
Understanding Crisis Management

Key concepts, phases, tools, and best practices for handling unexpected events that threaten an

organization’s reputation, operations, or safety.

1. What Is Crisis Management?

Aspect Description

Definition
A coordinated set of actions and decisions designed to prevent, mitigate, and recover

from a disruptive event that can cause harm to people, assets, or reputation.

Goal
Protect life and safety, preserve critical functions, safeguard reputation, and restore

normalcy as quickly as possible.

Scope
Includes natural disasters, technological failures, product recalls, cyber?attacks,

scandals, supply?chain disruptions, and public?relations emergencies.

2. Core Components

Component Purpose Typical Activities

Crisis Leadership
Provide decisive direction and

maintain authority.

Appoint a crisis manager, establish a

command structure, make final

decisions.

Crisis Communication

Ensure accurate, timely

information flow to

stakeholders.

Draft press releases, hold briefings,

manage social?media updates.

Risk Assessment &

Monitoring

Detect early warning signs

and evaluate severity.

Conduct threat scans, maintain incident

logs, use dashboards.

Business Continuity

Planning (BCP)

Keep essential services

running.

Identify critical processes, develop

alternate work sites, maintain backup

resources.

Recovery & Post?

Crisis Review

Return to normal operations

and learn from the event.

Conduct after?action reports, update

policies, train staff on lessons learned.
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3. The Crisis Management Lifecycle

1. Pre?Crisis (Preparedness)

Risk identification & prioritization

Crisis?management plan development

Training, drills, and tabletop exercises

Establish communication protocols & stakeholder lists

2. Detection & Early Warning

Monitoring systems (media, sensors, social platforms)

Incident reporting mechanisms (hotlines, apps)

Initial triage to assess potential impact

3. Response

Activate the crisis team and command center

Implement the Incident Action Plan (IAP)

Communicate internally and externally (first statements, safety instructions)

Allocate resources (personnel, equipment, finances)

4. Recovery

Stabilize operations and restore critical services

Provide support to affected individuals (counseling, compensation)

Manage legal and regulatory follow?up

5. Learning (Post?Crisis)

Conduct a formal debrief (what worked, what didn’t)

Update the crisis?management plan, policies, and training modules

Share lessons with the wider organization and, where appropriate, the public

4. Crisis Management Team (CMT) – Typical Roles

Role Primary Responsibilities
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Crisis Manager / Incident

Commander

Overall authority; decision?making; liaison with senior

leadership.

Operations Lead
Coordinates field response; ensures safety and continuity of

core processes.

Communications Lead
Drafts messages; handles media relations; monitors social

media sentiment.

Legal/Compliance Officer
Advises on regulatory obligations; reviews statements for

liability.

Human Resources Lead
Manages employee safety, support services, and staffing

adjustments.

IT / Cybersecurity Lead
Secures systems, restores data, handles digital forensics (if

applicable).

Finance Lead
Tracks crisis?related costs; authorizes emergency

expenditures.

Stakeholder Liaison Engages customers, suppliers, partners, and
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