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Abstract:

Crises, which are typically connected to natural disasters, comprise a wider range of
incidents that endanger public health, corporate image, and economic viability.
Notwithstanding their source, crises require quick thinking and effective action because they
can jeopardise these essential aspects. Within the realm of business, crises materialise as
situations that endanger the survival of the organisation, profitability, and stakeholder well-
being. Corporate crises are not uncommon, ; statistical evidence indicates a considerable
prevalence, which is further exacerbated by the long-lasting impact of COVID-19. The
necessity of proactive crisis management becomes apparent when considering the possible
occurrence of crises and their power to lead to business collapse. Organisations may
effectively navigate uncertainty and alleviate adversities by cultivating resilience and
readiness. Therefore, crisis management becomes critical to maintaining organisational

integrity and continuing to operate in the face of ever-evolving impediments.

Keywords:Crisis management, resilience, organizational response, proactive

measures, corporate survival, stakeholder welfare.

Introduction:

When we hear the word "crisis,” visuals of natural disasters like earthquakes or
tsunamis that leave a trail of devastation and ruin in their wake usually come to mind. But a
closer look shows that crises aren't limited to apocalyptic catastrophes; they can also involve
an array of situations and events. Indeed, crises can take many different forms and, whether
they originate inside or outside, they pose a threat to the public's health, a company's

reputation, and its financial viability.
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Whatever its magnitude or cause, a crisis is a critical event that necessitates an
immediate and efficient response. It is any circumstance that puts public health, business
reputation, or financial sustainability in danger; it can occasionally become an extensive
media spectacle or stay contained inside organisational walls. But the fundamental truth

remains the same: there is a crisis and it needs to be managed.

Within the context of business, a crisis is any situation or incident that has the
potential to cause significant harm to an organisation. Such incidents put a company's very
survival and profitability in jeopardy, damaging its brand, interfering with corporate
operations, having a detrimental effect on stakeholders and finances, and putting workers in
risk. Such crises are thought to be unusual, occurring relatively seldom. But the data presents
a different image. A minimum of one corporate crisis was experienced by 69% of CEOs
between 2014 and 2019, with an average of three crises per leader. In addition, the COVID-
19 pandemic's unrelenting assault has put businesses in a constant state of distress for the past

four years.

Since no company is immune to the crisis, being proactive in preparing for it is
necessary to prevent potential corporate failure. As a result, crisis management becomes a
crucial organisational function that is essential to establishing resilience in the face of

uncertainty and protecting against adversity.
Why Is It Necessary To Manage Crises?

The grave repercussions of not responding appropriately to a crisis make crisis
management essential. A crisis may be caused by a natural disaster, a product breakdown, or
any other unexpected incident. In any case, there may be potential risks to the company's
stakeholders, public image, and bottom line. The three hazards that crises inevitably carry are
key to understanding the necessity of crisis management. The public's safety is the first and
most important priority since neglecting to address risks to people's health can have serious
consequences and expose one to legal liability. Risks of financial loss and reputational harm
follow closely behind, as both can have long-term effects on the sustainability and legitimacy

of the organisation.
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To address these risks in a methodical and prioritised way, an extensive crisis
management plan is necessary. Organisations show that they are committed to moral
responsibility and the wellbeing of people by putting public safety before anything else. After
addressing urgent safety issues, focus can turn to minimising financial losses and protecting

the company's reputation.

The need for quick and effective handling of crises is increased in today's
hyperconnected environment, which is marked by the quick spread of information through
social media and the internet. In a matter of seconds, news of a crisis can go viral, increasing

both the impact and the urgency of a response.

To put it simply, crisis management is essential for tackling the complexity present-
day business settings. Organisations may minimise the repercussions of crises, safeguard
their interests, and keep their promises to stakeholders, staff, clients, and general business

continuity by putting preventative measures and responsive strategies into place.

Origin and Features of Crisis Management:

Massive industrial and natural disasters in the 1980s served as the impetus for the
study of crisis management. It is a procedure that entails a number of steps to identify,
evaluate, and foresee crisis problems in order to develop targeted preventative or mitigation
measures. Its main goals are to provide clear communication channels, quick and appropriate
reaction mechanisms, comprehensive crisis planning, and crisis resolution protocols.

