA) and
Canadian Federation of Independent Business (CFIB) members in the catchment area about the project
while door-to-door engagement was conducted between July 20th – August 22nd. This study aimed to
capture a cross-section of all the businesses represented to develop lessons learned from COVID-19.

Summary
The Strong and Resilient Kerrisdale Business report is about strengthening neighbourhood small
businesses and increasing community resilience, specifically for emergency preparedness as well as
disaster response and recovery. The Kerrisdale neighbourhood occupies the unceded homelands of the
xʷməθkʷəy̓əm (Musqueam), Sḵwx̱wú7mesh (Squamish), and sə̓lílwətaʔɬ (Tsleil-Waututh) nations.
The COVID-19 pandemic is the global crisis that has fundamentally changed our lives. People have
physically distanced from one another, families and colleagues have stopped gathering, businesses have
closed or dramatically shifted operations. The recovery of businesses is a critical component of
economic and community revitalization.
This KEEP report is done with the support of the Kerrisdale Community Centre Society (KCCS), Kerrisdale
Business Association (KBA), Canadian Federation of Independent Businesses (CFIB), and key community
stakeholders across the neighbourhood.
This report combines data
and storytelling to present
hyper-local insights to suggest
solutions to support the
preparedness, resilience and
diversity of small businesses
in the neighbourhood. The
aim is to identify the
characteristics and actions of
businesses and to explore the
processes that shape the
recovery, and to analyze
businesses as part of the
economic and community
Figure 1: Welcome to Kerrisdale. Source: : Jay Banks
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revitalization as we move forward.
The research uncovered some trends, while acknowledging more data and analysis is needed to
understand some of the nuanced findings. The key findings include:
•
•
•
•

Businesses found that having new business practices, supply chains and communication were
the most challenging parts of the disaster
The business community are finding innovative ways to adapt, but some are falling behind
The government supports that are available have high barriers and are often left unused
Businesses organizations play a critical role in delivering information regarding recovery and
resilience to suppliers, employees, customers and other stakeholders.

Neighbourhood Profile
Business and Population Mix
•

•
•

•

Prior to COVID-19, 344 businesses operated in
Kerrisdale Village, a decline from 360 in 2019, as
some businesses consolidated, went out of business
or moved to another part of the city. (City of
Vancouver, 2020).
The neighbourhood is made up of primarily small,
independent shops and services.
The dominant business types are retail (27%) and
health care and social assistance (22%), above
Vancouver’s 18% and 11% average respectively
while food services represent 15% of Kerrisdale
businesses compared to Vancouver’s 11%. (City of
Vancouver, 2020)
A total of 13,975 people live within the Kerrisdale
Figure 2: Vegetables at Sandy Market. Source: KBA
neighbourhood, as it remains a popular area for
families and seniors, as it has more young children (21%) and residents aged 65+ (19.3%)
compared to Vancouver’s young children (15.6%) and seniors (15.5%) (Statistics Canada, 2019).
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Changing community
•

Kerrisdale has 44% more seniors (aged 65 and older) than children (age 0-14). In the graph
below, since 2006 as the baby boom generation has begun to enter senior age groups, there has
been a substantial increase in seniors as a percentage of Kerrisdale’s total population. (Social
Indicators Profile, 2019)

Source: City of Vancouver, Social Indicators Profile 2019

•
•

A rising trend shown in the graph below show that 46% of the population reports being from
Chinese origins, compared to 28% of the city’s population (Social Indicators Profile, 2019)
Though 92% of Kerrisdale residents can communicate in English, 28% were also able to
communicate in Mandarin and 17% speak Cantonese (Social Indicators Profile, 2019)

Source: City of Vancouver, Social Indicators Profile 2019
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Social Belonging
•

Relationships are an important part in assisting
local recovery as needs and support are shared
amongst many. In the chart below of Vancouver
Coastal Health’s “My Health My Community”
survey, Kerrisdale residents are found more likely
than Vancouver residents overall to report feeling
safe and being prepared for an emergency. (Social
Indicators Profile, 2019)

•

However, they do not have strong social support
networks at a higher rate than the city overall.

