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CONTROLLING THE CRISIS 
The Impact of Planning



CRISES ARE NOT PREDICTABLE

CRISIS IMPACTS
- Customer Turnover
- Employee Productivity 
- Business Development 
- Innovation



Cyber Security Breaches

…THESE ARE VERY COSTLY!

FOE EXAMPLE:



Natural Disasters …ENDLESS MISFORTUNES 



Social Media Storm 
Her name was 

tweeted more than 
30,000 times, and 

the hashtag almost 
100,000 before her 

flight landed. 

75K people 
are talking 
about this. 



WHAT DOES THAT MEAN TO YOU?

PROIRITIZE CRISIS PREVENTION
• Avoid long term financial hardship 
• Ensure readiness for potential crises

Your brand reputation could be comprised 
... and it is costly to be careless.



COLLABORATION IN PREPARATION 

RESOURCE 
ALIGNMENT

SUBJECT MATTER 
EXPERTISE

PLANNING
• Risk Assessment 
• Gap Analysis 
• Mock 

• Interdepartmental Buy-In 
• C-Suite Participation

• Utilization of Specialists
• Outside Legal Counsel 



RESPONDING TO A CRISIS

RESOURCE 
ALIGNMENT

SUBJECT MATTER 
EXPERTISE

PLANNING
• Identify the threat
• Evaluate the risk
• Is it a crisis?

• Utilize crisis management plan
• Corral appropriate personnel 
• Ensure real-time communication

• Involve SMEs immediately  



POST-CRISIS DEBRIEFING

RESOURCE 
ALIGNMENT

MEASURING 
REACTIONS

REASSESS 
PLAN

• Evaluate plan
• Revise and improve
• Prepare for future crisis 

training

• Functionality of crisis management plan?
• Appropriate personnel  involved?
• Effective and timely communication?

• Stakeholder response to crisis and 
interventions

• Customer engagement
• Regulatory and legal consequences 



Full Spectrum Crisis Management 

COMMUNICATION 

DISCIPLINED APPROACH

BEING CLEAR IS NOT OPTIONAL
• Rapid Response Time 
• Scripted Protocol 
• Transparency

ACTIVE LISTENING IS KEY
• Psyche of Consumers 
• Real-time Monitoring 
• Proactively Diffuse Situations



Thank you. 

Business stability is dependent on 
crisis prevention and management.

Start planning.  