Important features that define crises are as follows:

1 Unforeseen Emergence: Crises frequently strike out of nowhere, taking organisations by
surprise.

2: Quick Decision-Making: Emergencies demand quick decisions giving little time for
contemplation.

3. Time Restrictions: There is not much time to handle issues, thus quick action is required.

4. Pressing Information Needs: During times of crisis, there is an increased need for reliable

and quick information.
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5. Perceived Loss of Control: A sense of reduced control over situations is brought about by
crises.

6 Mounting Pressures: When confronted with a crisis, the pressure steadily increases, making
things more difficult.

7. Disturbance of Regular Operations: Amid crises, regular company operations are more
frequently hindered.

8. Reputational Impact: Crises frequently harm an organization's reputation, therefore it's

important to manage them carefully to reduce negative repercussions.
Phases of Crisis Management:

Proactively addressing risks before, during, and after they materialise is the goal of
crisis management, as opposed to risk management, which concentrates on preventative
actions to avert possible hazards. The pre-crisis phase, crisis management and reaction, and

post-crisis phase are the three main stages in which this process takes place.
Pre-Crisis Phase (Prevention Stage):

The aim of the pre-crisis phase is to mitigate identified risks in order to avert crises.
A detailed crisis management strategy must be created and updated regularly during this
phase of preparation. A crisis management team should be assigned, crisis response
procedures should be developed, and frequent training sessions should be conducted to
guarantee preparedness. Establishing an efficient communication strategy that prioritises
simple consistent, and straightforward language is also necessary to pass crucial details to the

people who could be most impacted by any unfortunate events.
During Crisis (Crisis Management and Response):

When a crisis occurs and calls for prompt, decisive action, this phase takes place. Risk
assessment, potential consequence review, and damage assessment are all part of crisis
response. Accuracy, consistency, and quickness are the three main tenets that govern efficient
crisis management. Swift action is essential for establishing credibility and public trust, and

precise and consistent messaging reduces financial losses and reputational harm. In the
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middle of the catastrophe, expressing sympathy and compassion for the victims is equally

crucial.

To effectively assess risk during this phase, the crisis management team and outside
resources must exchange information and engage in active communication and participatory
decision-making. A selected spokesperson must be ready to successfully interact with the
media and other stakeholders if an emergency response plan is launched. Ensuring a unified
and appropriate response through unambiguous communication norms protects brand

reputation during a crisis.
Post-Crisis Phase:

This stage highlights how the crisis was resolved and what came later. The way a
crisis is handled in its early phases determines how it will turn out. Resolution may entail
court cases or out-of-court agreements, requiring constant media attention and a skillful
spokesperson. A key element of post-crisis management is taking accountability for mistakes
and owning up to your mistakes.
To resolve persistent issues and restore stakeholder trust, follow-up communication is
essential as the organisation resumes regular operations in the post-crisis phase. Effective
communication with a number of people and target audiences is crucial throughout recovery
efforts, which could take months or years, to help the organisation regain stability and

resilience.

Thus, crisis management calls for the application of a range of skills and techniques
to identify, assess, understand, and address critical problems from the moment they arise until
recovery efforts commence. The response of an organisation in times of crisis has a
significant impact on its reputation and credibility. A well-thought-out and timely reaction

can protect the business from long-term harm and adverse consequences.
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Creating A Crisis Management Plan:

Define Each Possible Type of Crisis:

Different crisis require the implementation of diverse crisis management tactics, thus it's
necessary to recognise the various types of crises. Important crisis types include the
following:

a) Natural Crisis: Prepare for all types of natural disasters, such as earthquakes, floods, or
disease outbreaks; develop emergency action plans that will guarantee employees' safety in
the event of a natural catastrophe. Proactiveness is the most effective approach to
dealing with natural disasters.

