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[bookmark: _Toc134218119]Introduction 


Crises are unavoidable in today’s modern era with unforeseeable consequences, not only for organisers of events and tourism activities but correspondingly for the various stakeholders that make up the “organisations environment” (Ndlela, 2019). With today’s “extraordinarily rapid communication’ methods available and the “reputational threats” that affect all types of environments like sports events and other tourism related activities, it is astute to contemplate the implications and the power of “victim dimension to dislocate, distort, and even destroy the credibility of even the most competent” response teams and the quickness at which these processes get resolved. Simplified, a crisis is the unexpected rapid unsought of victims, along with spontaneous “visibility for an organisation” (Lukaszewski, et Al, 2015). 

[image: London Bridge attack: 'It looked like there was a fight going on, then  there were gunshots']The ensuing case study review will investigate the Champions League competition that took place on the 25th of April 2017, through undertaking an experiential interactive and practical real-life learning experience of a terrorist attack at the Principality Stadium. The rationale behind this is because back in 2017, there was supposed to be a terrorist attack at the Principality Stadium in Cardiff. However, because security at the stadium was so thorough and the stadium was locked down tight, the incident did not take place. Instead, the terror attack took place in London, just outside of Britain’s parliament on London bridge. The incident that accrued had never happened before, so there were no protocols or safety measures in place to protect the public. Unfortunately, five people lost their lives and around 40 people were seriously injured after a car ploughed into pedestrians. The  assailant involved in the attack was an “suspected Islamist-inspired attacker” who went on to stab a police officer. Police named the attack as “marauding terrorist attack”. Teresa May said, the location was no accident, and that the location was chosen because it was the “heart of the capital city, where all nationalities, religions and cultures come together to celebrate values of liberty, democracy and freedom of speech” (Melville and James, 2017). If the terrorist’s had gone with their original plan, the attack would of took place at the heart of Cardiff instead. It is only through great teamwork, strong strategic planning and security measures that Cardiff was spared. Now in London, there are security measures in place, where barriers are along the pavements on the bridge. This incident has no doubt been added to London’s risk assessment.(Ball, et al, 2019)




[image: A picture containing text, graphics, logo, font

Description automatically generated]Experiential learning is an extremely effective form of “learning from life experience” (Kolb, 2014) or learning by doing (Gibbs and Andrew, 2001). Keeton and Tate (1978) have extended this definition, in which they suggest, that learning is a direct result of the learner being in touch with the reality of the process they are researching. In this case, it is a crisis management scenario, where the participant of this research will rein act and manage a crisis situation as it happens in real time. In the event of an incident, reaction time to respond is in the first 15 minutes, as this allotted time can either build a good reputation or destroy  it.
(Institute for Experiential Learning, 2023)




[image: Crisis Management Checklist]Crisis Communication with your team is key in that first 15-minutes and expressing the right information in the right way is cruel, because if the wrong information were given in the wrong contexts, the firm’s reputation would be harmed for “days, weeks, months, or possible permanently (Temin, 2015). It is only in “hard times” that the capability of a company is discovered (Dynes and Tierney, 1994).

This review will evaluate what went right on the day with the Bronze team, what went wrong. How could the overall team perform better, and what could the individual participant improve on strategy wise and could they have prepared better for the up-coming day. With all this in mind, clear conclusions will be met, and strategic recommendations will be put forward for future businesses and organisations. 

(Temin, 2015)



[bookmark: _Toc134218120]Gold, Silver, and Bronze Command


In the hierarchy of crisis command there are three structures, (Gold) which is strategic - the thinkers, (Silver) which is tactical, and (Bronze) which is operational. All of the commands play pivotal roles in a crisis situation. 

The Gold team is in charge of all the strategic decisions of the crisis. They are in direct control of all the practicing procedures, and also have control of all the command directions and information that is sent out to Silver command. They take full strategic responsibility for responding to the crisis. For example, communicating the incident to the media and feeding that information down to Silver command. 

Silver command will communicate with their hierarchy, Gold Command, they receive all their orders from the chain of command above. They are the team that delivers the strategy by producing and executing the tactical plans laid out by Gold. They also have full disclosure of the incident and will provide leadership and direction to Bronze. Furthermore, they will initiate the incident management procedures.

