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Red Banyan, a public relations and crisis management firm, recently developed an informational overview of
crisis response and management to help organizational leaders better understand the decisions,
communication procedures, and recovery steps involved in disruptive events. The guidance addresses
growing public scrutiny, rapid news cycles, digital misinformation, workplace concerns, legal disputes, data
incidents, and unexpected emergencies. Business leaders, communications teams, legal professionals, and
operational staff can use the information to evaluate existing plans, identify gaps, and establish clearer

responsibilities before a serious issue develops.

A crisis rarely follows a predictable schedule. Problems can arise after business hours, during major events,
or when key decision-makers are unavailable. Early confusion often creates additional pressure, particularly
when employees, customers, journalists, regulators, and community members seek answers simultaneously.

A clear response structure can reduce delays and help prevent conflicting statements.

Preparation usually begins with risk identification. Common areas of concern may include cybersecurity
breaches, product failures, workplace accidents, allegations of executive misconduct, customer complaints,
supply chain disruptions, natural disasters, regulatory investigations, litigation, and viral social media activity.
Risk assessments can help leadership teams determine which scenarios require detailed plans and which

departments should participate in the response.

?Defined responsibilities remain essential during high-pressure situations,? said Vlad Drazdovich, Vice
President at Red Banyan. ?An effective crisis team may include senior leadership, communications staff,
legal counsel, human resources personnel, security specialists, information technology professionals, and
operational managers. Each participant should understand decision-making authority, approval procedures,

reporting expectations, and communication responsibilities before an incident occurs.?

Accurate information serves as the foundation of a credible response. Early reports can be incomplete,

inconsistent, or incorrect. Internal teams often need time to confirm timelines, identify affected groups, review



legal obligations, and understand the event?s scope. Public statements should separate verified facts from

details still under investigation.

Speed also carries significant weight. Long periods of silence can encourage speculation and allow unverified
claims to shape public discussion. A brief acknowledgment may be appropriate when complete information
remains unavailable. Such communication can confirm awareness of the situation, explain that fact-finding is

still underway, and provide a reasonable basis for future updates.

That balance between speed and accuracy depends on an established decision-making process. Primary
and backup contacts should be identified in advance, along with the people authorized to approve messages,
notify employees, contact regulators, and coordinate operational action. Plans that rely on a single executive,

attorney, or communications representative may become difficult to follow when that person is unavailable.

Internal communication should receive the same attention as external messaging. Employees may become
an organization?s most visible source of information, even without formal authorization. Staff members often
receive questions from customers, relatives, business contacts, and members of the public. Timely internal

guidance can reduce confusion and discourage the circulation of rumors.

A central message framework can support consistency without making communication sound scripted. Key
messages may address known facts, immediate actions, stakeholder concerns, available assistance, and
expected next steps. Updates should evolve as additional information becomes available, while the overall

tone should remain factual, calm, and respectful.

Media relations often become a major part of crisis response and management. Reporters may contact
multiple offices, employees, executives, or outside partners while working under tight deadlines. A designated
media contact and a reliable inquiry process can help ensure that requests receive consistent attention.

Unsupported speculation, defensive language, and overly broad claims can create further complications.

Digital monitoring provides another important source of situational awareness. Online conversations can
reveal recurring questions, emerging concerns, misinformation, and shifts in public sentiment. Monitoring
does not require a response to every post. The goal is to identify material issues that could affect safety,

trust, operations, or public understanding.

Different audiences may require different forms of communication. Customers may need service updates or
safety instructions. Employees may need workplace guidance. Regulators may require formal reporting.
Business partners may need operational details. Community members may seek information about local

effects. Tailored communication can address specific concerns while maintaining factual consistency.



Legal considerations can limit the timing and content of public statements. Privacy rules, employment law,
regulatory requirements, active investigations, and pending litigation may restrict disclosure. Legal review
remains important, but excessive caution can sometimes produce vague language that fails to answer
reasonable questions. Coordination between legal and communication teams can help balance accuracy,

responsibility, and transparency.

Tone can influence how information is received. Highly technical language may confuse general audiences,
while overly casual language may appear dismissive. Clear sentences, familiar terms, and direct explanations
can make complex information easier to understand. Expressions of concern should align with the

seriousness of the situation and avoid language that appears exaggerated or insincere.

?Operational action usually matters more than messaging alone,? said Drazdovich. ?Public communication
cannot replace corrective measures, emergency support, policy changes, security improvements, employee

training, or customer assistance. Statements gain credibility when supported by visible and relevant action.?

Recovery may continue long after public attention declines. Organizations may face ongoing legal, financial,
operational, or reputational effects. Follow-up communication can explain completed actions, remaining work,
policy revisions, or independent reviews. Regular updates can also demonstrate continued attention to

affected stakeholders.

Post-crisis evaluation provides an opportunity to identify weaknesses in preparation and execution. Reviews
may examine response times, internal coordination, approval delays, media handling, employee
communication, documentation, technology, and stakeholder support. Findings can guide future planning and

reduce the likelihood of repeated mistakes.

Records from the response can make that evaluation more useful. Decision logs, approved statements,
inquiry records, operational reports, employee feedback, and stakeholder concerns can reveal where delays
occurred and where responsibilities remained unclear. Findings should be converted into specific

assignments, deadlines, and plan updates rather than filed away without action.

Crisis exercises can strengthen readiness before an actual event. Tabletop simulations allow participants to
test decision-making procedures, review contact information, identify missing resources, and practice
communication under pressure. Realistic exercises often reveal practical problems that remain hidden in

written plans.

No crisis plan can anticipate every circumstance. Flexible procedures tend to be more useful than rigid scripts
because facts, audiences, and risks can change quickly. Strong preparation creates a framework for sound

judgment rather than a fixed response for every scenario.



?Near the end of the response cycle,? notes Drazdovich, responsible crisis work depends on preparation,
verified information, coordinated action, and continued accountability. These principles apply to organizations

of different sizes, structures, and sectors, even when available resources vary.?

Public trust often depends on conduct before, during, and after a difficult event. Clear responsibilities, timely
communication, careful fact-checking, practical support, and measurable follow-through can help

organizations navigate uncertainty without adding unnecessary confusion.

A practical next step is to review existing procedures and confirm whether likely risks, primary
decision-makers, backup contacts, approval processes, employee notification systems, media protocols, and
stakeholder lists remain current. A tabletop exercise can then test whether those procedures work when

information is incomplete and time is limited.

A disciplined approach cannot remove every consequence, but stronger preparation can improve
decision-making when pressure remains high and reliable information matters most. ldentifying gaps,
assigning responsibility, testing procedures, and documenting lessons can turn general readiness principles

into a working plan before the next disruptive event begins.
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