18. Subject: Crisis Management - Think Before Speaking - Part 2

How will you deal with a disaster? Hey, things happen. Even the best planned product release has
problems caused by factors out of your control. Hosting services go offline, storage networks break,
product packaging is flawed...

Here are tips for crisis management, be they tiny or massive:

1. Be visible. Dealing with hundreds or thousands of disappointed customers is not an easy time for a
leader. However, leaving customers to stew for hours or days without information only fuels public
outrage at your brand. If you are the company’s “support desk” then be certain you are available and
monitoring email or the phone. A better solution is to invest in a dedicated support service tasked with
handling incidents.

2. Accept responsibility: Do you remember the Tylenol tampering incident when people were poisoned
after taking Tylenol? Even though the company firmly believed an outsider tampered with the bottles,
Johnson & Johnson accepted and announced a nationwide recall costing them $100 million. The
company’s chairman, Jim Burke, was later named one of history’s ten greatest managers by Fortune in
2003. The company’s response to the situation has become a casebook study on crisis management.

Once you learn about a problem send out a proactive email to your customers informing them that you
are aware of the problem and working on a resolution. If possible, provide them with a time range for a
fix. If you have a ticketing system in place, request customers to open a ticket so they can receive
update notices.

3. Just deal with the facts. In the heat of crisis, facts are often jumbled. Keep responses concise and
factual. Don’t promise a resolution you aren’t certain you can keep.

4. Be sensitive to your customers’ angst. Don’t trivialize the situation or the impact to their business.
Perhaps they have their own customers depending on your product.

Action Item

What is your plan for a crisis? Do you have a support structure in place? Would this system be able to
address a large problem with product delivery or customer support? What do you need to putin place
to plan for problems?



