Operations Director
Primary focus: Service recovery, operational continuity, customer impact, and stabilising the situation. 
Understanding the Crisis
· What are the most immediate risks to customers?
· What are the most significant operational problems facing the organisation?
· Which issues need to be addressed first and why?
· What could happen if no action is taken within the next 24 hours?
Leadership
· Why might a more directive or transactional leadership style be appropriate during a crisis?
· Are there risks associated with a highly directive approach?
· Could a blended leadership approach be more effective?
· How can leaders maintain employee commitment while imposing urgent controls?
Communication
· What messages need to be communicated to customers immediately?
· How can the organisation maintain trust during service failures?
· How should management communicate expectations to employees?
Teamwork
· Why is collaboration between departments essential during this crisis?
· What barriers might exist between customer service, IT, HR and management?
· How can leaders encourage cross-functional teamwork?
Recommendation Development
· What immediate action would you propose to stabilise the situation?
· How would you measure whether your response is successful?
· What trade-offs might arise between speed and quality of service recovery?
Useful Theories
· Transactional Leadership
· Situational Leadership
· Crisis Leadership
· Tuckman's Team Development Model
· Communication Models

