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This is an academic crisis review based on a real-life crisis management task which was carried out on the 24th of April 2022 at UWTSD. This involved the students studying crisis management within their BA International Travel & Tourism course. The crisis management task was not only a live crisis situation but instead included a full day worth of skill learning and scene setting. This allowed students to be fully prepared for the task in hand which was played through later in the day. Each student had a valuable role to play throughout the day and within the live scenario. Prior to the day each participant was individually chosen to represent in one of the 3 commands, this included bronze, silver and gold command. It was important for this decision to be made based of each of their individual strengths and weaknesses. Once each command had an appropriate team there where further roles to be appointed to each participant, this was up to the individual to choose. The roles chosen was to be undertaken and researched individually prior to the day to allow for preparation and knowledge in the chosen sector to be gained. This review will be critically analyzing how well the individuals performed but also how each team worked together on the day. It will also look into the live scenario and how it could have been better dealt with and if enough preparation had been done prior. 


Prior to the day of the task, it was paramount that everyone was to research and understand about not only their individual role but also about the area, city, stadium, and the teams involved. For this to happen Jacqui needed to give basic knowledge to the class to ensure research was able to be carried out in the lead up to the day. The information that was given to the class included a PowerPoint stating the main facts about where the event was going to be held, what type of event it would be and what sports teams would be taking part. This allowed the group to be able to go away in their own time and do the required research needed for the live scenario to run smoothly. With the amount of research to be done up to the students it was shown that some had completed more in-depth notes than others. The research needed for the day would have included looking into the type of event that it was, on this occasion it was a UEFA Champions League. This would involve researching about football as a sport and hooliganism that has happened in previous fixture over the years. It would also be needed to investigate the two teams that were due to play, for this scenario it was Bayern Munich against Liverpool. A knowledge and understanding also needed to be known for the venue of the event. Due to the game being in Cardiff a trip was put on by the university a few weeks prior to the task which allowed the class to look around the principality as well as a behind the scenes tour in preparation for the 24th. This gave important foundations for the live scenario as groups and commands where able to work together on this day to take notes and ask lots of question to the industry professionals and the stadium general managers at the time. Without some of the helpful knowledge that they gave they task would have been more challenging for the group to visualize, which made it prove a very educational trip. When reviewing whether or not the individuals did enough of the research needed and personal performance, the task showed out that more could have been done in preparation for the task. 


As well as doing background research for the proposed live event task, a further exercise was put in place to complete before the day. this involved choosing out of a list of different roles and responsibilities that would play an important part in the running of an event live the Champions League, some of the roles included in the choice where UEFA, ambulance, the stadium, trains, airport, Parkgate Hotel and Celtic Manor. When choosing it was important to play to individual strengths which lead to the choice of the police. With family members in the police and a background knowledge within this force it felt like a no brainer to play to personal strengths and choose this category to take charge of on the lead up and during the live crisis. A PowerPoint task was set to all members of the group which involved doing some research on your chosen role and creating 1 slide to present Infront of all members of the 3 commands. This exercise worked very well on the day, each member had spent time looking into what each role needed to do and how they played a part in an event like this. It was very helpful to hear persons knowledge and information that they had found, and it gave everyone a better understanding of the task. The biggest positive this exercise brought was giving each member of the group a small bit of knowledge to take away about every department. It would have been very demanding to research every single one prior to the event so listening to each other that morning allowed people to take notes and hear about what facts and important points the key people had to play. To be critical about teamwork, some individuals within the groups could have done some more in-depth research to gain a greater understanding of their duty however each member of the group did put forward some [image: Graphical user interface, text, application

Description automatically generated]research and had gained a basic understanding of what was expected of themselves. 


Prior to the main task each command was taken into the universities new immersive room. This allowed the groups to watch some powerful videos on real life crisis’s that have happened and had large effects on the communities and people involved. Both the Bradford and the Hillsborough videos were played in the room to get a feeling of how quick a crisis can form and how quick the group must act when things don’t go accordingly. When watching the Bradford Fire, it showed how quickly fires can spread and when relating it to the live event task how quick people must be evacuated in a crisis like that. On the other hand, the Hillsborough video showed the groups how easily a wrong decision can create a crisis, from the polices call to open a gate to avoid a crush outside, that wrongly made decision resulted in a worse event when fans where crushed to death inside the stadium. This was a great way to get the students ready for the task ahead and got everyone concentrating and visualizing how quick decide on making had to be. 