•

An important determinant to resilience is the
degree to which social, community and health
services are physically, socially and culturally
accessible to people who need them. City of
Vancouver’s “Access to Services” survey found
that 75% of people in Kerrisdale found that they
have very good access to services. (Social
Indicators Profile, 2019)
Outside seating at Bean Bros. Coffee. Source: Faith Wilson Group

Source: City of Vancouver, Social Indicators Profile 2019
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Strategic Analysis
What We’ve Learned through the Engagement and Research Work to Date

Challenge Theme #1: Updating Accounting
Records
Accounting was one of the least mentioned challenges
as the pandemic did not cause any accessibility
challenges that an earthquake would cause. It was
important across all businesses to ensure payment was
made to payroll and suppliers to avoid additional
stress and incur debt. Many businesses have their
accounting online apart from a few micro businesses
(<5 people). These micro businesses would do their
own bookkeeping while small businesses (5-50 people)
and medium-sized enterprises (50-500 people) would
often hire an external accountant or have a head office
with an accountant on staff, absorbing the cost across
multiple stores.
Figure 3: Staff at Luscious Nails. Source: KBA

Micro businesses require reminders and notifications
to ensure accounting records are kept up to date, as it
can easily be forgotten amongst day-to-day operation. Several businesses found that the cost of
accounting gets folded into overhead costs as it is an increase from the supplier’s side (e.g. changing
payments from cheque payments to credit card payments require an increase in transaction fee).
Businesses should ensure that they don’t incur a tremendous amount of debt without a payment plan in
an uncertain business environment. Many suggested they would examine how much liquid cash they
have on hand to create an emergency fund that they can utilize for 2 weeks. Lastly, accounting should
be accessible online from multiple locations as it allows your business to have redundancies during
emergencies.

Make sure that payroll is up to date.
Keep more cash in your business ready for events such as this. Because
we do our own bookkeeping, it is important to ensure everything is
accurate so that you won't have to take out loans and work yourself into
a big hole.
-Owner, Forero’s Bag and Luggage
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Challenge Theme #2: Establishing
Proactive Communication
Communication was the second most
mentioned topic (72%) across all
questions as it was integral to business
operation and crisis management.
Generally, communication was severely
impacted amongst all business sizes and
types. From suppliers, distributors,
landlords, employees and customers,
businesses were quick to connect to as
many of these points to establish
communication channels that would be
useful. Some of these connections were
strong and leveraged, while others were
infrequent before the disaster, resulting
in difficult connections and concessions if
there were any.

Figure 4: Sidewalk shopping. Source: KBA

The social behaviour of business
operators and suppliers were quicker to change than the customers’ perception of business norms,
utilizing tools such as email newsletters, listservs, social media (Facebook, Instagram, WeChat, Google
Page, Yelp), websites, and phones (text, voicemail and call) to connect with everyone. Businesses
incorporated analog methods of store signage to communicate (bulletin boards, signage). Businesses
believed it was important to (1) understand the audience that you are communicating to, (2) reach out
often and early, and (3) to ensure information is up to date, accurate, and accessible.
Businesses were proactive in communicating with their employees so far as ensuring there were
communication groups (Facebook Group/WhatsApp/WeChat) being created to allow staff to interact
with each other during the disaster as well as to provide updates. A large part of communication moving
forward requires businesses to shift consumer behaviour to adapt to the new physical distancing
operation and to encourage purchasing habits to continue.