b) Technological Crisis: Businesses in today's tech-driven era mainly depend on technology
to carry out day-to-day operations. They thus have a lot to worry about if technology fails.
Software malfunctions, industrial mishaps, oil spills, etc. are a few examples. An organisation
must collaborate with its IT department or tech provider to promptly fix the problem and
install preventive measures to ensure it doesn't happen again.

c) Confrontational Crisis: This type of crisis emerges when conflicting interests between
two groups drive them to clash. The groups in question could be governments, labour unions,
or organisations. Protests, strikes, boycotts, and other forms of confrontation crises are typical
examples. One of the most effective ways to end a dispute is through negotiation, preferably
with the assistance of a skilled negotiator. Meanwhile, diligent management of social media
accounts and all other communication venues is equally important.

d) Malevolence Crisis: Malevolence crisis occur when competitors or the wicked exhibit
enmity or fury towards, or seek advantage froma corporation, possibly to upend or
destroy by using illegal means or other extreme measures. Product tampering, cybercrime,
espionage, hacking into a company's system to steal data, etc. are a few examples of
malevolence crisis. In order to keep rivals from harming the company's brand, these kinds of
situations necessitate taking legal action, having skilled public relations personnel, and
cultivating professional customer relationships.

e) Financial Crisis: A financial crisis happens when a company's assets lose value and it
becomes difficult to settle its debt. This is usually because of a sharp decline in consumer

demand for the goods or service. Resolving such a crisis may entail, among other things,
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altering operations to suit market demands, upgrading and mobilising necessary capital,
setting aside a specific amount of money for such circumstances, etc. In addition,
management will have to reevaluate their sources of income in order to find novel strategies
to boost margins and produce long-term revenue.

f) Rumours: When false information about a company or its goods is spread, particularly if it
includes accusations of radical connection or product contamination, it may quickly turn into
a reputational crisis. Misinformation can spread quickly and have far-reaching effects in the
modern digital age, when social media is the primary provider of news.
Organisations need to take proactive actions to manage information flow to reduce these
risks. They can safeguard their reputation and reassure customers about the security and
dependability of their goods and services by quickly dispelling false accusations and
rumours. This protects the company's reputation while safeguarding the welfare of its

customers.
2. Evaluate Crisis Impact:

After possible crises have been located, evaluate how they might affect the company. This
entails assessing the repercussions in terms of monetary losses, business interruptions,
reputational harm, legal ramifications, and impacts on stakeholders, customers, and staff.
Determining the best course of action for reaction requires an understanding of these effects.

Arrange Reactionary Steps:

Prepare complete plans for action for each type of crisis that has been identified. The plans

need to specify precise measures that must be carried out, comprising quick response

techniques, communication approaches, distribution of resources, and coordination with

pertinent parties. Develop response plans to suit the specific demands and features of every

kind of crisis. Different management techniques are used by corporations to handle different

kinds of crises.

a) Responsive Crisis Management: This requires a prepared reaction to particular

crisis. For example, businesses quickly implemented response strategies to address
health and safety concerns during the COVID-19 pandemic outbreak.
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b) Proactive Crisis Management: This comprises foreseeing prospective crises and
getting ready for them beforehand. For instance, to lessen the impact of natural
calamities, a company can build infrastructure that is robust to earthquakes and
provide personnel with evacuation plans.
c) Recovery Crisis Management: This is required in situations where an unforeseen
disaster, like a technology malfunction, occurs. Restoring trust in these situations can be
achieved by making a public apology, looking into the underlying cause, and discussing it
openly. For example, airlines that had a large number of flight cancellations as a result of the
pandemic promptly apologised, gave an explanation for the interruptions, and extended help
to aggrieved passengers.
Developing a social media crisis management plan is essential after crisis management to

handle any potential threats to the company's reputation.

4. Build a Crisis Management Team:

Organisations can successfully cope with a crisis if they have a well-trained crisis
management workforce. Create a specialised crisis management team to monitor response
plan implementation and coordinate crisis management efforts. An array of specialists with
different backgrounds and specialties should be on the team, such as department heads, legal
advisors, senior managers, communications specialists, and subject matter experts. This team
has the power to decide in emergencies, and members must go through training to practice

making decisions in a crisis.