Prior to the exercise starting, a practice crisis was run through to see how each command responded and what each would do. This was a good exercise which helped to get each student and group in the zone and working and discussing scenarios together. The groups also investigated the real-life events of the London bridge attack which took place in 2017. (Mirror, 2022) The event involved a white van being driven into members of the public, the 3 men in the van then proceeded to stab bystanders while wearing hoax suicide vests. This scenario showed the group the possibilities of attacks with large scale events as well as the possibilities of a hoax when completing the scenario. 


Within the live crisis scenario, the UEFA champions League was due to happen in Cardiff with Liverpool and Bayern Munich, each command slit up, so they were far enough away from each other not to be able to hear discussion however they were close enough to be able to communicate if they wish. This helped to reenact a real like scenario where the commands would usually have radios or phones to communicate between each other. Although this was the best way of doing it due to being in the same class it could have been improved by being in separate rooms to limit distractions and noise carriage. The exercise lasted around 10 minutes and went off the times exactly how the crisis would have played out in real life.
When critically evaluating the 2017 real life championships it is clear that Cardiff showed out as having some issues when bringing such pressure to the Welsh city. When looking into some news articles (Wathan, 2017) although Wales did have the capacity in the stadiums the infrastructure around the city Centre was not adequate for the number of people due to be visiting. With transport links and hotels less equipped to deal with large scale foot flow compared to London.  
When looking at Burnetts Model of Crisis Management 1998, he explains how certain factors can inhibit crisis management. The four different factors include, (Burnett, 1998)Time pressure, control issues, threat level concerns and response option constraints. The difficulty of performing well in each category increases with these in mind. Although when practicing the live scenario these factors didn’t full come into play it is important for the groups to consider them when in a real scenario in order to concentrate and be successful in decision making. 
When completing the scenario, information was first passed onto the gold command. The gold command then processed the information and made a decision to either deal with it themselves of pass it down to either silver or bronze command. Due to being only involved in bronze command not all details of what happened where communicated down to the group. The bronze group understand that there was a terrorist attack, but it was not communicated down. The information was poorly handled by both other groups and improvements from all commands could be made for a better outcome of the crisis. When getting the information, it was gold commands job to pass anything relevant to silver command for further processing and bronze if it was required, silver command should have then processed any information needed down to bronze to deal with, this did not happen. Throughout the crisis the only command that communicated with the bronze team was gold, this took up valuable time from the gold command when needed to work together to create strategies quickly. When referring to Finks crisis management model there are 4 main stages of the crisis (Fink, 1967), Prodromal stage, cute stage, Chronic stage, Resolution stage. When playing out the task the groups where in the Prodromal stage meaning that the crisis was at its first stages, and something can still be done to help minimize affect. In order for this to happen the communication should have been better between groups with gold being less involved with the bronze group and silver communicating more to take the added stress off them. It showed that due to spending more time communicating issues through to the bronze group the leader of the gold group was losing valuable time to discuss further with their team. The silver command took the choice to not involve the bronze command which may off affected the outcome of the crisis due to bad communication. When reviewing the performance of the bronze command in particular there were thing that went well and positives to take from the experience. The team worked very well under pressure, with the smallest group of the 3 commands bronze lost two members that where due to be there on the day due to unforeseen circumstances, this meant that the team had to step up and take on extra departments and duties from those who were not there. Is this aspect the team performed well making up for the two less members and coming together to find out as much information as possible about the roles that had not yet been researched, however there is always places to improve on. The bronze team had one leader like all groups who took charge of the command, this was very good for communication as they were confident speakers and communicated well with other commands. On the other hand, it was sometimes hard to show personal opinions that went against the individuals’ views. 
In conclusion the full day of events gave positive learning outcomes to take with the students and knowledge was gained from the crisis that was played out. This task showed the skill level and understanding needed to make decisions quickly when under pressure and how much teamwork comes into play when working with so many different departments within events. The exercise also showed different strengths and weaknesses from each command. For instance, the silver command not communicating as well as they could of. Furthermore, the task also allowed students to experience what they could potentially face in the industry, with the current group graduating this year 2023 it is likely that some may continue within the vents base sector where these scenarios will be revealment and convenient for training experience. 


Some strategic recommendations for the future would be to firstly do further crisis management research prior to the task to allow more in-depth knowledge from everyone in the group, this will prove a quicker and more informative decision when under pressure. The second recommendation would be to a practice crisis scenario to run through before the main task, this would allow for the teams to get quicker reactions ready for the main task and also to figure out and test how long it takes to communicate information between the different commands. The third and final recommendation would be to slit the different commands up into different rooms, this is because it the task although the groups where on different tables discussions could be heard which made confusion if certain commands hasn’t been told in confidence at that point yet. This change would allow the scenario to also be more lifelike as the commands would not be able to see each other in a real-life crisis event. Moreover, using a radio or something similar to communicate would also make the event more real instead of running between tables. 
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