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What  we  will  talk  about  today

§ 	
  Examples	
  from	
  the	
  sport	
  sector	
  
§ 	
  What	
  is	
  a	
  Crisis	
  -­‐	
  Stages	
  of	
  a	
  crisis	
  
§ 	
  Leadership:	
  steering	
  an	
  organiza=on	
  through	
  the	
  eye	
  of	
  the	
  storm.	
  
§ 	
  The	
  good,	
  the	
  bad	
  and	
  the	
  ugly.	
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POLL	
  



  
  
  
What  is  a  Crisis?  
	
  	
  
§ Damaging  event  or  incident  that  threatens  
the  the  organizaTon.  Includes  damage  to  
people,  an  image,  brand  or  facility.


§ Unpredictable  event  that  has  potenTally  
negaTve  results.  The  event  and  its  aWermath  
may  significantly  damage  an  organizaTon.


§  Serious  incident  or  issue  which  has  either  
received  or  been  threatened  with  adverse  
publicity.




What  is  a  Crisis?

§ A  fluid,  unstable,  dynamic  situaTon  where  
things  are  in  a  constant  state  of  flux.  


§ Crises  can  come  in  pairs,  clusters  or  series.  


§ Never  cut  and  dried,  and  never  black  and  
white.  


§ Highly  unpredictable.




  
  
Common  features  of  a  crisis
	
   	
  	
  

§  Something  is  at  stake  (reputaTon,  survival,  
finances).


§  Someone  is  to  blame.


§  Someone  finds  out.


§  Leadership  under  pressure:  must  act  in  a  hurry,  
without  full  knowledge.


§  Leaders  will  be  second-­‐guessed.




A  crisis  will  not  wait


It’s	
  like	
  wrestling	
  a	
  
gorilla.	
  You	
  rest	
  
when	
  the	
  gorilla	
  
wants	
  to	
  rest.	
  (Strauss)	
  



Stages  of  a  Crisis

	
   1.	
  Avoiding	
  the	
  crisis:	
  the	
  early	
  warning	
  stage	
  
	
   2.	
  Preparing	
  to	
  manage	
  the	
  crisis	
  
	
   3.	
  Containing,	
  managing	
  and	
  resolving	
  the	
  crisis	
  
	
   4.	
  The	
  post-­‐mortem:	
  learning	
  from	
  the	
  crisis	
  



1.  Avoiding  the  Crisis      


§ Be  a^enTve  to  the  early  warnings

§ Be	
  open	
  to	
  clues	
  that	
  should	
  trigger	
  a	
  
proac=ve	
  response	
  to	
  an	
  escala=ng	
  issue	
  or	
  
impending	
  crisis.	
  

§ Monitor	
  social	
  media	
  channels.	
  
§ Whistle	
  blowing	
  policy.	
  



Listen  to  the  Warning  Signs


2013	
  Penn	
  State	
  Sandusky	
  Sex	
  Scandal	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  1986	
  Space	
  Shu9le	
  Challenger	
  explosion	
  



1.  Avoiding  the  Crisis      

Risk  Management

	
   The	
  first	
  step	
  in	
  any	
  risk-­‐management	
  exercise	
  is	
  to	
  iden=fy	
  the	
  major	
  
areas	
  of	
  risk	
  facing	
  the	
  sport	
  organiza=on.	
  These	
  "risk	
  areas"	
  can	
  be	
  
defined	
  as	
  poten=al	
  events	
  or	
  occurrences	
  that	
  could	
  lead	
  ul=mately	
  
to	
  loss	
  or	
  harm	
  for	
  the	
  organiza=on:	
  
	
   hBp://www.sirc.ca/newsleBers/june08/feat3.cfm	
  

	
   Risk	
  Assessment	
  Worksheet.	
  



2.  Preparing  to  manage  a  crisis

Governance	
  &	
  Accountability:	
  
§  Include	
  crisis	
  management	
  detec=on	
  as	
  part	
  of	
  Board	
  agendas	
  on	
  a	
  
periodic	
  basis.	
  

