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Crisis Management:
How Boards Prepare, Respond, Protect, and Recover



άtǊŜǇŀǊŜŘƴŜǎǎ ƛǎ ƴƻǘ ŀ ƭǳȄǳǊȅΤ ƛǘ ƛǎ ŀ 
Ŏƻǎǘ ƻŦ ŘƻƛƴƎ ōǳǎƛƴŜǎǎΦέ       





OF BUSINESSES WILL LOSE          TOOF 
THEIR SHAREHOLDER VALUE IN 5 YEARS AS A 
RESULT OF A DISASTER OR CRISIS. Source: Oxford Metrica

OF CONTINUITY PLANS HAVE NEVER BEEN 
TESTED.  Source: AT&T

DISASTERS OCCUR ANNUALLY IN THE U.S.
Source: Red Cross

OF BUSINESSES STRUCK BY A DISASTER 
NEVER REOPEN, AND           OF THOSE THAT 
REOPEN CLOSE IN TWO YEARS. Source: U.S. Dept. Of 
Labor and FEMA
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EVERYTHINGIS

FORESEEABLE

ANYONEMAYBEFOUND

ACCOUNTABLE



Iƴ ǘƘŜ άLƳǇƭŜƳŜƴǘƛƴƎ ǘƘŜ wŜŎƻƳƳŜƴŘŀǘƛƻƴǎ ƻŦ ǘƘŜ фκмм 
/ƻƳƳƛǎǎƛƻƴ !Ŏǘ ƻŦ нллтέ όǘƘŜ фκмм !ŎǘύΣ /ƻƴƎǊŜǎǎ 
mandated the Department of Homeland Security (DHS) to 
provide άǾƻƭǳƴǘŀǊȅέǇǊŜǇŀǊŜŘƴŜǎǎ ŎŜǊǘƛŦƛŎŀǘƛƻƴ ŀƴŘ άŘŜǾŜƭƻǇ 
guidance or recommendations and identify best practices to 
ŀǎǎƛǎǘ ƻǊ ŦƻǎǘŜǊ ŀŎǘƛƻƴ ōȅ ǘƘŜ ǇǊƛǾŀǘŜ ǎŜŎǘƻǊέ ŀŎǊƻǎǎ ŀ ǿƛŘŜ 
range of business continuity practices.  

Marketplace pressure driven government contracts, 
insurance, banks/finance, & purchasing agents



Every Crisis is a Human Crisis.

ÁSYSTEMSDONOTPROTECTPEOPLE

ÁSERVERSCANNOTINITIATEACTION

ÁNETWORKSWILLNOTBEHELDACCOUNTABLE

ÁNO PEOPLEҦ bO RECOVERY

Every Crisis is a Human Crisis.



PREDICT. PLAN. PERFORMΦϰ
ÁIdentify & Involve

ÁCritical Suppliers

ÁCritical Functions 

ÁCritical Employees 

ÁWhat If Exercises

ÁEstablish How To:

ÁMonitor

ÁCommunicate

CONTROLCRITICALSUPPLYCHAINS

TRAINEMPLOYEESFORBOTHWORK& HOME

IDENTIFY& MONITORALLTHREATS& RISKS

CONDUCTEXERCISESANDUPDATEPLAN

DEVELOPCRISISCOMMUNICATIONSPLAN



Labor
Costs

Transport
Costs

The Old World

First Generation Supply Chains
Static Optimization of Simple Cost Drivers

The New World

Next Generation Supply Chains
Dynamic Optimization of Complex Cost, Asset, Risk 

and Benefit Tradeoffs

Labor
Costs

Transport
Costs

Energy
Costs

Capital
costs

Outsourcing Variability

ServicesComplexity

Risk



ÅFord recalls 13 million Firestone tires costing $3 billion and severe brand 

damage after learning that design and quality glitches were putting certain 

tire models at risk of shedding their treads.

ÅBeverage Company forced to recall 15 million cans and bottles due to 

contaminated chemicals in a bottling plant.  The incident cost the company 

$60 million.

ÅJapanese Auto Company was forced to halt production for several months 

at a cost of $400 million and a steep loss in share price, triggered by a fire 

in the production facility of a strategic supplier.

Reputation Share Price Profit
Customer

Loyalty



ÁEscalating Flow of Events
ÁInsufficient  & Inaccurate Information
ÁIntense Scrutiny
ÁLoss of Command and Control
ÁSurprise



Virginia Tech was the definitive 

episode of Violence in the Workplace







ÁPastoral setting:  

ÁPhysically-intact campus 

ÁTraumatized community

ÁMedia circus  

Á324 Media outlets 

Á140 Satellite trucks

Á$4 million by major network in first week

ÁMessage & Metrics



ÁInitial shootings in West Amber-Johnston Hall

Á[ƻǾŜǊǎΩ ǘǊƛŀƴƎƭŜ 

ÁAbsence of students to interview 

ÁLƳƳŜŘƛŀǘŜ ŀǊǊŜǎǘ ƻŦ ΨǎǳǎǇŜŎǘΩ 

Á.ƻȅŦǊƛŜƴŘ ƭŜŦǘ άƛƴ ŀ ƘǳǊǊȅέ

ÁGuns found in truck

ÁNorris Hall response 

ÁNine minutes from entry to end of shootings 





ÁWhat do you know?
ÁAre you concerned?
ÁIf so, about what?
ÁWhat is your plan?
ÁWhat & how do you monitor?



ÁPREDICT. PLAN. PERFORMΦϰ
ÁManage Initial Response
ÁNotify
ÁRespond 
ÁRestore Operations



ÁAccess to Additional Resources
ÁDecision Support
ÁGovernance
ÁImpact Analysis (Short and Long Term)
ÁManage Strategic Issues



Á Infotainment style

Á Adopted entertainment forms with 60 Minutes

ÁMelodrama storytelling formula--white hats, black hats and the 
innocent victim

Á Instant News

Á.ǊƻŀŘŎŀǎǘ άŦǊƻƴǘƭƛƴŜέ ǘŜŎƘƴƻƭƻƎȅ

ÁLƴǘŜƴǎŜ ŎƻƳǇŜǘƛǘƛƻƴ ōŀǎŜŘ ƻƴ άōǊŜŀƪƛƴƎ ƴŜǿǎέ

Á Internet

Á Everyone is a broadcaster

Á Instant global networks of the highly interested with emphasis 
on video