The Bronze command are situated inside the stadium and in the surrounding areas of the city (the ring of steel). They are the operational team that communicates to the events team and stewards. They make sure all the decisions from Gold, down to Silver, down to Bronze are carried out, and if necessary, reveal this information to staff. They are a multi-agency team, who put into action and implements the strategic instructions that Silver command communicate (London First, 2003).

Here are some of the responsibilities for Bronze Team:
· “Take operational control of the incident and inform the Silver Team you have declared an incident.
· Have a clear understanding of both the Gold Team’s strategy and the Silver Team’s tactical plan.
· Conduct initial and then on-going risk assessments during the incident.
· Update the Silver Team
· Keep staff updated and briefed on the incident.”

The Bronze Team are the ones who are initiated first into the crisis if there is an escalation at the incident. If the Bronze Team feel that the “situational awareness requirements” have been increased, it is only then that the Silver Team are called and put into action. Finally, if essential, then the Gold Team will be employed. It is only in extreme cases that all three teams will be deployed instantaneously (Forte, 2023).








	GOLD
Overall Strategy & Responsibility 
	SILVER
Tactical
	BRONZE
Operations

	
· Strategic focus. 
· Review appropriate tactics to meet goals.
· Assumes overall command & control.
· Sets strategy, reviews & communicates.
· Reports to stakeholders.
· Consider Community & wider impacts.
· Identify resources & specialist skills needed.
· Considers legal issues.
· Approves Silver Tactics.
· Leads debrief – Lessons to be learnt.
· Includes tactical do’s & don’ts but does not make tactical decisions. 
	
· Delivers strategy by producing & executing Tactical plans.
· Remote location with partnership agencies.
· Overview of entire incident.
· Provides leadership & direction to Bronze.
· Coordinates support & stakeholders.
· Sets, reviews & communicates tactical plan.
· Commands & communicates up and down.
· Instigates incident management procedures.
· Objectives, responsibility, resources, timescales, issues and risks.
	
· In stadium & outside city – chain of command.
· Brief events team and stewards.
· Stadium H & S, event’s organisers and stadium management.
· Multi agency.
· Links with transport & city policing.
· Armed response / Anti-terrorism / Bomb disposal / Army.
· Stakeholder engagement.
· Community considerations.
· CCTV.
· Facial recognition.
· Security checks.
· Radio communications.
· Announcements.
· Show stop.
· Deputise.
· Social medio blocks.




[bookmark: _Toc134218121]Review

According to the World Travel and Tourism Council (2022) there should be a “culture of continual improvement, a growth mindset that focuses on learning from crisis rather than apportioning blame from failings, and careful management are all necessary for crisis preparedness and resilience in the Tourism Sector”.

The purpose of a review is to highlight and discuss the success and or failures of the participants so that lessons are learned and remembered for future dealings with crisis.


[bookmark: _Toc134218122]Preparations before the event:

To prepare for the crisis scenario, the participants had two weeks to meet and discuss what roles and responsibilities they were going to undertake in Bronze Command. It must be said that, even with two weeks’ notice the whole team did not make any effort to contact each other until the day before the live scenario was due to be launched. It must be argued that this was a huge mistake, and each person in the group should have been more forth coming. As a result of leaving the preparations until last minute, not everyone out of the seven participants responded to the emails sent out asking what roles they would like to take.  This could be in part, because the seven participants had not worked together before, or it could have been from absence of effort or interest in the process. Coincidentally, because of the lack of considerations and the lack of actions from the team of five participants, everyone that attended were scrambling to gather as much evidence as possible to use in the scenario, as quicky as possible.  

[image: Pickle-jar-theory-model]In hindsight, the participant should have taken the lead and contacted everyone early on to set up a meetings in order to make plans, and discuss the arrangements, so all involved had a clear mind set when it came to the task at hand and all obligations. Furthermore, more gathering of evidence, supporting research, and crisis models ought to have been put together in a file to bring on the day so a clear plan of action could have been executed.(Luintel, 2022)


The participant should have considered the pickle jar theory model as it is an exercise of time management. It will aid in prioritising the workload by assisting in differentiating what tasks are important, what tasks are unimportant, and what tasks can wait. It is a wonderful visual aid that reminds people to manage their time more efficiently (Raspopov, 2023, and Luintel, 2022).  