§  Incorporate	
  crisis	
  management	
  ac=vi=es	
  into	
  sport	
  organiza=ons	
  
plans	
  and	
  priori=es.	
  

§  Incorporate	
  crisis	
  management	
  ac=vi=es	
  into	
  the	
  senior	
  staff	
  
member’s	
  job	
  descrip=on.	
  



2.  Preparing  to  manage  a  crisis

Plan  

	
   The	
  only	
  thing	
  more	
  difficult	
  than	
  
Planning	
  For	
  An	
  Crisis...is	
  explaining	
  later	
  Why	
  You	
  Didn't.	
  	
  





2.  Preparing  to  manage  a  crisis

PracTce  

§  Stage  table  top  exercises  (TTX)  /  fire  drills.

	
   The	
  only	
  thing	
  more	
  difficult	
  than	
  
Planning	
  For	
  An	
  Crisis...is	
  explaining	
  later	
  	
  Why	
  You	
  Didn't.	
  	
  





2.  Preparing  to  manage  a  crisis

§ Establish  essenTal  relaTonships.  The  heat  of  a  disaster  is  the  poorest  
possible  Tme  to  establish  new  relaTonships  with  organizaTons  that  
you  may  need  to  call  upon.


§  Store  back-­‐up  key  supplies  and  informaTon  off-­‐site.


§  Form  a  Crisis  Management  Team  (CMT)  empowered  to  make  and  
implement  decisions  rapidly  in  the  midst  of  a  crisis.




2.  Preparing  to  manage  a  crisis:  CMT

§ CMT  provides  a  centralized  power  structure  that  can  make  and  
implement  decisions  rapidly  in  the  midst  of  a  crisis.  


§ Exercise  stewardship  and  and  get  the  organizaTon  back  to  business  
as  usual,  as  soon  as  possible.  


§ CMT  needs  to  have  authority  to  take  rapid  decisions  and  spend  
money  which  has  not  been  budgeted  in  a  budget  line  item.




2.  Preparing  to  manage  a  crisis
	
   	
  	
  

§  IdenTfy  spokespersons.

§  Provide  training  for  the  CMT  and  spokespersons.


§ Develop  generic  holding  statements  so  you  don’t  have  to  start  from  
scratch.


§  Ensure  that  insurance  coverage  is  adequate.

§  Toll  free  number  which  can  be  readily  acTvated.




3.  Containing,  managing  and  resolving  the  crisis    

§  Past	
  the	
  point	
  of	
  no	
  return.	
  
§  The	
  warnings	
  have	
  slipped	
  by	
  unno=ced,	
  or	
  been	
  ignored.	
  	
  
§  The	
  hot	
  spot	
  has	
  erupted.	
  	
  
§  Normal	
  opera=on	
  of	
  the	
  organiza=on	
  is	
  compromised	
  at	
  this	
  
stage.	
  	
  

§  The	
  situa=on	
  typically	
  falls	
  under	
  intense	
  public	
  or	
  media	
  
scru=ny.	
  	
  

§  Some	
  damage	
  has	
  already	
  occurred;	
  how	
  much	
  addi=onal	
  
damage	
  will	
  occur	
  depends	
  upon	
  the	
  leader.	
  



3.  Containing  the  Crisis:  Damage  Control

§  Contain  the  crisis  so  that  is  does  not  
contaminate  other  areas.  


§  OWen  leaders  divert  full  a^enTon  to  
containing  the  crisis  and  other  parts  of  the  
organizaTon  suffer.  


§  Take  care  of  operaTons  –  take  care  of  people.

§  Communicate  internally  –  clearly  and  aligned  
with  vision  and  values.


 

	
  



3.  Containing  the  Crisis:  Damage  Control

§  Contain  the  crisis  so  that  is  does  not  contaminate  other  areas.  


	
  



3.  Containing  the  Crisis:  CommunicaTons




3.  Containing  the  Crisis:  CommunicaTons

§ Get  it  right,  get  it  quick,  get  it  
out  and  get  it  over.  