Brochures are being left outside and our voicemail was changed to reflect
COVID changes and protocol.
Staff were in constant contact and were able to work from home now.
We’re always trying to communicate to people that we are continuing to
operate our business in the neighbourhood. We do however, need support
in communicating to people going by that we are still there and to continue
working together in the neighbourhood.
- Owner, Carlson Wagonlit Travel (Kerrisdale)
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Challenge Theme #3: Maintaining Customer Levels
Roughly a third of the businesses struggled with decreased
customers in the neighbourhood – especially those that
needed in-person interaction and had primarily elderly
clientele. The majority of businesses contacted continued
to be optimistic about businesses picking back up, with
uncertainty coming from businesses with quick serve food
establishments such as coffee shops which depended on
the culture of being inside. Due to the nature of some
retail and health and beauty services, private
appointments were regularly adopted to meet safety
requirements. Businesses that were impacted by the stop
of social events developed new product lines and creative
ways of showcasing their products to generate sales –
sometimes creating other new challenges in adapting after
a disaster. Businesses shared that with all large-scale
disasters, it is important to take it day by day without
getting overwhelmed with frustration when comparing
low sales to what was before.
Figure 5: Storefront for Lease. Source: Lihwen H

The decrease in customers resulted in us creating a new product line for
customers. These items are like take home and bake goods like pies, cookie
dough, etc. There needs to be a minimum order because that would enable
the store to create the goods without wasting food/costs.
There were some people that would buy baked goods with other
people/neighbours and share the minimum order cost. They would bring it
out to visit friends and drop off as gifts (this has decreased recently). We
found that this would connect people together as people could have been
isolated during the pandemic.
-Owners, Sweet-E’s

Challenge Theme #4: Accessing Relevant Information
Businesses said that they received information from media outlets, head offices (if there were any), and
through email notifications from owners, suppliers, and business organizations. During the time of
closure, head offices would often create plans to re-open, sourcing personal protective equipment (PPE)
and accurate information. Businesses who were unprepared found that they had a challenge keeping up
to date on accurate government supports that were available, often relying on business organizations
such as CFIB, KBA and the Retail Council of Canada to consolidate information that would be relevant to
them. Businesses would have to invest resources (time, money, hiring accountants/lawyers) to seek
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government assistance, only to find out that the barrier to participate is too high, resulting in not
applying or getting rejected because they did not fulfill the requirements.
Overall, businesses advised that it is important to identify how you receive information and use that to
your advantage, from advocating to close gaps in the aid, to spreading awareness so the collective
business community can recover from the disaster. This perception is important to note as interest in
the longevity of the Kerrisdale business community was often the initial reason why businesses agreed
to participate in this research.

Be sure to understand how your customers like to communicate and keep them
updated.
- Owners, Finn’s Ladies

Challenge Theme #5: Creating New Logistic Processes
30% of Kerrisdale businesses had logistical challenges during the disaster around transportation of
goods and delivery of products. Micro and small businesses began using third-party delivery companies
and were having a hard time guaranteeing accurate receiving times, resulting in refunds and dissatisfied
customers. As portions of the business shifted to e-commerce or over the phone, it demanded
businesses to create new processes that would often create longer work hours. Some businesses with a
strong older adult clientele aimed to set a standard by hand-delivering goods to their homes in the
neighbourhood to maintain relationships and to ensure the customers’ risk to exposure is lower.
Storefronts that were smaller began utilizing sidewalk frontage as well as back lane access for pick ups
and queueing areas. Just as businesses adapted by creating a new service, customers began adapting to
new protocols as well, making the extra effort to support neighbourhood businesses.