It must be mentioned that not all the participants turned up on the day of the live scenario!

[bookmark: _Toc134218123]What went right:

[image: 4.2 Five Models for Understanding Team Dynamics – Technical Writing  Essentials]Evidence to the contrary, the team that participated worked well together. By adapting Richard Beckhard’s (1972) GRPI model, now known as the GRIP model, the team’s interpersonal communication was highly effective. Through discussions everyone new the goals and their personal roles and responsibilities, and what the expected outcomes were. The processes of working out team dynamics went relatively smoothly (Beckhard, 1972). With effective communication skills the team were able to make the right strategic decisions in regard to the arrival of the Royal Family at the Principality Stadium. They collectively made the choice to use the underground tunnels to escort the Royals into the building and then up the elevator to the restaurant where they would have a great view of the field and were able to be secured safely for the duration of the match.(Last, 2023)


[image: Public Square • Your Visit • Cardiff Castle]
When the bomb scare was announced at Cardiff Castle, a debate ensued where valid points were put across to the team like: 

· There should be no drastic measured taken like evacuation of the castle or the surrounding areas until the threat had been confirmed / denied.(Cardiff Castle, 2023)



· The security team would investigate first and then if a bomb was found, the bomb disposal team would be called into force.
· In the case of the scare being a real threat, then a mile long circle around the castle would be evacuated to save lives.


[image: Cardiff Careers Fair | Sep 15, 2023 | Principality Stadium]At the stadium entrance, there was a consensus that extra security measures would be in place because of fake tickets being sold. The extra measures included:
(The UK Careers Fair, 2023)



· No bags were allowed into the stadium.
· The public would go through two separate security lines to double check the validity of tickets.

Overall, the team were correct in their thought process in regard to security on the day.


[bookmark: _Toc134218124]What went wrong:


During the first half of the session, everyone that attended was to bring and present a risk assessment of all the different sections they were placed in. The individual of this review was presenting for the Celtic Manor. Unfortunately, this did not go as planned. Their nerves overpowered them and were too much to handle, they got lost in reading the lines and fumbled their words. This could have been overcome if they had practiced reading it more. 

Listening to the other participants works, the individual should have been taking notes however, they could not hear around the room, at this stage they should have taken the initiative and spoke up and asked if the speakers would do the same. Moreover, ahead of the day everyone should have shared their PowerPoint presentations with all, to be fully informed of everyone’s positions.

[image: FA Cup final: Duke of Cambridge to miss match because of Royal Wedding -  BBC Sport]In the throes of the scenario at the stage where the Bronze team learned of the terror attack outside of the stadium, they make the mistake of saying that the Royal Family should stay at the stadium until the attack was over and all guests were evacuated. In reality, they should have been the first to evacuate, as the heads of state they are most important. (Mullen, 2018)



Lastly, communication amongst the three teams was deficient and underprovided at times. As the individual and team felt that they should have been made aware of the situation earlier on than they were told, for they are the operational team on the ground and should have been aware.

[bookmark: _Toc134218125]Scenario in real time

It is 9:58pm, at the stadium and the end of the game.  The prize giving has started on the field, Liverpool have won. Roads have reopened, and the Munich fans have started to depart, however, there is a cordon stopping people walking across the bridge.
A terror attack is in progress and the Bronze team are: 

· Monitoring fans behaviour i.e., hostile behaviours (fighting, throwing things, arguing), crowd control in monitored. 
· Security is checking entrances and exits.
· CCTV, security, and stewards are making sure no one enters or leaves at this point.
· There are stewards around the pitch on ground level to keep the calm.
· 
The team worked well together to monitoring this situation, yet communication from the other teams was not forthcoming and the response time not quick enough.
[image: The five phases of crisis managements provide orientation how a typical crisis unfolds]













(Pearson and Mitroff, 1993)

[bookmark: _Toc134218126]What could be done better:


In reflection, there were huge amounts of faults that could have been handled better with practice. For example, communicating with Gold and Silver, the evacuation of the Royal Family, pre-preparation plans, researching evidence, and practicing reading the risk assessment beforehand.

