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Crisis Management Review
Introduction
This crisis management communication review will be critically analysing and evaluating the crisis review group that undertook a series of practical and interactive scenarios on the 25th of April 2023. While critically investigating and evaluating the real-life crisis scenarios that occurred in London in 2017, along with a key focus on the Cardiff 2017 Champions League, to underpin scenarios from the London attacks while investigating, and considering both crisis and risk management models and frameworks, in particular the usage of Jacques, T (2007) crisis model. These methodologies were implemented throughout the training activity to assist with examining any issues that arose throughout the crisis scenarios. This review will also be analysing what went well during the training, in order to generate clear conclusions and future strategic recommendations on how to improve for future crisis situations.
As the travel, tourism, and events sector are one of the largest industries to be affected drastically by crisis, whether it be a natural, economic, political, or terror-related disasters, it causes a series of both short- and long-term impacts. As it was identified by One Planet Network. (2022) that disasters are one of the biggest threats to the tourism industry, as it causes major economic and political disruption.
As according to Oberg, C. (2021) a crisis within the tourism industry is often referred to as an abrupt disruption causing a negative effect on tourists, tourism, and the destination. As the training scenario will prepare industry leaders of the future, as the activity undertook practical and interactive real life crisis scenarios, which enabled the command groups and organisations to undertake real-life scenarios, producing strategic decisions and recommendations. 
Real Life Crisis
The review will focus on the Champions League 2017 final, using the crisis of the real-life terror attack that commenced in 2017 on London Bridge, which consisted of terrorists stabbing, and shooting members of the public, along with an out-of-control vehicle on the bridge. The interactive quick-thinking activity began at roughly 21:58 when first sightings of a suspicious white van were reported near Cardiff bridge, minutes after this spotting an emergency 999 call was made to police. These crisis scenarios were all real-life situations that took place during the London 2017 attacks and was originally planned for the 2017 Champions League Final in Cardiff.  
In comparison to a real-life crisis that caused catastrophic impacts, it had been comprehended that the 2017 London terror attacks, was primarily intended for the Cardiff 2017 Champions League. This interactive crisis activity focused basically on the London Bridge attack using scenarios from the attack, this however, did not take place within Cardiff due to having high security procedures in place in preparation for this, including all the arranged road and river closures. As can be highlighted within the following maps, and images located within the appendix, figure 1.
Through critical review and analysation, it has arisen that the London attack had identified several areas that needed improvement, including the acknowledgment that armed police are not always the first to arrive and that other emergency responders should not wait for their arrival. A review into the London attacks showed that responders did not attend the initial crime scene until armed responders arrived, which led to life’s being lost that could have been saved. (Lord Harris, T. 2002) However, as stated by World Travel and Tourism Council. (2022) “A culture of continual improvement, a growth mindset that focuses on learning from crises rather than apportioning blame from failings, and careful knowledge management are all necessary for crisis preparedness and resilience in the Tourism Sector”.  This shows that all crises will have improvements and all that we can do is review and develop for future crisis disasters in order to prepare and limit the devastation. 




