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Abstract  
The purpose of this study is to investigate the integration of crisis management into the 
strategic planning process. So, by understanding this integration in the time of crises, the 
service sector firms could strategically deal with challenges and uncertainties. In fact, this 
orientation can professionally supply firms with a defensive capability for preventing crises 
growth or lessening their effects. The qualitative method was used for analyzing the semi 
structured-interviews that were conducted by senior managers who were selected from top 
management. Findings were empirically supported according to the study respondents who 
confirmed that adding the crisis management concept to the strategic planning processes, 
will make those processes more effective and eligible in times of crisis. Basically, the 
integration of crisis management into strategic planning can give a more inclusive approach 
to the strategic planning process, which seems to fundamentally promote the strategist’s 
work. This paper deepens the theoretical understanding of the consequences of strategy 
process. 
Keywords: Strategy, Crisis Management, Strategic Planning, Integration, Service Sector Firms 
 
Introduction  
The fields of both concepts, strategic planning and crisis management have been developing 
individually despite their potential for cohesive incorporation. This paper explains how 
combining crisis management capability with the strategic planning position orientation, can 
enhance their ability to survive and thrive in the time of crises. Recently, many scholars have 
attempted to explore the common ground between these domains and have concluded that 
crisis management and strategic planning are inevitably linked to each other (Vargo & Seville, 
2011; Pollard, 2008; Preble, 1997; Mitroff et al., 1992).  However, the nature of these linkages 
is just beginning to be specified, integration into the usual strategic planning process still not 
yet adopting this connection. So the aim of this paper is to show how integrating crisis 
management into the strategic planning process can grant firms defensive capabilities for 
preventing crises or diminishing their effects (Preble, 1997).  
In today’s competitive environment, business has become more complex and challenging, so 
any business large or small that is not managed strategically well is very vulnerable (Nickols, 
2016; Ocloo et al., 2014). Therefore, firms have to put in place the correct strategies and apply 
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these strategies in order to embrace the unstable situations (Ocloo et al., 2014). Crisis 
Management is viewed as a strategic process in firms that it effectively identifies the crises 
and professionally manages them, taking into account each step of the planning activities to 
deal professionally with crises. Crisis management is the direction of preparing the resources 
and the organizational structures in order to respond efficiently in the face of a crisis and 
recover well in the aftermath. It is about establishing the capability to identify coming threats 
to the firm and designing a plan for addressing those threats. (Vargo & Seville, 2011) 
Strategic planning cares about the mid-term future of the firm, developing its success by 
dealing with weaknesses, threats, strengths and opportunities in firms. It is about selecting a 
range of strategies and building a plan to implement those strategies, including arranging the 
resources and organizational elements to carry out the plan and assess its performance 
(Preble, 1997). It is clear from these two definitions that they both frequently: deal with the 
future, deal with weaknesses and threats, involve in creating a plan, and engage with 
organizational structures and resources. 
The focus of this study is on integrating crisis management into the strategic planning process 
through exploring the common characteristics of the two concepts in the Palestinian service 
sector firms. Accordingly, the following main question was developed: 

• How can crisis management be integrated into the strategic planning process?  
The two significant secondary questions were then developed to further follow the answer to 
this general question, as follows:  

• How crisis management works in the strategic planning process in GEDCO?  

• Who are the main influencers in the strategic process? 
 