[image: The Three Stages of Crisis Management Post Crisis - CMI]Prevention is to reduce risks that may lead to a crisis. This is having risk management plans in place and up to date, which the participant ought to have prepared properly.
Preparation is having all the necessary paperwork up to date and on hand, something the participant and team could have done better.
Barton (2001) and Coombs (2006) acknowledged that organisations are better equipped to control crisis when they:
· “have a crisis management plan that is updated annually”.
· Have an elected crisis management team on hand.
· Lead exercises, testing crisis plans annually.
· Pre-draft crisis response messages in advance.
For more information look at, “Barton’s (2001) Crisis in Organizations 2nd edn, or Coombs’ (2006) Code Red in the Boardroom (Institute of Public Relations, 2007).
[bookmark: _Toc134218127]Conclusion 

In conclusion the review has found that all the contributors who participated in the live scenario were clearly underprepared for the day. Even though the Bronze team worked well together and came up with good responses to the crisis, the overall communication between Gold, Silver, and Bronze broke down in the end.

In the actual event of a terrorist attack the first fifteen minutes response time is crucial. The guidelines state that Gold, Silver, and Bronze must be quick, be accurate, and be consistent with their actions (Institute of Public Relations, 2007), in order to be successful in their duties or risk reputational damage to the organisation. 


[bookmark: _Toc134218128]Recommendations 

When putting forward strategic recommendations for crisis management, the six P’s come to mind. 

· Proper, Prior, Planning, Prevents, Poor, Performance.

· [image: Example Crisis Management Playbook]Every organisation should include a crisis management playbook.  For the document will hold the “response actions, processes, and roles” for quick response times. The playbook is similar to a crisis management plan however, the playbook is commonly more concise and centred on the immediate response (Marker, 2020).

· Code words should be introduced for different incidences like, weapons, bombs, vehicles, terrorism. 

· All employees should be trained in Counter Action Terrorism. 


(Marker, 2020)




All organisations and businesses should “PLAN to PREPARE and PREPARE to PROTECT”. 
(ProtectUK, 2023)



(Please see Appendices for further Crisis Scenario Evidence. Pp. 15-19)
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[bookmark: _Toc134218131]Crisis scenario evidence


What is the purpose of a fan zone?

an area outside or away from a sports stadium for people to watch the game on a large screen: Fans who don't have tickets can watch the games at a fan zone near the stadium.

This is everything we know about security at the Champions League final in Cardiff:
South Wales Police say it will be the 'biggest single sporting security operation in the UK'.


On the night of the final, 170,000 fans are expected to arrive in Cardiff. 

Over the week of the final, 200,000 fans are expected to come to take part in a range of events.

The security around it will be enormous. South Wales Police has described the operation as 'unprecedented'.

At a briefing to media in April, South Wales Police Superintendent Steve Furnham said it would be the "biggest single sporting security operation in the UK".

In the wake of the attack in Manchester, police have said that no changes have yet been made to their plans , which have been made with the "severe" threat level in mind.




[image: Graphical user interface, application
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[bookmark: _Toc134218132]Map of evacuation areas

[image: Timeline

Description automatically generated with medium confidence]
Complex incidents and operations

In more complex incidents and operations where the police response is likely to comprise a number of different elements, or where the police response requires officers to be deployed across force boundaries, the GSB command structure may become stretched and command responsibilities less clear.
To avoid this, consideration should be given to establishing a supporting chain of command for each element of the police response, which should be underpinned by clearly defined command protocols. The command structure should be appropriate to the needs of the operation and sufficiently resilient for its purpose.
The issues of span of command, span of control, command resilience and interoperability must be considered.
Example
Below is an example of a command structure when responding to more complex incidents or operations. The example ensures that any interdependencies or potential conflicts are managed effectively, while ensuring clarity of command throughout the duration of the incident or operation.
[image: Command structure example]



















[bookmark: _Toc134218133]Bronze (operational) commander:

The bronze commander is responsible for the command of a group of resources and carrying out functional or geographical responsibilities related to the tactical plan.
The tasks identified by the silver commander are delegated to bronze commanders to deliver in accordance with the priorities set by the silver commander and/or tactical coordinating group. The number of bronze commanders and their roles/specialisms is determined by the scale and nature of the incident.
Bronze roles are created and disbanded throughout the period of an incident/operation and can be allocated based on geographic (commands a geographic area) or functional (commands a specific task, for example, bronze public order) considerations.
Bronze commanders must have a clear understanding of the silver commander’s tactical plan, that is, what they are required to deliver, in what timescale and with what resources.
Some bronze commander roles require specialist knowledge, skills and expertise and, therefore, should be allocated to individuals or post-holders who are appropriately trained and competent.
[bookmark: _Toc134212865][bookmark: _Toc134218134]Bronze (operational) commander roles and responsibilities:
· Operational firearms commander.
· Bronze public order commander.
· Bronze commander for an emergency or major incident (see civil emergencies).
· Bronze commander for a CBRN incident.
· [image: Risk Management Model]Bronze commander for counterterrorism.


[bookmark: _Toc134218135]Fan zone map
[image: Cardiff fan zones in a mess | MARCA in English]












WHERE DO I GO IF I NEED FIRST AID?

First Aid points can be found at each corner of the ground, located on levels 3, 4 & 6.
[bookmark: _Toc134218136]Fan zones

Our current fan zone is located in U9 and U10


Communicate with:

· The stadium
· The local council
· Transport
· Police
· Security 
· Emergency services
· Armed response (Trajan), and mounted section (5), need to be at the meeting points to keep the peace. 


Two fan meeting points:

· Callaghan Square
· Churchill Way
· Cardiff Bay

These two meeting points are situated next to train stations so if something were to occur then we could evacuate the public quite swiftly. 

[bookmark: _Toc134218137][image: A screenshot of a computer screen

Description automatically generated with low confidence]Risk assessment for Celtic Manor
[bookmark: _Toc134218138][image: A picture containing text, screenshot, sky, house

Description automatically generated]


1

image3.png




image4.png
Become the trusted voice
inthe crisis.

[ ive the crisis your ful
attention.

] Pull the trigger on your
crisis plan.

Assess what you can do
yourself and what you can
delegate.

] Find out the facts and
connect with authorities.

. Monitor social and
traditional media closely.

stand the scope of
ue and assess the
I de

i !ssuea holding
statement” ASAP.

Il Think through every
word.
B put people first.
Correct any errors of fact
that are already publi
Contact your key

audiences (employees,
board, shareholders).

X DON'T

TEMIN

AND COMPANY





image5.png
Pickle Jar Theory

- Sands
less important task and source of distraction

Pebbles
A smaller task with a lower urgency

Rocks
The job with high priority and importance

D timeTracko




image6.png
GOALS ROLES

Whatdowewant  Who does what?
to achieve? When? How?





image7.jpeg




image8.png




image9.jpeg




image10.jpeg
The five phases of crisis management: How a typical
crisis unfolds

@ Avoid a crisis and prepare Gradually move back to
for it when it is inevitable business as usual

Containment/
Damage
limitation

Signal
detection

Preparation/
prevention

Recovery

Watch for red flags in your ; Minimize the impact the Evaluate your crisis
team, organization and crisis has on your management efforts and
environment organization learn for the future
Source:Pesson, .M. andMIof . (1953 Fromrisisprone i preparec: a ramewrk for s marsgamer, Acadkmy of

Management Perspecses, ol 7, . 1, pp. 48-55.

www.ckju.net | CQ Net - Management skills for everyone! @




image11.jpeg
A NN
_
88




image12.png
EXAMPLE CRISIS MANAGEMENT PLAYBOOK

(s s inevtobl forust about any ypa of orgarzation, o idenying fne rolevant people, ystems, messaging, ond ofher sandrds n advance
Milkes good busines: sanse. Hare o sep you can fake n advance o maintain ot

IDENTIFY PEOPLE

Identily the Criss Management Team
aaty. e crganizafon's CEO heac up he feam, wih th top puble reion: &xacufiva (or utida ogency o corutan) and lagal course acing
5 et s, Yo S S8ty Senice EXSCLes, sl 112 e of major s, 0 Erva o your orgEZaHor' s Communizafin fear