Review of Preparation
During the training scenario, they undertook a series of topical issues, scenarios and activities which consisted of situations including the arrival of members of the Royal Family and foreign dignitaries. Another scenario was a hoax phone call alert of a potential bomb within Cardiff Castle and the issues of counterfeit tickets. These mini scenarios were thrown at the groups prior to main attack. In order to prepare and alert their awareness to the surrounding areas and the issues Cardiff actually dealt with in 2017.
In order to prepare for the day, they observed and considered the risks that would impact the Vale of Glamorgan hotel resort, within a 2-minute presentation, that took place at the start of the activity, allowing the learners to identify the potential risks and the plausible strategic solutions that the resort could consider in order to prevent the risks arising on the event day. This can be identified within the table below.
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After completing the two-minute risk assessment, on the Vale of Glamorgan resort, it was reviewed that a full investigation and analysation into the risks of what could have plausibly occurred throughout the resort on the day of the Champions League 2017 final. It was identified that the risk and solutions were not fully acknowledged, as only the basic risks were investigated, as no specific investigation was done on the resort venue which would host one of the final team’s as it was clear that no in depth research was taken place prior to the activity. 
Once the interactive crisis activity started, there were three command structural areas, which consist of gold, silver, and bronze command, the individual being reviewed throughout was positioned within the gold command response team, which they were aware of prior to the activity which enabled them to develop information regarding the Champions League and the London Bridge attack in order for the students to produce strategic and fast paced decision. This followed the real-life process and crisis management models that occur during a real-life crisis. 
As identified by Future Learn. (2023) gold command is in overall control of the incident, while approaching the crisis from a strategic aspect and setting the overarching strategic plans, the gold command role entails the individuals to be heavily knowledgeable and involves a diverse partnership with peers (CTPN.2019), while silver command consider the more tactical approach and are often at the scene of the incident, while the bronze command is in charge of the operational department and the bronze commander is the direct protocol that controls the organisation’s resources of the incident (Forte, L. 2023)
The gold command group consisted of 5 members, which enabled them to collaborate and discuss strategic actions, which were put forward in order to reduce bedlam. This enabling the gold command to breakdown scenarios, to facilitate and develop strategic decisions based upon the current scenario, to ensure that all areas were strategically evaluated. Through undertaking this training, a variety of risk and crisis methodologies were identified, with one main methodology being studied and analysed throughout which was the Burnetts and Jacques model of crisis management this enabled the group to break down the fast pace damaging actions that were arising, which empowered them to control and manage the situation more strategically. The Burnetts methodology, suggests dividing the crisis into three categories, these consisting of identification, confrontation, and reconfiguration. By authorising and utilising this approach into a crisis scenario, it gives the commander a much effective systematic approach which provides a more coordinated responses and strategic plan, as Burnett. (1998) claimed that only once the four factors on the outer circle have been addressed that the strategic management of the crisis can solely start. 
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Evaluation of Overall Interactive Case Study
After critically reviewing the interactive crisis scenarios, it was reported at the end of the interactive activity that command groups  had forgotten about the attendance of the royal family and VIP’S, this was due to new catastrophe scenarios arising diverting the focus towards strategically developing actions to anticipate these risks, resulting majorly in the VIP’s being overlooked, as assumptions were made that they were safe due to being protected within the Principality Stadium. However, with investigating and comparing this to real life crisis of the Westminster terror attack, it was shown by Sky News. (2017) that the recent Prime Minister Theresa May being evacuated immediately as soon as the attack was reported, this has notified that this was a major downfall, as the royal family and both German and English prime minister should have been evacuated immediately as soon as an alert of a potential terror attack was reported (CISA.2008)