We increased our online store sales significantly through the Spring with options for instore pick-up and shipping via Canada Post. As shipping backlogs began to mount for
Canada Post, they could no longer meet or provide their normal service standard
guarantees - even for priority items. Consequently, most items shipped began to
experience delivery delays and those sent out-of-province were significantly delayed, which
affected product quality and refunds were required to customers. Short delivery delays
were readily accepted by most customers; however, there were situations where refunds
were required due to excessive delays and Canada Post’s shipping insurance was
invalidated during the no guarantee service delivery period.
- Owner, Gem Chocolates
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Challenge Theme #6: Adapting to New Business Practices
Businesses were challenged most with adopting new business practices (86%) during the pandemic as it
required stricter cleaning practices and physical distancing measures for businesses to operate.
Problems ranging from the store’s small square footage to the type of goods/services they provided,
businesses were creative in their need to adapt. They continued to deliver their services online, using
email or text to communicate with their customers and generate cash flow. As most disasters are
physical in nature, the pandemic posed a different challenge where human contact/transmission was
the hazard.
As all businesses established new cleaning and
physical distancing protocols, professional and
health services have furthered their protocols by
having private appointments and scheduling only,
while not accepting walk-ins. Retail stores have
adjusted by changing store open days and hours
while instructional businesses that relied on inperson interaction have had to deliver lessons
online. Kerrisdale business operators advised that
business will no longer be the same as everyone
adapts to the new normal. As they move into the
second wave, businesses will be taking it day by
day and stocking up on PPE supplies to ensure that
they can continue to operate. Ultimately,
businesses wanted to communicate with
customers that this will be the new standard and
hope to achieve a united effort to emerge
stronger in the future.

Figure 6: Sunny Summer Day. Source: KBA

As an institution in Kerrisdale, we needed to set the bar when it came to
COVID-19 protocols. This is an elderly community that trusts us to follow and
implement all the procedures necessary to maintain health safety standards.
We reacted immediately to the sanitary and distancing measures encouraged
by the authorities to ensure a level of comfort for our patrons and our staff.
- Owner, Minerva’s Restaurant
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Challenge Theme #7: Sustaining
Overhead and Rent
Nearly half of the business interviewed have
had challenges negotiating with landlords
about seeking rent relief with the Canada
Emergency Commercial Rent Assistance
(CECRA). Many landlords did not want
additional administrative burden, did not
qualify, or did not want to forfeit 25% of the
monthly rent. Business owners and landlords
often had private negotiations and did not
share information with neighbouring
businesses on lessons learned. Deferred rent
was less common but in the instances that
occurred, businesses voiced that they needed
to have a payment plan in place, even with
decreased sales, they could manage and not be
overstretched.
Though most have had challenges with it, the
majority of participants did not have any advice
or solutions to addressing the problem. There
Figure 7: Cheesecake store inside a Bubble Tea store. Source:
were businesses who had to renew their terms Lihwen H
and conditions and were successful in reaching
better terms, crediting their long-standing relationships in the community and with their landlords.
Businesses who were unprepared also advised that they would now communicate with the landlord
earlier to establish a relationship. They also cited the need to have appropriate insurance coverage for
future events based on the risk that is present in the location you are in. As earthquakes, weather
events, and fires are more common, it is important to keep documentation up to date and appropriate
insurance coverage.

Double check your insurance and the building you operate in. If you find yourself in an
older building that is more at risk to fires, earthquakes, floods, and break ins, you should
get adequate insurance coverage. Don't overbuy or underbuy. Just get what's needed.
- Owner, On The Go Fashion
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Challenge Theme #8: Supporting Staff Through Disasters
Nearly half of the businesses had challenges with staffing during the pandemic citing that they either
have had to let people go or were stretched and needed more staff. Overall, all locations had concerns
amongst staff on health and safety in the workplace, while many tried getting by with Canadian
Emergency Response Benefit (CERB) payments. Several limited food service establishments had some
staff not come back to work and instead collect government support as they found it to earn more.
Stores that were in high demand (grocery stores) had to hire more people over online interviews while
others have had to hire a completely new workforce because the previous employees were on foreign
work visas and opted to leave Canada for their home country. Safe, affordable transportation to the
workplace was also a concern for some. Businesses that had head offices with people in marketing and
communication roles were utilized to establish ground communication channels or to fulfill other
business needs.
Businesses found that communication to staff is important using accessible methods such as Facebook,
Emails, WhatsApp and text messages. Many advised that it was integral to ensure staff were supported
in the workplace, whether it was through communication, benefits (childcare) or a bonus structure for
those on the front line. Businesses found that staffing was something they can have authority over as
opposed to other themes where it may be out of their control.