CRISIS COMMUNICATION TEAM

Senootsuparmenani, wrston schos st

sma 520087 scpmunssns

ana 55200 wonagunonon

IDENTIFY PEOPLE contnuea

Identity and Know Your Stakeholders
‘Craate o complete databass of nfamai and extamalsiakaholder o guaranoe naf ey aboin fne exact massages you want hem 1o heor and
Cotantal rapaat 13 Clhar iUl o Scia BUTET. s e Smartih et 3KEIder ammLniecton Fan 1emelare o Uoara 1 Faauey

STAKEHOLDER COMMUNICATION PLAN

SIARENOUER  POWER  WIEKEST | Kev NTEREST 4 550ES CommmcATONVenClE | mzauencr
wnson e Convoctmanaares

con Steutom cnores commngcionpoces | resoss
wewnre | g | A ocig s, | rmcpa et carer
whsonoaty | newspaper oo onasotey contoveries. | s e, pasora s roloses o
e S WAnporTEd aimersors, | cammunicaton fom aector

S
oen coreeous

T —

mparont o matan
Soaremtons

A supeendeni.
prncipas ona pares o
s o senceya

IDENTIFY POTENTIAL CRISES AND A PLAN connuea

ADVANCE CRISIS PLANNING

Mrgas, Acquions Moves Loy

wesiy: ool conoct

Saay e mey

Dscraae o evenue: 5P s nomec s, 20815 arop I s avenue, s s Wi 55 e 19010 32 suclns o 24 tgrs, g s o2

| resieeaty 7 Serton ona St o ppar i T 12 BECan Eac st LT chiTag i G 1 Samirs Now oo
oo Lo s vl A e o Lo o i O e o T U 37 e i IEy 8 o ST enae
3 e o i S5 STAT PG, 3y TGS S oSS S 13 Sk 3 S o . Ko 54
§| ety parenaen e uHTea o Schoc 5o AProRE] il TS Soveea 10y S SIS oG o 3 s
B a1 8185 Do P3P 8 8 B AN P 23 e ene

. Loe of svolment et pandaic: i v 5o ot et e i by 25 e ety G e ot for rine
e Pt AR 3 G o SR 01 SR 1 S 1 TR A RS
& ivames miacs o sk o o ok

b

IDENTIFY SYSTEMS

Establsh Notication Systems

Setup nofication sysfoms fo rapidy reach you stakeheiders. Employing more fhan o 56 of cammuricafion lafform fomal ancl e, or cxompla]

Cractt nraases The G of ccesiuly GHSTInaTng ha message, g yau 1 okehadar S, 150 21 PuIEhass o ot on Srrerazrcy
Sotfcaton sitom fo avtomaticaly corfact apre-esablined datobase.

Establih Monioring Systems

Menlofing Wha's being 30 obout you on raionol and social medi con lertyou 1 negafive messages tht could axacerbafe a s Morforng

i slokenoider eedback duing o crt supparsogical chinges fo stotegy and facis. Frea sences nchde Googls Al and Hootule, bulyou

IDENTIFY PEOPLS

E continvea

Identty Spokespersons.
Youshouid deny and fran n advance the pool of poferil spokesperons/subjoct malfer oxpars nough you slact 1ha lfmate spokesperson oy
o tha e e, Consar ol o A charingsof cormmncatan, SOl FHAma and Exem. ot You may nead 10 Cover

cx

15 SPOKESPERSONS

| Avssues, especiy laga compionce, ncuang

IDENTIFY POTENTIAL CRISES AND A PLAN

srcinstorm Potentiol Crises n Advance
ne cris management aom should deniy overy pofenil fraat based on your known vulnarabiifie. f may becoms clear thaf you can prevent

oS Shuatans b SMING SAEAG COSHans o peratonl meads. You V3L CanSSet POSIEI E4prEes ot Gt or-cc Seenars.

e 520087, sevpmnsorsa oy

3804531404 oo g

e 452200 weonosngonscon

‘Orgorizafionsore fien cward of Upcoming averts kb 1ayofs, mergers, o moves. n U¢h cases, you can Begin o pan wel i advancs of an ctual

v,

ADVANCE CRISIS PLANNING

Secunly isoen. PSaLETecrnoloy Folle, NoADI DSOSt Anoncil I, Worpics Vesence, Enormenia Crss

Schooloofn: We nova S annuot e or i1 o how 1850 0 G 5001ar 1 35506 AL, 35 el 0 ProcSares 01
Occas 1 oo UK N3 Bk Sy o USRS, T 601 Wa ' IpIGeNTNG menh QIR 189G o I UGG 1 HEA poIeN B3 <105
370 i & un ey Ul o TG el 57 S T 1B, e 1o 1 AT oAt v 3 e ment
ona prorace ool budaingaceuponts 1o ok o DA Goots % netern piace.

