

Crisis Management Checklist
In almost any crisis management situation you should probably follow the basic flow of: Prepare - Understand - Plan - Implement - Revise/Prepare.

PREPARE

Have an incident/crisis management team and process in place and ready to go in advance.

In place? ________________ Team leader: _____________________________________
Then, once the incident hits:

UNDERSTAND

Pause for a moment to figure out what you know and think:

· What do we know for a fact? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What do we not know, but need to know? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What do we think/conclude is going on? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What do we predict may happen (scenarios)? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What are the potential issues and risks? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Do a quick SWOT XE "SWOT"  analysis - strengths, weaknesses, opportunities, threats. 

· What are our assets? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Gaps? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Situational things we can take advantage of? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Risks? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
PLAN

· What want to happen (under the different scenarios)? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

· What do to make that happen (under different scenarios)? 

· Immediate actions to fix problem
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Longer term actions to prevent recurrence
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What will we communicate to all our constituents (consumer, customer, management, employees, media, health authorities, etc.)

· In what order will we communicate to them? 
_____________________________________________________________________________________________________________________________________________________________________________________________________
· Will our communication be proactive or reactive? 
____________________________________________________________________________________________________________________________________
· Identify single crisis manager: _______________________________________________
· Identify single spokesperson: ________________________________________________

· Clarify exactly what you are doing with what resources and when you are doing it. 
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
IMPLEMENT

· Move quickly and decisively to contain and control incident
· Isolate the situation: contain; prevent spreading; limit entry, preventing extraneous people and factors from interfering and complicating the situation.
· Deal with injury
· Stabilize the situation: stop momentum (Take no actions that exacerbates the situation or creates new problems e.g. placing blame, inflammatory comments or ignoring opinions and recommendations of others)

· Provide frequent updates as information gaps are filled
· Assemble and evaluate accuracy of available information
____________________________________________________________________________________________________________________________________

· Notify and update community contacts - police, fire, etc
_____________________________________________________________________________________________________________________________________________________________________________________________________

· Set-up operations and communications centers
_____________________________________________________________________________________________________________________________________________________________________________________________________
· Delegate responsibility for functional support/response teams and communication
_____________________________________________________________________________________________________________________________________________________________________________________________________
· Monitor and track the situation, progress and response and adjust XE "adjust"  as needed
· Ensure stability

· Reconfirm accuracy of information and keep communication channels open

· Offer trauma counseling

· Continue to liaison with authorities

· Keep all promises made
· Over-communicate across team every step of the way
Then, when crisis/incident is over

· Thank authorities and contributors

REVISE/PREPARE

General Debrief:

· When were we aware of the incident/event? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What signals were recognized, not recognized? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· When did we first sense a problem? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· When did it become a crisis? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________

· What caused the crisis? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What was considered in prior vulnerability inventory? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Did we accurately assess impact of problem? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Have we ever rehearsed for this?  ____________________________________________
Debrief Planning:

· Did we plan effectively? What improvements can we make? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Were the necessary resources available? (Including: medical, legal, PR, technical, management and an effective notification system.) 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· How effective was the written plan? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Were our people knowledgeable about their roles and others’ roles? 
________________________________________________________________________________________________________________________________________________
· Was there any undue confusion or conflict? 
________________________________________________________________________________________________________________________________________________
· Were sufficient personnel available with the mix right? 
________________________________________________________________________________________________________________________________________________
· Did we have adequate equipment, facilities, resources?  Anything inadequate, need changes, need enhancements? 
________________________________________________________________________________________________________________________________________________
· How current was the information? 
________________________________________________________________________________________________________________________________________________________________________________________________________________________
Debrief success or failure:

· How quickly did we bring the crisis under control? 
________________________________________________________________________________________________________________________________________________
· How well did we work with government agencies? 
________________________________________________________________________________________________________________________________________________
· How well did we communicate with key audiences? 
________________________________________________________________________________________________________________________________________________
· What was the public's view of our actions? 
________________________________________________________________________________________________________________________________________________
· What was the view of other audiences? 
________________________________________________________________________________________________________________________________________________
· What is own view of our actions?  Did we meet our own objectives? 
________________________________________________________________________________________________________________________________________________
· How well did we preserve our credibility? 
________________________________________________________________________________________________________________________________________________
· What steps can we take now to ensure continued productive company operations? 
________________________________________________________________________________________________________________________________________________
· Lessons/trends to share with others: what did we do particularly well that should be continued and cascaded?  What needs to be improved? 
________________________________________________________________________________________________________________________________________________

Modify policies and practices as appropriate
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