Communication with the staff was key to our success in surviving and thriving through the
pandemic. Daily email updates were sent to the stores with the latest news and safety protocols
that were evolving daily. The decision to close was made with employee feedback, so it wasn't
completely one-sided, and everyone was prepared. Prior to closing, everyone knew their jobs
would be safe and they would continue to be paid throughout the closure. We had an
emergency fund set up so we made sure that staff were not laid off across our stores. All
employees worked together in one day to pack up and move stock out of stores into safe storage
to avoid break-ins. Through the closure, a number of staff continued to work part-time for extra
pay to ensure our online sales continued along with our online marketing. Employees took turns
checking on their stores and responding daily to customer emails and phone calls.
During the initial months, a staff Facebook Group was set up so people can stay connected to
their co-workers and update each other with things they are doing at home during the
pandemic. During the 7-week closure, regular emails continued to each employee’s home emails
with quick responses to keep communications flowing. Employees knew what was happening
with our online sales, the safety protocols that were being developed, safety supplies that were
being collected, and anticipated opening dates, along with continued requests for feedback.
When it was time to reopen, all employees were ready to return, and stores fully reopened on
the first day of Phase 2.
-Owner, Kerrisdale Cameras
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Challenge Theme #9: Navigating Supply Chain Challenges
Over 55% of businesses were met with supply
chain challenges as many of them depended on
goods from other parts of Canada and
international suppliers, added administration
cost, idle stock, and delivery delays. Supply
chain issues were cited most frequently when
asked about business impacts while it was the
least cited theme in what businesses can do to
respond to the challenge. With the pandemic
shutting down many warehouses around the
world, businesses had their supply chain
disrupted with no concessions offered to by the
supplier. In some cases, it was difficult to even
reach suppliers at all as key workers were
suddenly unavailable and alternative means of
contact were not initially provided.

Figure 8: The Run Inn Storefront. Source: KBA

Supply disruptions were influenced by the news and what people were stockpiling in grocery stores.
Delays in sourcing PPE were consistent across industry and business as most businesses sourced their
PPE from the same suppliers.
Businesses that had head offices and buying power
were able to absorb the disruption better than a micro
business which sold similar retail goods, also often
being challenged with the increased cost, sometimes
resulting in stopping all purchases altogether; the
barrier of minimum purchase order compounded with
low cash flow and limited storage facility were too
much to overcome. Businesses that had distribution
channels within British Columbia fared the most
successfully as they were able to not only avoid
disruption, but to keep up with demand. Those that
were disrupted were also able to access reserve stock
while suppliers caught up, adding a buffer time that
they had not planned for.

Figure 9: Store closure during pandemic. Source: Lihwen H

Many businesses did not offer any advice on this
challenge beyond being in active contact with your
suppliers as they may provide solutions to the
problems that you’re facing. This challenge had
impacted the most businesses in Kerrisdale, while a
solution to this problem seems hard to implement as it
is beyond their control.
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Warehouses in Ontario were shut down because of the pandemic and were
unable to fulfill orders. Our store was able to keep selling from our own
inventory as we had enough for 2 months. Now (August), there is monthly
turnover of stock. Because of the delay, companies had given delivery
concessions that varied between brands. Some companies didn’t offer any
support even though they had delays and didn’t fulfill orders.
- Co-owner, The Run Inn

