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LESSON 34: Business Performance

A Bump in the Road—
Managing a Crisis

INTRODUCTION

The 2020 COVID-19 crisis hit in March and by May 1 your entire restaurant business was shut
down. Fortunately, you were able to secure a PPP loan and keep your employees busy and on
the payroll. You thought you were being helpful and supportive. Unfortunately, many of your
long-time employees, whom you thought were your friends, criticized and demeaned you on
social media for not laying them off so they could collect the extra $600/week unemployment
benefits offered by the government. While you believed you were saving jobs, your employees
alleged you cost them money. The fallout from social media was disastrous.

The previous example is fictitious, but it likely represents one of many thousands of similar
stories. No matter how successful a small business is, how dutifully it follows acceptable
management practices or how considerate management thinks they are, at some point that
company will experience an unanticipated, difficult situation.

DIFFICULT SITUATIONS TO CRISIS MANAGEMENT
Difficult situations are those unanticipated events that have the potential of causing long-term

reputational or financial strain on a business. Potential business disasters can occur anywhere--
from the company's marketing and sales side to the product execution and warranty phase.
Difficult situations include product recalls, vengeful ex-employees and bad reviews. Perhaps a
critical tweet went viral, or a private internal company issue was leaked to the press. Poorly
negotiated contracts are ripe for difficult situations. Over-promising and under-performing
almost always results in a difficult situation.

Experienced business owners know that difficult situations occur more frequently than most

would admit—with many problems resolved with individual aplomb. However, on occasion, a
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problematic situation gets out-of-hand and blossoms into a full-blown crisis. This crisis also has
the ability to become a potential business disaster. One moment, everything is business-as-
usual, and the next, the internet is alive with criticism and outcry.

Just because a business hits a bump in the road doesn't mean it is doomed to fail. Many

successful companies have weathered significant crises and gone on to prosper. What every
business needs is a crisis management plan and a strategy to run damage control. But first,
leadership needs to be grounded to respond properly to a crisis.

CRISIS MANAGEMENT AND SCRIPTURE

There are two critical realities concerning crises. First, by being Biblical, righteous and
circumspect, you will often avoid a crisis. The Bible teaches of many instances where honesty
and integrity avoid problems. David, however, could not elude Goliath.

Second, we know that no matter what you do or how you live, some problems are just simply

going to happen. It is not a question of if, it is a question of when and how. Part of this reality
has to do with the fact that we live in a sin-cursed world. The enemy of our soul—Satan—hates
us and wants to do all he can to discourage our walk with the Lord. David was destined to face
Goliath.

Here are seven keys to keep you grounded and ensure your faith is front and center during a
crisis.

1. It's not as bad as you think it is—Actually, sometimes it is as bad as you think. But most

often, we discover that our so-called crises evaporate of their own accord. As we come to
the end of Matthew 6, Jesus explains that as believers we don't need to worry. Of immense
comfort for all of us are the reminders that if the Father feeds the birds, how much more
will He feed his children (Matthew 6:26)! Jesus is clear: our Father knows what we need
and so we can rest in His care (Matthew 6:32). Jesus speaks comfort to our hearts in verse
34 when He looks at us and encourages us not to worry about tomorrow.

2. Remain calm—King David had to do this on multiple occasions. In Psalm 131:2, we read,
“Surely | have calmed and quieted my soul..." In the New Testament, we are told to let the
"peace of God" rule our hearts (Colossians 3:15). Whether the crisis is entirely out of our
hands or some portion is marginally under our control, we need to remember that
ultimately, we must trust God to show up.

3. God has given you practical help—When facing a situation where we are confused,
stumped or overwhelmed, too many of us manifest pride by ignoring the help that God has
given us. Strength without balance can become a weakness. To have a "no-quit" attitude is
a great character trait. However, without a spirit of humility, it can cause us to hesitate to
utilize the help that God has given us in the gifts and wisdom of others. God intends for
others to minister to us when we face seasons of trial (Galatians 6:1). In James 5, the writer
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asks the question, "Is anyone suffering?" He continues, "Let him pray." James also instructs
believers when overwhelmed with suffering to “call for the elders of the church and let
them pray over them..."