In order to attain a better understanding of this integration, a case study was employed in the 
Gaza Distribution Electricity Company in Palestine called and 8 managers were selected from 
top management of the company (board of directors, GM of the company, senior manager of 
strategic planning department, manager of HR department, manager of public relations 
department, manager of financial department, manager of corporate communications 
department). Those respondents were selected using quota sampling technique. They were 
considered suitable for studying the exact manner in which to model essential details within 
the strategy process. 
It is worth mentioning that the crisis management is a big issue to GEDCO to be always 
involved in the strategic planning processes of the company. The company has been 
experiencing internal and external crises and continues to confront crises. The biggest crisis 
currently in Gaza strip is in the service sector, specifically in electricity supply, and this 
company is responsible for distributing power to several areas in Gaza Strip using strategies 
for this distribution, in addition to using practical strategies for dealing with crises or 
minimizing their effects. Furthermore, the company has to be more flexible in facing crises as 
it needs to direct a set of apparent flaws that put together effective planning with adaptability 
to changing situations including having leaders with the ability to inspire people with a sense 
of hope and direction, to have an organizational culture that values controlled planning whilst 
developing innovation, to plan and make decisions wisely and structured effectively yet to be 
responsive and approachable (Alsharif et al., 2021a, 2021c). Finally, the company has to be 
guided by a strategic process for the internal and external environment in light of the vision, 
mission and clear objectives. It is in a dire need to have a strategic plan considered as a strong 
shield protecting it from internal or external crises.  
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Literature Review  
Based on previous studies, (Vargo & Seville, 2011; Preble, 1997; Mitroff et al., 1992) argued 
that crisis management is strategic in nature and it should be integrated into strategic 
planning as they both share much of common characteristics, particularly in coping the 
internal and external crises. As well, Tony Jaques (2010) claimed that to help avoid such 
organizational crises, leaders need to incorporate crisis management into the strategic 
planning process in order to make sure a no-fault environment to encourage reporting of 
possible failures and errors and be prepared to willingly accept bad news and unusual results. 
 
Table 1  
Prior studies found on the integration of crisis management and strategic planning 

 
Key concepts used in the study 

 
Situation/Area 

 
Author 

Crisis 
management 

Strategic 
management 

In the competitive 
market- place 

(Preble, 1997) 

Crisis 
management 

Scenario planning Transformation 
economies of East and 
Central Europe 

 
(Pollard, 2008) 

 
Risk management 

 
Strategic planning 

Perception and reaction 
to high level of 
uncertainty in banking 
industry 

 
(Achampong, 2010) 

 
Crisis 
management 

 
Strategic planning 

Resilience in the time of 
crises in SMEs, New 
Zealand 

 
(Vargo & Seville, 
2011) 

Enterprise risk 
management 

Strategic planning Firms of insurance and 
financial sectors 

(Sax, 2015) 

Strategic planning 
 

Crisis 
management 

Political environment in 
Egypt 

(Karam, 2018) 

