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Crisis Management

! Crisis management is the process of strategic 
planning for a crisis or negative turning event, a 
process that removes some of the risk and 
uncertainty from the negative occurrence 

! A crisis is a “show-stopping” event, a single 
moment in time, always preceded by a triggering 
event 

!  Typically a crisis has three stages 
! -  Pre-crisis, Crisis, Post-crisis 



Critical Thinking 
The art of asking questions  
Challenging assumptions – a must in a crisis  
Taking a different perspective 



Situation: Speed, Changing 
Expectations, VUCA



Risk Up 

Confidence down 

The reality we face





• Web users turn to social media to seek 
help for themselves or others during 
emergencies – and they expect first-
responders to be listening & respond 

• 24x7 news cycle – rapid escalation and 
sharing  

• Posting before asking for help

Dramatic changes in public expectation



Pick the Panic: Emotional Contagion



Victims 

Villains 

Heroes 

 

  Stage 1: Fact Finding

  Stage 4:  Fallout/Resolution

  Stage 2:  Unfolding Drama

  Stage 3:  Blame

Plan to Patterns







An exercise



What can we learn? 



What can we learn?



The Fool-Proof Formula: 4C 

!Concern 
!aCtion 
!Context  
!Call to Action





9 Step Crisis Management Plan 

! Identify and 
assess risk

! Set goal and 
objectives

! Identify & 
prioritise key 
audiences: 

match to key 
risks

! Establish crisis 
management 

team

! Identify 
spokespeople 
and establish 

policies

! Establish a 
Crisis 

Communicatio
n Centre

! Set down crisis 
communicatio
n procedures, 
protocols, R&R

! Training, 
rehearsals and 

testing

! Evaluate crisis 
response



What will you do differently? 



! Read not to contradict and 
confute; nor to believe and 

take for granted; nor to find talk 
and discourse; but to weigh 

and consider. 
!  

—Francis Bacon
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