4. Crises move us toward Christ-likeness—It seems when God wants to make us more holy
and conform to the image of His Son, He usually provides some kind of challenge. A great
passage that helps us with this is in John 15. Jesus explains that for us to "bear more fruit,"
all of us go through periodic "purging" or "pruning” (John 15:2). Here Jesus explains that
this pruning is to push us toward closer fellowship with our Lord and greater effectiveness
through God's cleansing Word (John 15:3; Romans 12:2). By continually bringing us
through seasons of crisis, God aids the believer in experiencing a real faith dependence on
the presence and empowerment of Jesus.

5. Crises drive us closer in fellowship with God—There is a supernatural ministry that the
Holy Spirit brings to the heart of God's child in a time of crisis, and this ministry is
manifested as we turn to Scripture and prayer. A crisis is when God brings a challenge into
our life, and Satan uses that as an opportunity to bring discouragement and doubt. All of us
will have some crisis we will face, and it is not wrong to ask God to remove the pains of the
crisis. We see Job crying out to God, especially in the fear and anguish of night (Job 7:4).
The rest of Job reveals that he was able to say and demonstrate, "Though he slay me, yet
will I hope in him!" (Job 13:15).

6. Be willing to change—When a crisis is about something we have said or done, we need
to understand that often God has allowed this crisis to come into our lives to change us. So
we need to be willing to change. We need to repent. Repentance is far more than just
saying, "Yep — I'm bad, I'm guilty!" Repentance takes a further step. Hebrews 12:1-2
indicates that by God's grace and through the strength we have in Jesus, we will change.

7. Learn to laugh—We read in Proverbs 17:22, "A merry heart does good, like medicine, but
a broken spirit dries the bones." Our crises sometimes take up more of our time and energy
than they should. We shouldn't ignore them. But, when we are hurting in one area of our
life, God still wants us to enjoy the gifts in other parts of our life. Too often we are so
focused on the one challenging aspect of our lives that we sadly miss the daily pleasures
and blessings God wants us to enjoy. Learn to laugh, even while you're going through a

hard time, and look for ways to enjoy the gifts of God.
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DISCUSSION QUESTIONS

1. Do you believe God is in your crises?

2. Have you experienced a crisis in your life that was clearly influenced by God? How did you respond? Did you
believe it had the effect on you that God intended?

3. Have you been able to allow others to help you in times of crisis? How can you make yourself more available
to help others when they are in damage control mode?

4. What tools do you use to keep your crises in perspective?
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CRISIS MANAGEMENT
Once you are firmly grounded personally, the following are the key elements of all good crisis

management plans and should be discussed and included in any damage control strategy.

1. Find out what happened—Find out and verify what exactly went down, how long it has
been going on and who knew about it—review in detail all internal and external reports and
documents. Tap into social media. Sometimes, the curious members of a social media
community can come up with better or more complete answers.

2. Act now—The company must take action immediately. Don't let it stew. Don't wait to see
what happens. By directly being present in the midst of the disaster, company management
is seen as being in control.

3. Speak as the company—While one person is the spokesperson, what is said must come
from the company. Use the royal "We" and speak for the brand. By speaking for the entire
company, a shield is created, making it harder for any one person or group to be targeted
from the outside.

4. Take a responsible and compassionate position—Be the voice of reason. Take
responsibility for any harm you may have caused and for resolving the situation to the
satisfaction of the public. Be compassionate about anyone involved. Never point the finger
or cast aspersions, even if someone is being nasty toward the company or staff.

5. Admit what you don't know—When a disaster blindsides a business, the best approach is
to admit what you don't know. Convey that the company was just as surprised as the
audience, and the company is doing everything they can to get to the bottom of the
situation.

6. Become the center of the discussion—Pull the attention away from the original situation.
Take control of the conversation by providing an independent platform for it to continue.
Provide a calm and verified string of facts and open a genuine discussion about the issue.

7. Tell the story's ending—When all the information is collected, the company will need to
speak. This is, perhaps, the most delicate stage of crisis management because it has two
halves. First, you must decide what the company will do internally to solve the problem.
Second, the company needs to decide what to tell the public. In general, a satisfying and
true ending to the story, even if somewhat limited, will wrap up the disaster with a tidy

bow. Remember, the audience doesn't need to hear the whole story.
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DISCUSSION QUESTIONS

1. Tell of a crisis you have been through and how it was resolved.

2. What could have been done differently in resolving the problem?

3. What was implemented to avoid the crisis from reoccurring in the future?

4.  What role did your faith play in settling the crisis?

5. What steps listed above were the most helpful to you? How might you approach future crises differently based
on this lesson?
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