§  Some  reasonable,  decisive  
acTon  is  almost  always  
be^er  than  no  acTon  at  all.  


§ Even  if  you’re  on  the  right  
track,  you’ll  get  run  over  if  
you  just  sit  there.    




3.  Containing  the  Crisis:  CommunicaTons

§ Have  a  bad  day,  otherwise  you’re  
going  to  have  a  bad  year.  


§ Think  Rob  Ford,  JusTn  Bieber,  Alison  
Redford,  Pamela  Wallin….  


§  "I	
  do	
  not	
  use	
  crack	
  cocaine,	
  nor	
  am	
  I	
  an	
  addict	
  of	
  crack	
  
cocaine."	
  –	
  May	
  2013	
  

§  “Yes,	
  I	
  have	
  smoked	
  crack	
  cocaine,….Probably	
  in	
  one	
  of	
  
my	
  drunken	
  stupors.”	
  	
  -­‐	
  November	
  2013




3.  Containing  the  Crisis:  CommunicaTons

§ Timeliness:    Walk  the  burning  coals  early.    Take  
control  early  on  when  and  how  informaTon  
comes  out.  Be  first  with  the  bad  news.


§ State  clearly  that  you  do  not  know  all  the  facts.  
Then  promptly  state  the  facts  you  do  know.  


§ Speak  on  fact,  not  on  rumour  or  speculaTon.


§ Always  tell  the  truth:  reveal  what  you  can  and  
in  your  own  words,  as  much  as  legally  feasible.




3.  Containing  the  Crisis:  CommunicaTons

§ Be  available  –  if  you  aren’t  others  
will  fill  the  vacuum.


§ Be  proacTve  –  not  just  reacTve.




3.  Containing  the  Crisis:  CommunicaTons

§ Express  genuine  concern  /  sympathy  /  empathy.  


§ Manage  your  own  emoTons  –  it  is  not  about  you.


§ Limit  comments  to  a  single  spokesperson  when  possible.


§ Focus  your  message  and  be  disciplined  in  execuTon.






3.  Containing  the  Crisis:  CommunicaTons

	
   PHS	
  Community	
  Services	
  Society	
  audit	
  revealed:	
  

	
   	
  $69,000	
  charged	
  for	
  restaurant	
  bills,	
  	
  $12,028	
  for	
  limousines,	
  	
  

	
   	
  $8,395	
  for	
  spas,	
  and	
  $300,000	
  on	
  conference	
  expenses	
  for	
  staff.	
  

	
   Co-­‐execu=ve	
  Director	
  Ken	
  Townsend	
  comments:	
  
	
   “paperwork	
  isn’t	
  our	
  forte”	
  
	
   “If	
  it's	
  such	
  a	
  crisis,	
  then	
  why	
  wasn't	
  it	
  a	
  crisis	
  eight	
  
months	
  ago?”	
  



3.  Containing  the  Crisis:  CommunicaTons  

“The	
  people	
  of	
  Lac-­‐Mégan=c	
  had	
  every	
  reason	
  to	
  be	
  very	
  upset	
  with	
  
what	
  had	
  occurred,	
  but	
  what	
  they	
  didn’t	
  know	
  was	
  that	
  I	
  was	
  
equally	
  upset	
  and	
  I	
  was	
  also	
  a	
  vic=m	
  of	
  this	
  whole	
  thing.	
  	
  
	
  
It’s	
  reduced	
  me	
  from	
  being	
  a	
  fairly	
  well-­‐off	
  guy	
  to	
  one	
  that’s	
  just	
  
gepng	
  by.	
  	
  
	
  
They	
  view	
  me	
  terribly,	
  but	
  I	
  wasn’t	
  the	
  guy	
  who	
  didn’t	
  set	
  the	
  
brakes	
  on	
  the	
  train,”	
  
	
  

POLL:	
  What’s	
  wrong	
  with	
  this	
  picture?	
  
