Lamphills

Real-Time Crisis Response Action Plan Checklist

When a crisis strikes, every second counts. A well-coordinated and swift response can make the
difference between a manageable situation and a disaster. This downloadable action plan
provides a step-by-step checklist that businesses can follow in real-time to navigate through a
crisis effectively. Whether you're facing a data breach, PR crisis, or operational disruption, use
this plan to ensure that all bases are covered.

1. Crisis Detection and Initial Response

Tools Needed: Slack, Sprout Social, Cision, Talkwalker
Objective: Identify the crisis, assess its impact, and initiate immediate response steps.

e Monitor Early Warning Signs:
o Use tools like Sprout Social and Talkwalker to monitor social media
mentions, news coverage, and industry trends.
o Set up real-time alerts for mentions of your brand, key executives, or products
using Cision or Hootsuite.
o Assign a dedicated team member to review alerts every hour.
e Confirm Crisis Validity:
o Check the source of the information (news outlets, customers, or internal teams).
o Verify the credibility of the claim before escalating.
o Use media monitoring tools like Cision to cross-check the validity.
e Initial Acknowledgment:
o If the crisis is public (e.g., social media backlash), post a holding statement
acknowledging the issue while further actions are taken.
o Example: “We are aware of the situation and are actively investigating. We will
provide updates as soon as possible.”

2. Team Notification and Role Assignments

Tools Needed: Slack, Asana, Trello
Objective: Inform key stakeholders and assign specific roles to team members for effective
coordination.



e Notify the Crisis Management Team:
o Immediately alert all relevant teams using a platform like Slack.
o Ensure the following departments are looped in: PR, Legal, Customer Service, IT,
and Leadership.
e Assign Clear Roles and Responsibilities:
o Crisis Leader: Oversees the entire operation and makes final decisions.
o Spokesperson: Manages communication with the public and media.
o Monitoring Team: Continues to track developments via social media and news
outlets.
o Internal Coordination: Keeps internal teams updated and aligned.
o Use task management tools like Asana or Trello to assign and track tasks.
e Prepare Communication Channels:
o Ensure lines of communication are clear and open. Use Slack for real-time
updates and decision-making.
o Set up dedicated Slack channels for different crisis aspects (e.g.,
#customer-service, #legal, #pr-updates).

3. External Communication Strategy

Tools Needed: Cision, Sprout Social, HubSpot
Objective: Create and deliver consistent, transparent messaging across all public channels.

e Craft Messaging Templates:
o Draft templates for potential crisis scenarios (data breach, service outage, etc.).
o Ensure that all messages are clear, concise, and honest. Transparency is key.
o Prepare responses for social media, press releases, and direct customer
communication.
e Distribute Messaging:
o Use Sprout Social or Hootsuite to schedule and distribute updates across all
relevant social channels.
o Monitor public sentiment in real-time to determine if additional messaging is
necessary.
o If the situation requires media outreach, use Cision to send a press release and
manage media relations.
e Engage Directly with Customers:
o Use HubSpot to reach affected customers via email or in-app notifications.
o Address customer concerns directly and promptly.

4. Internal Communication and Coordination



Tools Needed: Slack, Zoom, Microsoft Teams
Objective: Ensure that all employees are informed, aligned, and aware of their roles during the
crisis.

e Host an Immediate Briefing:

o Hold a company-wide meeting or departmental briefings via Zoom or
Microsoft Teams to explain the crisis, its impact, and the company’s response
plan.

o Make sure every team knows their specific tasks and deadlines.

e Set Up Regular Check-Ins:

o Schedule daily or hourly updates with the crisis team to ensure the situation is
being managed.

o Use Slack for continuous updates and team coordination.

5. Crisis Response and Execution

Tools Needed: Sprout Social, Hootsuite, Cision, Asana
Objective: Execute the crisis response plan, continuously monitor the situation, and adjust
strategies as necessary.

e Monitor Media and Social Media Continuously:
o Use Sprout Social, Talkwalker, or Cision to track mentions and updates.
o Set up dashboards to see real-time data on public sentiment and news coverage.
e Engage with Key Stakeholders:
o Respond to customer and media inquiries promptly and thoughtfully. Ensure
that all responses are aligned with your pre-approved messaging.
o Track media coverage to ensure the correct information is being shared.
e Update Action Items in Real-Time:
o Use Asana or Trello to track the completion of crisis tasks, update the team on
progress, and assign new responsibilities as the situation evolves.

6. Crisis Review and Post-Mortem

Tools Needed: Slack, Sprout Social, Cision, Google Analytics
Objective: Analyze the handling of the crisis to learn from mistakes and improve future crisis
response strategies.

e Conduct a Full Crisis Review:
o After the immediate crisis is resolved, hold a debrief with the crisis management
team to assess what worked well and what didn’t.
o Document every action taken, from initial detection to final resolution, and
gather feedback from each department.



e Analyze Social Media and Media Impact:

o Use Sprout Social or Talkwalker to evaluate the effectiveness of your public
communication.

o Track engagement, sentiment, and how your responses were received by the
public.

o Cision can provide analytics on media coverage to assess if your messaging was
picked up and whether it positively impacted the situation.

e Report Insights to Leadership:

o Summarize the crisis, your response, and key takeaways in a report for
leadership. Use Google Analytics and your social media tools to present
quantitative data (e.g., number of mentions, sentiment shifts, customer
responses).

e Update the Crisis Management Plan:

o Incorporate lessons learned into your crisis plan. Adjust communication
templates, team responsibilities, and tools used to ensure an even smoother
response next time.

Final Tips for Success:

1. Stay Calm and Organized: It’s easy to feel overwhelmed, but having a solid crisis
management plan ensures every step is accounted for.

2. Prioritize Transparency: Honest communication builds trust with your customers,
stakeholders, and media.

3. Use Data to Guide Decisions: Continuously monitor the situation using tools that
provide real-time insights to adjust your actions as needed.

By following this Real-Time Crisis Response Action Plan, you’ll be prepared to manage crises
effectively, ensuring your business remains strong even in uncertain times.