Create Resolution Plans:

For every possible crisis situation, create a thorough resolution plan. Step-by-step
instructions for handling the crisis, such as protocols for communication, decision-making,
escalation, roles and duties, and activation criteria, should be included in these plans.
Depending on the type and intensity of the crisis, take into consideration several response
techniques, such as containment, mitigation, recovery, and restoration.

Give Instruction and Provide Training:

Make certain that the crisis management team members and other pertinent staff members

have the proper instruction and planning. To test reaction plans, familiarise team members

Journal of Interdisciplinary and Multidisciplinary Research

Email:- researchjimr@gmail.com, https://www.jimrjournal.com/
(An open access scholarly, peer-reviewed, interdisciplinary, monthly, and fully refereed journal.)

21



4 ‘.' Journal of Interdisciplinary and Multidisciplinary Research (JIMR)
E-ISSN:1936-6264| Impact Factor: 8.886|
JIMR ) 18 Issue 07, July- 2023
M“‘ Available online at: https://www.jimrjournal.com/

(An open access scholarly, peer-reviewed, interdisciplinary, monthly, and fully refereed journal.)

with roles and duties, and improve readiness to manage crises effectively, execute regular
training exercises, simulations, and drills. Crisis communication, making decisions under
pressure, managing resources, and collaborating with outside partners should all be included
in training.

Regularly Update Plans:

Crisis management plans should be reviewed and updated on a regular basis to take into
account developing best practices, emerging risks, organisational environment changes, and
lessons learnt from previous crises. Involve stakeholders regularly in the evaluation and
modifications of plans to make sure they are in line with company goals, legal guidelines, and
industry norms. Revisions and modifications to the plan should be recorded and kept for

future reference and compliance.

Organisations can create effective crisis management strategies that improve readiness,
adaptability, and reactivity in the event of possible crises by adhering to these comprehensive
guidelines. Proactive preparation, open communication, firm leadership, and coordinated

action at all organisational levels are crucial for effective crisis management.
Key Steps to Overcome a Crisis:

1. Adopt a targeted strategy: Determine the areas of concern and come up with plans to deal
with them as quickly as possible.

2. Compile reliable information: Make decisions based onfacts rather than guesswork.

3. Motivate individuals to adopt a positive outlook: Promote resilience and discourage
negativity in the workplace.

4. Make sure there is effective communication: Transparently share information across
departments and make open channels to converse with superiors.

5. Assign tasks and duties following areas of expertise: Assign work to those who are most
qualified for it and inspire employees to pursue corporate goals.

6. Take prompt action: When you see a crisis evolving, take immediate action and report

problems to superiors without delay.
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7. Stay composed and patient: To get over the crisis, don't panic and concentrate on logical
problem-solving.

8. Initiate discussions: Consult coworkers to sort out problems in a way that is acceptable to
all.

9. Show your dedication and commitment to the company: Stand by your organisation
through difficult times and uphold its core principles.

10. Regularly assess performance: Consistently achieve goals and strive for continuous
improvement by constantly assessing performance.

11. Encourage peace in the workplace: Create a friendly environment and avoid
confrontations or unreasonable demands.

12. Promote transparency with external stakeholders: Be honestin your interactions with
clients and the media, and solicit support when needed.

Conclusion

For organisations to successfully navigate through unforeseen problems and protect their
reputation, effective crisis management is crucial. Businesses can successfully get through
crises by taking a focused approach, obtaining accurate information, creating a positive
workplace culture, making sure that effective communication takes place assigning roles
appropriately, making quick decisions, remaining composed, leading discussions, exhibiting
loyalty, routinely evaluating performance, encouraging harmony in the workplace, and
remaining transparent with external stakeholders. Organisations can not only survive but also
prosper in the face of adversity by creating a thorough crisis management plan built on these
ideas. Businesses may protect their reputation and successfully handle unforeseen obstacles

by putting these steps into practice and creating a thorough crisis management plan.
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