	
  
	
  



3.  Containing  the  Crisis:  CommunicaTons  

	
   The	
  crisis:	
  students	
  chan=ng	
  about	
  underage,	
  non-­‐consensual	
  sex,	
  
	
   Quotes	
  from	
  senior	
  university	
  leaders	
  from	
  the	
  two	
  schools:	
  

	
   “I	
  am	
  deeply	
  concerned	
  by	
  the	
  events	
  of	
  the	
  past	
  weeks.	
  The	
  
reported	
  events	
  are	
  completely	
  inconsistent	
  with	
  the	
  values	
  of	
  the	
  
(university).	
  I	
  am	
  commiBed	
  to	
  taking	
  steps	
  to	
  ensure	
  this	
  will	
  not	
  
happen	
  again	
  and	
  that	
  all	
  students	
  will	
  feel	
  safe	
  and	
  welcome	
  when	
  
they	
  begin	
  their	
  studies.”	
  
	
   “I	
  have	
  been	
  here	
  for	
  31	
  years	
  …	
  what	
  do	
  you	
  think	
  this	
  does	
  to	
  me,	
  I	
  
have	
  given	
  this	
  my	
  life,	
  it’s	
  my	
  passion.	
  What	
  do	
  you	
  think	
  I	
  feel?	
  I	
  
feel	
  sick	
  to	
  my	
  stomach.”	
  

.	
  

	
  
	
  



3.  CommunicaTons:  Social  Media

Can’t	
  overstate	
  the	
  impact	
  of	
  social	
  media.	
  



3.  Containing  the  Crisis:  Leadership

§  Step	
  up.	
  	
  
§ The	
  spotlight	
  is	
  on.	
  
§ Make	
  it	
  or	
  break	
  it.	
  
§ Establish	
  a	
  sense	
  of	
  normality,	
  minimize	
  the	
  
impact	
  of	
  the	
  crisis,	
  and	
  foster	
  collec=ve	
  
learning	
  from	
  the	
  crisis	
  experience.	
  

§ Heroes	
  and	
  villains	
  emerge	
  at	
  warp	
  speed.	
  



3.  Containing  the  Crisis:  Leadership  

§ Crises  challenge  management’s  ability  to  lead.  

§  Leaders  can  fail  if  they  are  unable  to  take  decisive  
and  appropriate  acTon  that  is  linked  to  the  
organizaTon’s  mission  and  values.


§ EffecTve  crisis  managers  have  the  ability  to  

(a)	
  frame	
  events,	
  	
  
(b)	
  keep	
  them	
  in	
  perspec=ve,	
  	
  
(c)	
  tolerate	
  confusion	
  and	
  hos=lity	
  and	
  	
  
(d)	
  be	
  decisive	
  despite	
  incomplete	
  informa=on.	
  

What	
  
the	
  hell	
  
is	
  going	
  
on?	
  



3.  Containing  the  Crisis:  Leadership

§ Get  your  hands  dirty  and  be  present  as  
a  visible  leader.  


§ Good  –  Bad  -­‐  Ugly

•  Rudy  Giuliani  9  /  11.

•  Exxon  Valdez  -­‐  1989

•  Vladimir  PuTn  -­‐  Kursk  submarine  
sinking  -­‐  2000




3.  Containing  the  Crisis:  Leadership  

§  In  the  heat  of  a  crisis  there  is  uncertainty  about  criTcal  events,  the  stakes  are  high,  
Tme  is  short,  there  are  conflicTng  values  and  mulTple  consTtuencies.


§  Leaders  will  be  be^er  able  to  tolerate  confusion  if  their  organizaTon  has  a  clear  
sense  of  purpose  and  mission,  which  arTculates  what  the  organizaTon  stands  for.  


§  ConnecTng  to  the  organizaTon’s  mission,  values  and  beliefs  can  serve  as  ballast  
during  Tmes  of  confusion.  When  leaders  get  into  highly  stressful  situaTons,  they  will  
know  how  to  react  if  they  have  a  strong  core  and  sense  of  organizaTonal  values.