Challenge Theme #10: Adopting Technology to Meet Your Needs
Technology was one of the lowest challenges that Kerrisdale businesses as the pandemic did not alter
business practices beyond instructional businesses. Instructional businesses have had to invest in
technology to continue offering their services, procuring a new platform that meets their customers
needs. This required businesses to invest financial resources to change their business model to
accommodate a new service.
The majority of businesses had their back-end operations online, utilizing accounting and record-keeping
software. Many were also able to utilize their customer retention software and point of sale system to
access customer records. The businesses that did not utilize technology had a harder time adapting to
the new business standard but were able to ultimately change. Many businesses advised that the
adoption of technology would make it easier to deliver goods and services going forward, while
providing more access to back end records, communication, sales and marketing during physical
disasters. Businesses that began utilizing e-commerce (website/phone orders) and analog systems (hand
delivery) fared well when their customers were older adults as this helped overcome barriers to
participation for customers.

Communication is so important. With colleagues, staff and patients. Having
access to computer files from home/offsite allowed us to communicate with
patients and monitor our business.
- FYI Doctors
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Conclusion
While Kerrisdale remains a
popular neighbourhood for
families with young children
and older adults, the decrease
of population and businesses
represent an ongoing shift in
the neighbourhood profile.
With an aging population and
increased residents coming
from Chinese origin,
businesses should strive to recreate spaces for social
connection along the high
streets and inside shops, over
local goods that can be
enjoyed at home. Kerrisdale
remains a place where people
Figure 10: Storefront of Buchan's Stationary. Source: Tripsavvy.com
believe they are more
prepared for emergencies with
room for improvement to increase support networks where people know more than 4 individuals in the
neighbourhood. Businesses that were interviewed consistently have a core principle of thinking of their
customers first, allowing them to pivot to accommodate their primary clientele, creating new
delivery/drop-off services, product lines, new communication methods or bulk buying programs.
Generally, independently owned businesses that more directly catered to the needs of the local
residential population, fared better. The small businesses that had personal connections to their
customers, were seeing the people in their communities support them throughout the pandemic. This
will be further tested as businesses are required to work under physical distancing measures for the
foreseeable future, with continued pressure from potentially reduced profits, reduced wages and a lack
of viable rent support.
These recommendations are a step towards building back stronger and to strengthen the
neighbourhood business resilience for future disasters.
1. There were many examples of business innovation and adaptation to survive during a pandemic.
Generally, they aimed to work within what they were able to control in their business
operation and adapt accordingly.
2. As the businesses struggle with cash flow pressures and borrowing decisions, small businesses
have been hesitant to take on more debt while others have been held back by application
requirements for the Canadian Emergency Business Account (CEBA) and Canada Emergency
Commercial Rent Assistance (CECRA). By keeping up-to-date records and information online,
businesses would be able to improve efficiencies, eliminate excess work, and create redundant
systems useful in future disasters.
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3. Businesses organizations play a critical role in delivering information regarding recovery and
resilience. As they continue to play a part in supporting businesses through COVID-19, they have
a role in shaping recovery efforts and consolidating information to help independent
businesses with limited resources.
4. Learning from the pandemic, business-to-business negotiations with suppliers and landlords
remain private. By reaching out to key business contacts early and often, ideally before there is
a need, relationships can be strengthened to help businesses during a disaster.
5. Supply chain was the hardest challenge to mitigate for Kerrisdale businesses. Identifying critical
needs and developing a backup list of secondary suppliers that are in-province / out-ofprovince to avoid disruptions of essential supplies and services improves disasters resilience.
6. Kerrisdale businesses serve its core residents and maintain hyper-local relationships to protect
their operations in a pandemic. Businesses should continue to foster storefronts as a
community space to connect with neighbours, as it has shown to be helpful during the
pandemic

Figure 11: Corner of 41st Ave and E Blvd. Source: Jay Banks

Next Steps
KEEP intends to use the recommendations, insights and findings from this research to develop new tools
and aids for the Kerrisdale business community. It would like to thank all participants for their valuable
time and contributions. If there is any feedback or future thoughts on this research, please do not
hesitate to reach out to KEEP by emailing KerrisdaleEmergency@gmail.com
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