 
Preble (1997) explicated in his study that the integration of crisis management’s defensive 
capabilities into strategic management’s offensive positioning orientation can give a more 
comprehensive technique to the strategic management. He confirmed that crisis 
management is a strategic in nature, although some scholars opposed this idea such as 
(Drabek & Hoetmer, 1991) claimed that crisis management deals directly with the tactical 
decisions and actions. Preble also asserted that the strategic planning process resulted in 
strategies, it presents a strong defense in the competitive marketplace, so this process paid 
weak attention to defensive actions that could act to prevent unwanted and unexpected 
crises from happening due to the missing of crisis management in this process to deal 
effectively with these crises or external effects. To fill this gap, Preble argued that combining 
crisis management’s defensive capability for ending crises or their effects, with the strategic 
planning’s focus on market, will make the strategic planning process more comprehensive 
and effective. He concluded that a strategic management process which does not strive for 
high reliability and crisis preparedness is no SM process at all, and is useless.      
The general aim of the study of Pollard (2008) is to assess the significance of undertaking 
proactive crisis management in the setting of the strategy process within firms located in East 
and Central Europe. It is argued that firms can obtain major advantages by preparing for 
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emergencies in advance, and integrating them into the strategic management process. The 
presence of a crisis management plan is necessary but not adequate, as there is a danger that 
organizations ignore the warning signs or causes of a future crisis through over-dependence 
on the plan. In Pollard’s study, the concept of strategic management and crisis management 
lacked empirical content, so this lack limited the development of knowledge in this 
fundamental area. Considerably, the current crisis management literature covers one further 
gap in the context of drawing attention to the significance of external actions in the 
management of crises, such as, the role of the media (Pollard (2008). Therefore, further 
research into the integration and common areas of analysis is required. On that basis, this 
study is considered as an expansion for more development in theoretical and practical 
perspectives. 
In the study of Achampong (2010), the integration of the activities of strategic planning and 
risk management into one harmonized and comprehensive process is both rational and 
needed in order to create an interactive effect that influences the benefits of both processes 
and makes them mutually supporting. This incorporation also united the efforts of strategic 
planning and risk management committees in achieving the strategic planning aims that 
belong to developing the financial strength of a firm and finally fulfill its desired vision. 
Reviewing Achampong’s perspective, it was found that the result of his study agreed with the 
finding of this study in this regard. Furthermore, the incorporation of risk management and 
strategic planning must be supported by top administration. More importantly, the 
recommendation of this study was also sought by this study such as: a firm can incorporate 
its risk management into its strategic plan by involving it under proper planning goals, 
determining appropriate tactics, and assigning responsibility for the risk management 
objectives. Eventually, special training courses must be offered to members with risk 
management and to effectively form and carry out the risk management component of the 
strategic plan. 
Vargo & Seville (2011) clearly confirmed the common characteristics of integrating strategic 
planning and crisis management, finding the silver lining between the two concepts. Thus, 
these main concepts, deal with the future, deal with the weaknesses and threats, involve 
setting a plan, and involve organizational structures to implement the plan. Burnett (1998) in 
this context recommended seven types of opportunities that may appear in a crisis as a silver 
lining. First, champions are born; second, changes are increased; third, problems are faced; 
fourth, people can be changed; fifth, new strategies evolve; sixth, early caution systems are 
enhanced and finally, seventh, new competitors may arise. Consequently, by integrating crisis 
management into a firm’s strategic planning processes, strategies can be advanced to benefit 
from these silver lining opportunities during crises. So, the emphasis is typically on 
incorporating crisis management perspective into the strategic planning process to create 
more effective planning. Therefore, this study was adopted as it is comprehensively similar to 
the main idea of this study. Substantially, while some SMEs consider the precautionary 
measures as a call for action, others remain unprepared to cope with potential crises. Spillan 
and Hough (2003) found that SMEs focus mainly on those types of crises they have 
experienced before, underrating the risk of events they have no prior experience. In this 
respect, (Vargo & Seville, 2011) go along with this view of taking immediate actions towards 
possible crises.   
Sax (2015) clarified that there is a shortage of knowledge on how the enterprise risk 
management (ERM) frameworks add value and develop firms’ organizational performance. 
The study determined the theoretical gap in ERM research by presenting evidence that an 
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integration of risk management and strategic planning is necessary to attain all of the benefits 
and possibilities that ERM has to offer. Consequently, much of literature in strategic 
management has referred to strategic planning as a vital process to firms to strategically 
manage uncertainty and to ensure that the firm continues to operate in the future with all 
effectiveness and efficiency. In recent years there has been an accelerating attention of 
inserting ERM within the strategic management processes. As well, ERM has presented a turn 
on how firms cope with risks and ERM is increasingly considered as an essential management 
