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A practical guide for leading through disruption. 
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Confident in Crisis. Resilient in Recovery. 
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Crisis Leadership 
 

Prepare. Respond. Recover. 
 

Respond: What’s the Over/Under? 
 

When a crisis occurs, organizational leaders must carefully balance their response, avoiding the pitfalls of both over-

responding and under-responding. Achieving this balance is often the result of preparedness, thoughtful planning, 

early detection, and timely intervention. Effective crisis leadership requires leaders to remain measured and 

intentional, finding the best-practice middle ground that supports people, protects operations, and strengthens 

organizational resilience. 
 

Area Over-Response Best Practice Under-Response 

Psychological 

Impact 

"Everyone is traumatized and 

needs intervention." 

Assume some people are affected; 

offer support without assuming 
everyone is harmed.  

"Nobody is asking for help. We 

can just move on." 

Communication 

Constant updates, speculation, 

excessive detail, repeated 

messaging. 

Share timely and accurate 

information. Acknowledge 

uncertainty. 

Minimize, withhold, or avoid 

discussing the crisis. 

Leadership 

Presence 

Leaders become intrusive, 

monitoring everyone's work 

and reactions. 

Leaders are visible, available, and 

calm. 
Leaders are absent or inaccessible. 

Employee 

Support 

Pressure or expectation that 

everyone use support services. 

Multiple voluntary support options 

are available.  

Support resources are only offered 

upon request. 

Debriefings 
Mandatory emotional 

processing sessions. 

Optional support-focused 

discussions. 

No structured critical incident 

brief or discussion. 

Information 

Sharing 

Over-sharing details that may 

overwhelm people or violate 

privacy. 

Transparent, factual, and accurate 

communication while protecting 

privacy. 

Limiting or restricting information 

sharing. 

 

Work 

Expectations 

Unnecessary operational 

shutdowns. 

Gradual return to work with 

flexibility as needed. 

Return to work and maintain 

operations as if nothing happened. 

 

Crisis Leadership Takeaway 
 

Studies suggest that organizations that under-respond to risks, preparedness, and near misses often over-respond when 

critical incidents occur. Both over- and under-responding can harm employee well-being, organizational trust, and 

operations. The strongest post-incident responses are defined by preparedness, proactive leadership, proportionate 

action, voluntary support options, and timely, transparent communication that builds trust and confidence. 

 

Thank you for reading. Please share this article with your colleagues and visit again next week for another Crisis 

Leadership Brief designed to help leaders prepare confidently, respond effectively, and recover with resilience. 


