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ABSTRACT

Objectives: Promotion of food safety/eradicating adulterated food has been listed as one of the four major issues
recently identified for action by the Korean government. Due to the related seriousness, the food industry has
been encouraged to take steps to restore consumer confidence. In order to set guidelines for the creation of
manuals for the response to a food safety crisis by the food industry, this study provided a suggested organization
for a crisis response team and operating procedures for crisis response activities.

Methods: The prototypes of an organizational structure and a set of standard procedures for a crisis response
system were provided.

Results: The results of the study suggested that a crisis response team should be comprised of four divisions of
responsibility: information analysis, site response, communication and operational support. The organization
chart and the role and functions for each division of the crisis response team should be indicated. Response
activities will be more effective when the team features multi-disciplined staffing, such as public relations, food
safety/technology/quality, sales/marketing, purchasing, production, distribution/logistics, regulatory affairs/legal,
and consumer service specialists. This study created a flow chart for the total crisis response system, which
included crisis and normal situations. A crisis response team should be continuously operated for both crisis and
normal conditions. This study also suggested a scenario to explain the procedures for crisis response activities.

Conclusion: In order to cope more effectively with a food safety crisis, the organizational structure and its functions
should be defined clearly, and a detailed set of standard procedures for response activities should be offered.

Keywords: Crisis response team, Crisis response procedures, Scenario example, Food industry
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Table 1. Materials prepared for operating crisis response center

Category

Materials

o Crisis response manual for crisis in food safety
o Crisis report and status report in chronological order

Basic materials

e Internal emergency network and contact information for related organization

o Key messages associated with stakeholder and crisis level
o Guidelines for control over press release

e Scraped materials from related newspapers(daily newspapers)
e Press release, announcement of company's view, proclamation format

¢ Apology sentence and its file
® Media contact information and questionaires format

Media materials

e Introductory materials and History for various media institute

o Crisis related media Q & A, Fact Sheets

o Interviewee list and corresponding key comments(messages)

e Key messages and educational materials for training spokesman

o Notebook, desktop computer, printer, LAN
Facilities/Equipment e Telephone, dedicated hot-line, videoconferencing system

¢ TV, VTR, radio, FAX etc.
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Table 2. Role and functions of the crisis response team

Division Role and functions

e Control all over the team

CEO . . . L
o Identify crisis response level and resolve conflicts between organization

e Make a report to CEO & execute CEO's instructions

Crisis response e Give a report & spread in formation to related organization

team manager ® Hold a consultant meeting & request external organizations to investigate the causes of incidents
e Call a meeting

e Make a fact-checking of press release
o Assess the style and crisis level
Information o Create Q & A and Fact Sheets
analysis o Collect, monitor, and analyse related informations
e Evaluate impacts and loss of crisis
e Make a report for CEO and related organization

e Make a detailed investigation of the incidence site and its processes
o [dentify the existence and type of different substance
Site response e Collect site evidences and prepare materials for assigning responsibilities
o Self-recall(firm-initiated recall), enforced/compulsory recall
e Make a report of incidence details and submit it to team manager

o Review the news of broadcast media and monitor/analyse public opinion trends
o Communicate opinions with various stakeholders

e Make and distribute press releases/advertising/promotion materials

® Open related information to the public

e Control over social media: twitter, facebook, linkedln, blogger, cafe

o Select a spokesman and authorize him/her to do something

Communication

e Make a emergency network and communication

e Make a operational plan and its implementation for human resource and facilities
e Funding and budgeting

e Make a detailed documentation of crisis control process

o Legal aid

o Health maintenance for team members until crisis termination

Operational support

Table 3. Functions of communication division

Section Functions

Communication e The crisis team manager serves concurrently
manager o Control all over the communication activities

e Maintain friendly relationship with press/broadcast/social media
o Support journalists/broadcasters to collect media materials
o Distribute materials for press release and require correcting released news

Supporting for
broadcast/media

® Monitor social media/newspapers/broadcast and analyse public opinion trends
® Monitor/analyze public opinion trends after transmitting a key message or a special press release
® Monitor opinion trends of favorable or non-favorable stakeholder

Media monitoring
& analysis

e Communicate opinions with various stakeholders

e Develop key messages based on crisis levels and types
Communication e Make and distribute press releases/advertising/promotion materials

e Divide information into open and closed

e Communicate with social media

e Communicate with various press media and broadcast

Spokesman . .. . . . . .
P  Provide the public with relevant information about company's view, response activities, and crisis progress

J Environ Health Sci 2015; 41(3): 191-202 http://www.kseh.org/
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Table 4. Factors for evaluating crisis response system

Classification Objects evaluated

Factors considered

o Procedures for crisis management manual

Program o Procedures for media communication

e Procedures for non-media communication

e By crisis levels and types
o Satisfactions with response system by stakeholder

o Company's image of public

Organization e Company's image of various stakeholder

e Pride & confidence of employees

e Images of all stakeholder
e Especially image of various media
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Table 5. List of response activities

ID Description of response activity Responsibility Others

1 Recognize crisis occurrence Promotion

2 Confirm news release Information analysis

3 Confirm foreign substance Site response Accident progress report
4 Convene a crisis response meeting CEO

5 Information Disclosure within company Communication

6 Information propagation to outer stakeholder Communication

7 Constitute/Operate crisis response center CEO Crisis response center,

preparation materials

Self investigation of the accident causes

Crisis response meeting

Request a external investigation for the accident causes

Crisis team manager

10 Identify accident responsibility and its authority

Crisis response meeting

11 Consultant meeting

Crisis team manager

12 Voluntary recall

Site response Plan report for recall

13 Mandatory recall

Site response Plan report for recall

14 Seizure/disposal

Site response Completion report for recall

15 Request a support of related agencies

Crisis team manager Support request sentence

Distribute, request news release, and make a correction of

16 Communication Format for news release
released news

17 Press conference, interview, briefing Communication Instructions

18 Communicate with social media Communication Do’s & Don’ts

19 Communicate with non-media

Communication

20 Recover images for various stakeholder

Communication

21 Disassemble crisis response team & crisis response center CEO

22 Crisis termination

CEO

23 Post-evaluation of crisis response management

Evaluation

24 .
post-evaluation

Update crisis management DB based on the feedback result of

Information Analysis

25 Reform/Improve crisis management manual

crisis management manual

% ID 5, 6, 16~20 are for communication activity.
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