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When the news of the COVID19 virus(es) flooded us with loads of information – it occurred to me that, 
while it was important to be in the know about safety measures etc., we are being bombarded on a daily 
basis with a lot of frightening information that could be weighing us down. Because you are considered 
essential employees ~ you are carrying a lot of responsibility and are facing things we have not faced 
before.   
 
This article is about you.  It is about sharing what you are facing day to day and how you are coping.   
 
Over the last few days – I have interviewed a couple of our Restaurant General Managers to find out how 
they are managing in the stores with the new procedures, hours, staffing, and overall atmosphere.  These 
are their stories. 

 Calvin Fortes – N. Providence 
For those of you who do not know Calvin or have never met him – He has a smile 
that is so welcoming.  He greets people in such a way – that you know you have 
his full attention. He puts a smile on your face – simply by having a conversation 
with you – and the wonderful thing about that is that he is not aware of his impact.  
 
Calvin tells me about his store.  He is proud of his team.  They have open and 
frequent communication about everything that is going on.  He states that he feels 
that the company cares about their employees, because they are having weekly 
meetings to keep everyone up to date and recognizing people in the meetings on 
the phone.  He practices something similar in his store.  His team receives the 
same consideration on a daily basis. 

 
His team seems to want to be at work.  They enjoy their time in the store…yes, even now.  It’s a positive 
environment.  Everyone is interacting and busy making orders.  Calvin says that he role models a 
positiveness that seems to create a chain reaction.  They take this new challenge one day at a time.  His 
focus has always been on recognition.  It’s vital to have that face to face interaction that shows you care.  
That’s what he is able to give each day he is in the store.   
 
The biggest challenge they have is getting used to only doing Drive Thru and hitting speed.  The activity 
each day/night in the DT goes in spurts/waves.  They need to be prepared for the rush/magic hours.     
 
It all sounds amazing…. but wait…. there’s more.  Even the customers are getting in on helping others 
along.  Calvin shares that on Sunday, last, a customer paid for the car behind him.  That alone is a kind 
gesture - but the check was for $60.00 – and the customer still chose to pay for the order for the car 
behind him.  You can bet that person or family felt the support and kindness.   
 
There is a wall in the store that is dedicated to the recognition that is shared by Calvin and his team.  On 
this wall – there is the employee of the month, certificates, VOC recognition for most surveys for the 
period, etc.  Gift Cards and bags are also given as a token of gratitude in appreciation for the work and 
contributions throughout the year.   
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Abby Lopes – Norwell 
 
Abby is slight in stature, but big in personality.  She is the RGM of the Norwell 
Taco Bell.  She too, has a smile that draws you in.  The energy she brings with her 
is charismatic. It’s interesting to see someone with such a dynamic presence; 
have a calming and even manner. 
 
I spoke with her today – on the phone – to find out how she and her team were 
keeping positive during these interesting and trying times. 
 
The clear message from Abby – was that communication with her team was the 
key to staying calm, safe and clean.  She stated that the Drive Thru cashiers do 

periodically express their concerns to her about contact with others in the DT.  Her counsel to them is to 
keep to the script.  Make sure that you are not hanging out the window with your head – reach out with 
your hand.  Wash your hands often and clean and sanitize the Drive Thru regularly.  In my conversation 
with Abby – a familiar mantra was repeated, “Don’t panic” and “Stay healthy.” 
 
Her team is drinking hot beverages like lemon and ginger tea or a mixture of hot water, garlic, lemon, 
onion and honey followed up with a honey cough drop (a recipe that was shared with them through a 
friend from church – who is an organic nutritionist).  Now, whether or not this is keeping things a bay, we 
don’t really know, but it may keep the “vampires” away.  And vitamins are also top of the list of things they 
are using to “Stay healthy.” 
 
Challenges they have run into are few.  Mostly – they have had to adapt to a different normal.  Similar to 
the challenge in Calvin’s store – keeping up with the “rush” or waves of customers at times that are 
unexpected – is a new experience. Party packs and big orders are abundant and yesterday’s average 
check at 6 pm was $14!  Abby attributes this to another quick serve restaurant across the street – closing 
earlier than her store … say around 8 or 10 pm.  Also, keeping gloves and hand sanitizer supplied means 
constantly ordering from McLane.  (Staples has not been an option for Norwell – they are out of stock.) 
 
People who come through the DT often wish the cashier well and there is a brief conversation back and 
forth.  One day – two Saturday’s ago – a woman came through the DT and did not order anything – but 
handed the cashier a $20 bill.  Abby stated we don’t usually accept tips, but the woman stated she wanted 
to give the money “…because you are working and I appreciate that you are doing what you are doing.”  
The appreciation is mutual.  Without the customers we wouldn’t have a business and we would be closed. 
 
Abby has an 8-year-old son at home, who is wishing he could go back to school.  He misses his teachers 
and friends.  Routines have changed. 
 
The company conference calls have been very supportive.  Hearing everything that the company and Taco 
Bell are doing to keep us safe and updated – “Keeps us in the loop.”  Abby shares that she was very happy 
to give her team something from that meeting that was uplifting.  She wrote on the big board in the store, 
“There is a surprise for you guys!”  And then the crew app came across that Steve, David and Gordon sent 
out about the $1 more premium pay for hourly employees in Period 4.  It’s those kinds of things that show 
us that the company cares.  Abby tells me that the Crew app - sharing of information - has been helpful 
in keeping everyone up to date. 
 
In speaking with these two managers about these challenging times – it is clear that they and their teams 
are sharing support for each other and their customers.  Each store, manager, team, and customer have 
their own way of coping with the outside world and the events of the day.   
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Lockwood/McKinnon has 29 store locations and you can bet that in each one of them – whether in the 
store or at home – our employees are showing their tenacity, creativity and resilience by following the 
safety guidelines set forth and by managing their own the best they know how.  
 
It should be no surprise to us that when all of this has passed and we are getting back to our normal 
schedules, tasks, routines, …. we are getting back to our normal days … our normal days will be a new 
normal. 
 
We are stronger together and demonstrate that every day.  Thank you for everything you do! 
 
 
Lisa Brissette 
Lockwood/McKinnon Group, Inc. 

Workshop and Educational Coordinator 