Teacheraceused o sexvl abuse: e have ! Compises Nlgrinad DGSKGIOUNS Chackcraering on ol 11 0nd e kg 758 courselng VSIoD o
1oCE YOI O 2SR 0UENIg a3 s 018 G, 3 OGN o oLzt < e, g

s, 1 ond supsrendnt wil e InmacGal NTIea y PANCZaL SUpeAIenaeni e o S most e, 180Cher w1 s Wil o2

=S

IDENTIFY POTENTIAL CRISES AND A PLAN coniinued

Criss Communicaion Response Plan
VourErainsonming and aisesment process ok sad o fhe craatian o crs fesponsa pian hat o fafor o yourcraarizaton,

o ol n faoches it o rSCaUION v B 181 3 T 5835 673 Ty Con S Canient U3ens 353 i wil.

CHiSs COMMUNICATION RESPONSE PLAN TEMPLATE
[T R P ————————
[ s asteapoania
B O e | ey o500 concin rrocos e vowes

I
IDENTIFY MESSAGING

Develop and Use Hol

Jaing siatements

Youlncecifo develop fullmessages based on 1 focts ond fhaf may fake soms fma. Usn fhess pre-defeminad hlding stofemenis mmediafely
offer  crl ive you £ra0iTing 5poca Gnd Commuricales 101 You 18 GWTS of Gnd WaINQ on 16 maier For SXomple, you Con 50y, "Sxpe! &

otemant o our CEO wihin i hout o “eheck e o ur wetate for upaates.

HOLDING STATEMENT PLANNER

*Remowieage me s

o0 should reiew hlsing stafemants agulay.

orvesy MoDALTY MODAUTES

‘o 350 s pole monitoting sanicss fo1oport65U'sn varcws formas. rain pasoAne, SUch o CLstomar sorvics aps, wh e fonting contact

Wit takeholder o mmeclataly repor 1 fhe ciss commricaton fea

Commuricatns arecior v st 1 monomg e ond 5ock meci, e5pacil 1 WIIon SERos 300sars Bk Joup.

IDENTIFY MESSAGING coniied

32 gameg mre romeron v con e ne e oy rend
e e e e Th 34 Gy 1 58 SR

| st o scnont st nove s et cnd sty protocat, 2 wa re

IDENTIFY KEY LEARNINGS

Key Messa

820 on verfed nformaton, e css commurication foom should aim 10 devalop fee s specifc messages o ol scksholdar. f ecassary, e
e i e 1618 20 1orGa1ac MEHAGNG fo HECH. 6/8van keI L. You £an Oty Theee meciages Secarding 1a ha nfure
1 1he Schnl i, Yo il 350 75610 AP mESSaGNG 10 GHarent 1T o e 30 For xampe, Toiter T rocure. s B o  character

it

KEY MESSAGE PLANNER

r—

e CommuTT

[ S —.

W o worn cosay vt pUBIE s authare,SScens s g mage on e o of
Ml e3paia and s0unSEence. i op Py e weloeing f Tatesand s communy.

e Sonc it an i o Witon 4t St s Kot your e an
ey,

e o s e, e AL g on s, e IS

e more oy concrs oyt e conn e i Yot ks, e

We o oaang e amperainacrecis ana re-snvonce scrsenng o sucens

150 v i 5k kol o1 PSSRl 00 SWGYs e 15 1o of ARG Yo
e o seanee samng.

Ot cona s o s o ks s o oo o

I Senc it in o i s o VoGl pecs n o communty an s 7
et

We Wi workcosely i pubie rean utnrtis.