During, the interactive crisis scenario, the following strengths were noticeable during the major fast paced scenarios, which consisted of strategic decisions including information gold command would deliver to both silver and bronze command, even though several wrong decisions and actions were made during the 5 smaller scenarios, which can be identified within Appendix figure 2, including the evacuation of Cardiff Castle, arrival of the royal family and the strengths and weakness that occurred during the strategic decision making of gold command. One major issue that was reviewed throughout all these scenarios was the lack of note taking that was conducted during the interactive activity, this resulted in no consistent information being reported across command groups, or no evidence for later review. 
Through critical review of the scenario outcome, it has been revealed that there was a lack of quick thinking and strategic decisions made, which resulted in distressing outcomes, as gold command made final decisions to late allowing the terrorists more time to act and cause distress and catastrophe among the public. As gold command significantly lacked in communicating the appropriate information to the external command groups, including not instantly reporting to the armed response team. 
If was reviewed that if strategic decisions were made immediately, casualty numbers could have possibly been limited or even avoided. As it has been noticed from critical review that if Jacques, T. (2007) relational model of crisis management was put into force from the offset that the gold commanders would have been more prepared, as Jacques, T. (2007) crisis framework, divides the command response system into five broad areas, consisting of operation and logistics while also providing a well-structured hierarchy of responsibilities and roles, that should be designated to key players within the group, as this would of ensured a clear chain of command structure and communication within peers, this crisis methodology however came into action too late into the training scenario. 
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Throughout, this interactive crisis activity, multiple of crisis and risk management models were considered throughout the day, in order to have hopefully concluded with the most strategic decisions, while undertaking this we incorporated and focused profoundly on following the four crisis stages, which consists of response, recovery, mitigation and preparedness (MyNewsDesk. 2016). By using the crisis phase methodology as the foundation to any disaster response we enable a more successful decision-making tactic, as according to alert media. (2022) by utilising the 4 stages of crisis management the commander will be able to share strategic strategies to each command area to ensure that employees are safe, and that business is maintained to a set standard. (Smart Sheet. 2020
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While critically evaluating, reviewing, and comparing the crisis to a real-life scenario, it has been identified, that one significant area that left the group, and the victims, down were that the command groups lacked sufficient communication. As gold, silver, and bronze command were not fully collaborating and communicating with one another, leaving each command group in the unknown and pondering over the what ifs and considering what to expect. As gold command failed to recall and communicate information to the bronze command, if sufficient communication took place, then some outcomes could have been avoided or even prevented. As an article by CCL. (2023) informs that you should never rely on just one platform or medium and should always remember and utilise the three r’s strategy which is review, repeat and reinforce, by enabling this you can ensure that the information has more likely been received by all sources and stakeholders. By constant and efficient communication throughout the crisis, it would have enabled consistent and correct information to have been allocated during the crisis and the current incidents. Investigating the London attack’s outcomes, it occurred that this was also a downfall that arose during the London attacks, as it was identified in the review by Lord Harris, T. (2022) That communications with local communities, command structures were delayed or non-existent. However, London have now comprehended and learnt that arrangement is needed to be put into place to ensure that the correct communication can be shared at speed to avoid false information being exposed to the local area and command structure. 
It was believed that if the Coombs and Holladay communication crisis approach was implicated that the decisions would have possibly been made different and could have resulted in a more sufficient and effective actions. As Coombs, T, W. and Holladay, S. (1996) theory implicates findings of post crisis communications and identify how these can support strategic decisions for future crises, if this methodology was reviewed it would have allowed the gold command group, to relay on past crises and analyse where the commanders went wrong in previous disasters and what strategic recommendations were put forward from past terror attacks, as this would of enabled them to create strategic decisions and could ensure that the previous mistakes did not arise again, by implementing the correct communication procedures, the Coombs and Holladay methodology recognises the most operative ways of utilising social media to share effective crisis management decisions, as by dividing the crisis management into three phases, pre-crisis, crisis response and post crisis, it establishes a clear and processed design to prevent or lessen the damage that a crisis can inflict on the public (Institute for PR. 2014)
However, on the other hand an article by Danielsson, J. (2011) has advised how crisis commanders should not always rely fully on crisis and risk models in aide of supporting strategic decision making as these models often refers to past crisis providing frameworks and guidelines to that specific crisis, resulting in the possibility of these methodology becoming outdated and lowering the risk of the occurring crisis. This article declares that you should not always assume that the stated strategic process and method will guarantee an effective outcome. This was highly noticeable throughout the scenarios as a variety of methodologies and frameworks were used as a guide in supporting the strategic decision making and the command groups were noticing how specific frameworks did not really suit that allocated scenario at the time. 
Conclusion
At the end of the session, the outcome was slightly not expected, as numerous casualties and deaths were reported under the authority of the command groups, this proving that there was a lack of research and communication made, creating some detrimental actions throughout the day. While reviewing it has been seen that if further thinking and communication took place throughout all command areas that the likelihood of some deaths could have been avoided and the outcome could have been modified. It was also identified by World Travel and Tourism Council. (2022) that growth mindset focuses on learning from crises rather than apportioning blame from failings, this allows the review group to develop for the future. 
Recommendations
As through critical evaluation of the review activity, it has arisen that for future recommendations and in order to create the correct strategic decisions and actions, the following recommendations should be consider for future crises.
· Risk and crisis management models should be considered in depth, to ensure that all aspects of the models are covered
· That necessary communication is active from the very beginning, ensuring that the correct departments, command groups, and stakeholders are being contacted with the correct information. 
· Command areas need to be more alert from the offset and be prepared for any issue minor or major, this could be done by enabling more strategic crisis management training
· Consistent note taking should be taken place throughout to keep record off all activity throughout
· Immediate communication being corresponded to armed response as soon as a terror attack or crisis has arisen. 
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Figure 2-
	Scenario
	Strengths
	Weaknesses

	


Prince William, Kate, George, and Charlotte arriving along with both United Kingdom’s and German Prime Minister’s
	· Allocated high security procedures for arrival
· Usage of underground passageways 
· Private Elevators for Royal family members 
· Different entrance for the German Prime Minister to avoid confliction 
	· Did not evacuate when terror attack commenced
· Reported to inform them of the recent scenarios

	Phone call to repot potential bomb threat in Cardiff Castle
	· Good communication with bomb squad and onsite police officers 
· Communicated correct and appropriate information to each command group 
· Contemplated that it was a faux call but however reacted strategically  
	· Started to Evacuate the Stadium and Cardiff Castle to early
· Caused panic and distress by diverting the public away
· Should have looked into phone call in more depth before taking a drastic action 

	False tickets came into circulation
	· Put strategic measures in place immediately such as 1st ticket check on ring of steel then again at gate 
· Immediate media message put out to inform public of counterfeit tickets 
	· Facilitate information to all guests via message or email to ensure all attending guests were aware

	Cardiff Bay scuffles, including flares being set off
	· Increased security
· Police horses to attend Cardiff Bay
· Social media published to issue that people caught using flares would be banned from the game 
· Social media message publishing the banning of flares 
	· Gold Command should have intrusted pubs to limit the sale of alcohol or even stopped all sales
· Principality Stadium could have opened gates earlier to ease riots and drinking down the bay

	Empty council van left running within the ring of steel, located not far from Principality Stadium
	· Immediate communication was made to the council regarding the van
	· Should have immediately asked an on-site officer to turn off engine to stop a potential high jacker controlling the van
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