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It is prudent as a manufacturer to have a functional Crisis
Management System in place. There are many types of crises
with the most common being a regulatory issue, consumer
illness, or a natural disaster. While it is impractical to have a
plan for every type of crisis, it is best to have a system in place
designed to handle all. The first 24 hours are crucial when a
crisis occurs. Decisions made during this time often affect the
company’s ability to survive the crisis. Having a Crisis Man-
agement Team that works effectively together has helped com-
panies survive major crises. Often times the occurrence is on
a Friday or near a holiday. No matter when the crisis occurs,
one must be able to respond quickly and effectively to the
situation at hand.

There is a lot at risk for a company when a crisis arises. The
company’s reputation, good name, future business and com-
pany viability is at risk. By developing and maintaining a pro-
active Crisis Management Plan, you will strengthen the suc-
cess of the organization and protect its reputation during a
crisis.

Prior to a crisis, the key members of the Crisis Manage-
ment Team need to be identified. These members, along with
their backups, need to be aware of their expected roles and
participate in training sessions or mock drills to fully prepare
for a crisis. Member and backup member information such as
telephone numbers and pager numbers need to be kept cur-
rent. Information on community resources and customer con-
tacts also need to be kept current as part of the crisis plan.
Everything located in one place saves valuable time during
the crisis.

Crisis Management Team Members that are external to the
company need to become very familiar with the company, its
management, the process and the products. They need to know
your business if they are going to be effective. During a crisis
is not when you want to take the time to educate your ex-
perts, get to know them prior to a crisis. If your experts do not

have this knowledge, it will greatly hamper your ability to
swiftly react and respond to the crisis.

Standard procedures must be developed prior to the crisis.
One key procedure is how the crisis management team will
be come mobilized, such as a calling tree. In addition to pro-
cedures, a good record keeping system is important. A daily
summary helps to recap the day’s events and often aids in
planning out the next day’s strategy.

When the crisis occurs the individual initially involved
needs to gather as much accurate information as possible about
the event. The information should cover the nature of the cri-
sis, how widespread, where is it occurring, are there any ill-
nesses or deaths, what products are involved, what facility is
involved (if a company has multiple facilities), is there media
involvement, who are the key contacts and what are the next
steps.

Using the calling tree, the crisis team is mobilized and a
briefing is held at a predetermined meeting site. If the crisis
involves the plant, such as a fire or explosion, the briefing
will take place at a predetermined off sight location. During
the meeting a strategy will be determined with individual as-
signments issued to set the strategy in motion. A statement
may be developed at this time based on the type of crisis.
Lastly a time and place is set on when to reconvene. During
the crisis it is best to reconvene at least daily, with each per-
son giving a short update of the day’s events.

During the crisis there are several items that need to be
addressed. Is alternate supply needed? What customers should
be notified? What is the message, both internally and exter-
nally? What regulatory agencies need to be notified? A re-
view of events immediately prior to the crisis or the time frame
involving the crisis need to be examined.

A daily summary log of that day’s events should be done.
This will serve as a great reference tool later into the crisis or
afterwards when dealing with insurance companies.

Once the crisis is over it is necessary to review how the
Crisis Management Team reacted and responded to the crisis.
What were our strengths to what were our weaknesses? A
plan is then instituted to improve the problem areas and bet-
ter prepare the team for the next crisis.

A properly handled crisis can help demonstrate a
company’s credibility, enhance integrity as a caring and re-
sponsible corporate citizen and build a stronger relationship
with customers. A poorly handled crisis can effectively and
quickly eliminate a company’s existence.
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