W 5 0 ronspcrent a o il S meEANG Sy o et .

i Senan e penenent

S,y n e oo, ol
esogroby ecpo:ncoo ey

‘onina mesting emat rex msoges
Sipsravangent samarina Cup
TGSy Roer i e

PostCrss Review

‘O th cri & ver,you shoud implement th folowing best ractic: e ul s commurication faam oy me fa Canduct @ frmal anclis
Reviow whal worked and what faled. Ao, consder what£re-ovan! PIOCEaure you coulmprova. Use 1 165 o 1ha formal anaiys 1 Updts the
s communiation esponsa plan.

J———

= =
A U ——

e |PTTTIRTSIIIIRI | S

v

e | SoZEE s | ST e
R F———

I [ e M Pt g
O —

movone | FRSESAREI SIS, | cxcn s v ey

ke o rlaingsaroment sooner.

oy e et o e

s e avencs o,
Grecpecase e e bscoma

Sakanoisas sna communty e on




image13.png
(BT) EAST STAND

ANV1S
HLNOS

el

~

v

T °
ow | siw | e | ozw | 12w |eaw| ezn /@

? Lo [oe[oe]ee]oe ] =

y \
ANVLS
HLYON

7 o/

nn ol .7

o
- -

L

L] oo
an [om | o [
L °
o | o o IR °
L)

L]

@
= -]
3 Yy

\~ /2| N,

J

WEST STAND

PROGRAMMES

FOOD MERCHANDISE

BAR




image14.jpeg
ity Centre

armsn
el GATEA VR

W Tumsties T s [

East Stand-Upper Q,";’
q
Clubhouse J{é East Stand-Middie Pt GATES)

East Stand-Lower

o .-
2 & B $E &
CARDIFF & ; 3 ‘é§ g
ATHLETIC O & : 2
cLus N - 2] s 5 g
S s
B 353
West Stand-Lower
Stond 4‘;‘:‘% West Stand-Middle J{;‘i
% West Stand-Upper

%
o River Walk




image15.png
Gold commander
In overall strategic command of the operation.

Sets the overaching stragegy that all other
plans must take account of.

silver commander
Coordinates the individual strategies developed
by the firearms and public order strategic
commanders (bronze) to ensure that they
reflect and contribute to gold’s overaching
strategy. Operationally and occupationally
competent in relevant disciplines.

! !

Firearms strategic commander  Public order strategic

(bronze) commander (bronze)
Responsible for developing Responsible for developing
the firearms strategy and the public order strategy and

ensuring that tactical plans are  ensuring that tactical plans are
developed and implemented to  developed and implemented to

support it. support it.

Operationally and Operationally and
occupationally competent in occupationally competent in
relevant discipline. relevant discipline.

Dedicated resources




image16.png
Diagnosis

EXPLORING THE STAGES OF THE
RISK MANAGEMENT MODEL

Communication
Decision Treatment and
Consultation

Monitor and
Manage




image17.jpeg




image18.png
-

E3

-

£

£

-

Risk of bodily hard and injuries

Over-crowding (pushing, falling, stampedes, crushing, loss of

)
Terrorist's attacks
System failures

Over booking

Communication breakdowns between (staff and the public)

causing elevated stress levels to rise
Upset customers (complaints)

Evacuation procedures (staff not fully informed of the

procedures, scared and confused guests not listening to staff

and causing a panic to form)
Risk assessment (important strategic tool)
However, terrorist threat levels are going to be low, as the

hotel i situated in a safe part of Wales surrounded by the
countryside

O Princpaty Stadum, Westgate S, Cardfl CF10 INS

@ The i Manor Resor, Colra Wood, The Usk Valey, Chepsiow R, Newpor P18 1

R b
N\
U

o
.ﬂmw‘mg?;/’

3 [l it
oy =

=

27 min (19,1 mi) via Eastem Ave/Ad8 and Mé

r2 38

i et anr ot





image19.png
Crisis chmagement

AW e AT e g e

)

CELTIC MANOR
RESORT





image1.jpeg




image2.png
How it happened

f

Man armed with
two knives enters

Fishmongers’ Hall and

attacks staff at about 2pm

/

!

on to London
Bridge and tackled to
the ground

i

Borough
Market Bridge
was also

cordoned

4

Armed police fire
two shots at the
knifeman

i River
Lorry on middle Thames
of bridge crosses
central reservation

The

London
.| Bridge
1 Station

15 metres

i