3.  Containing  the  Crisis:  Leadership

	
   Seven  people  died  and  2,000  became  sick  from  infected  water  
in  Walkerton.    Roger  MarTn’s  management  analysis  of  what  
went  wrong  found  that  failure  to  admit  mistakes  was  at  the  
root  of  the  crisis:  


	
   “When  pushed  beyond  our  comfort  levels,  we  will  
engage  in  defensive  behaviour  aimed  at  avoiding  
failure  and  the  resulTng  embarrassment.  We  will  
avoid  telling  the  truth  or  asking  quesTons.  The  result  
is  that  we  will  cover  up  mistakes,  even  if  it  makes  a  
bad  situaTon  worse.”  




3.  Managing  the  Crisis:  Leadership    



	
    	
  	
  

	
   EffecTve  crisis  leaders  must  be  able  to  
separate  what  is  important  from  what  is  
background  noise,  and  make  well-­‐
organized  decisions.  

	
   In  the  first  minutes  of  the  March  28,  1979  
nuclear  power  plant  meltdown  over  100  
alarms  were  triggered.


	
   You	
  don’t	
  know	
  what	
  
you	
  don’t	
  know.	
  



QUESTIONS?




4.  The  Post  Mortem  stage

§ DisTll  the  criTcal  lessons  -­‐  What  needs  to  change.  


§  Inquiries  &  Audits:  Why  it  occurred    -­‐  the  systemic  causes.  


§ Put  these  lessons  into  pracTce  for  the  future.  




4.  The  Post  Mortem  stage

§ Put  these  lessons  into  pracTce  for  the  future.  


"We	
  have	
  demonstrated	
  beyond	
  
any	
  quesMon	
  that	
  we	
  are	
  bound	
  
and	
  determined	
  to	
  reform	
  the	
  
organizaMon,	
  we	
  have	
  
accomplished	
  things	
  that	
  might	
  
have	
  taken	
  years	
  to	
  accomplish	
  
otherwise.“	
  	
  	
  Dick	
  Pound	
  	
  



4.  The  Post  Mortem:    

§ No	
  Fault	
  Learning.	
  
§ What	
  are	
  the	
  key	
  lessons	
  that	
  need	
  to	
  be	
  learned.	
  
§ What	
  was	
  not	
  learned	
  from	
  the	
  past	
  and	
  why.	
  



4.  The  Post  Mortem:  ReflecTon  quesTons:  

§ What	
  happened?	
  
§ Why	
  did	
  it	
  happen?	
  
§ What	
  does	
  it	
  mean?	
  
§ What’s	
  being	
  done	
  so	
  it	
  won’t	
  happen	
  again?	
  
§ What	
  did	
  we	
  learn?	
  
§ What	
  remains	
  the	
  same?	
  
§ What	
  has	
  changed?	
  
§ Who	
  was	
  the	
  most	
  impacted	
  and	
  how	
  are	
  they	
  doing	
  now?	
  



4.  The  Post  Mortem

§  	
  Crises  can  teach  us  what  is  broken.  

§ Taking  acTon  to  address  what  went  wrong  can  make  the  
organizaTon  and  the  sector  stronger.  


•  Harassment	
  in	
  sport	
  collec=ve	
  was	
  formed;	
  

•  Hockey	
  Canada	
  launched	
  an=-­‐bullying	
  program.	
  

•  CCES	
  was	
  formed,	
  	
  

•  IOC	
  governance	
  reforms,	
  etc 	
  	
  



4.  The  Post  Mortem  stage

	
   It	
  ain’t	
  over	
  ‘=l	
  it’s	
  over.	
  
	
   Anniversaries.	
  



4.  The  Post  Mortem
	
   	
  	
  

§ Recover  emoTonally.  


§ Congratulate  those  who  performed  well.  


§ Management  shake-­‐ups.  Heads  may  roll.


§ Re-­‐examine  the  Signal  DetecTon  systems.


§ Re-­‐examine  the  Crisis  Management  Team.  

	
    	
  	
  



Conclusion

	
   Crisis  as  an  opportunity.

	
   Q  and  A