device that totally evaluates and manages all the risks confronted by a firm. Highlighting the 
point of integration of risk management and strategic planning is a dire need to gain all 
benefits and possibilities that ERM has to provide. This result is also sought by the researcher 
in order to respond to these calls and aims to add to the emerging ERM literature, as well as 
the strategic management literature, by raising the perception of the relationship between 
the two concepts.  
Lastly, a study which was conducted by Karam (2018) referred to the important role of 
strategic planning in the time of crises to enhance the hotels’ ability in order to survive and 
thrive in crises, particularly in hospitality industry in the service sector. However the weakness 
of the management to respond to the impacts of crises, let many countries and big institutions 
suffer huge pressures and burdens on business. So they are in need to plan and think 
strategically during a crisis by managing both the positive opportunities and negative threats 
that crisis constantly presents. Consequently, organizations need to plan for crisis alongside 
as strategic planning that have not yet been incorporated or integrated. In this context, Karam 
(2018) claimed that managers who effectively work out the strategic planning activities are 
less escapable and able to manage the crises either by using the style of cooperation, 
confrontation or containment. Therefore, hotels should utilize a strategic approach to crisis 
management by embodying crisis management in the strategic process as an essential and 
integrated part in strategic planning. Fundamentally, the study of Karam (2018) has strongly 
recommended future studies to integrate the crisis management perspective into the 
strategic planning process in order to advance the capability of firms not only to survive but 
also to prosper. 
Based on the above studies, the researcher sought to support the perspective of (Preble, 
1997). This study highlighted the main variables presented in the study professionally and in 
detail. The conclusion of that study was the strategic process which does not contain crisis 
management perspective is a vulnerable process and need to be protected by this shield and 
need to be enriched with this concept. Therefore, this study undoubtedly identifies the most 
important strengths that can be added to the strategic plan, leaving no areas of weaknesses 
in the face of crises, whether internal or external, especially in economically or politically 
volatile environments. 
Many theories have attempted to explicate strategic planning processes in firms. Literature 
points out to the better management as a function of strategic planning performed by firms. 
So the Dynamic Capabilities Theory (DCT) is used in this study (Teece et al., 1997). This theory 
facilitates the conception of the integration of crisis management into the strategic planning 
process. DCT focuses on firm competitiveness in inconstant environments. Teece et al. (1997) 
stated that ‘dynamic’ refers to a fast changing environment while ‘abilities’ include internal 
and external organizational skills, competencies and learning techniques. In this context, 
Teece et al. (1997) used the term “dynamic capability” to indicate to a firm’s capability in 
order to renew capacities and skills over time to fulfil similarity with external environments. 
In their contribution, Teece and his colleagues argued that dynamic capabilities theory 
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empowers firms to combine, establish, and reconfigure their resources and potentials and 
thus, keep good performance in the face of uncertain business environments. This theory is 
the most appropriate theory when searching about strategic processes in volatile 
environments. In a completely unstable environment, the aspect of dynamic capabilities is 
viewed to be supportive in developing a framework to realize why some firms succeed or fail 
to escape and prosper in the time of crises (Kitching et al., 2009). It has been claimed by 
authors such as Eisenhardt & Martin (2000) and Bustinza et al. (2010) that dynamic 
capabilities allow firms to change their resources and strategies to the best and also in coping 
with the external environment to incorporate, build and form internal and external 
competencies or skills to quickly address the challenging surroundings. Consequently, it is 
argued that firms with strong dynamic capabilities are highly risk-taking because they are 
adapted to the business system and can respond to crises through new innovations (Teece, 
2007). 
 
Methodology  
Study Design and Sampling  
The population is the specific group that is considerable for the study project which has the 
relevant data for the study. Generally, the target population has to be recognized. According 
to Sekaran (2003) as mentioned previously that the target population refers to a group of 
people that have the same features and positions. In this study, the high official managerial 
level which consisted of managers working in GEDCO in Gaza Strip are the target population 
(MAS, 2015). They were selected as the target population since these positions were 
considered the main essential levels in the organizational chart especially in regard to 
influencing the strategic planning process and the extent of their effectiveness in confronting 
the crises. In fact, they are responsible for the most critical operations and duties in these 
firms, besides leading the teamwork and most employees in the workplace. Furthermore, 
they were involved in the direct dealing with the top management in firms such as general 
managers and consultants. 
Significantly, the unit of analysis of this study, was individuals' unit since it measured the 
perceptions of managers in the service sector firms specifically in the electricity company 
which is GEDCO. In this context, the study sought to investigate the crisis management 
perspectives among managers and their influences with integrating crisis management into 
strategic planning process regarding the service sector firms. Research questions determined 
the unit of analysis where it was considered as the prime purpose in this study. 
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Figure 1 Organizational chart of GEDCO 

 
 
The total population of the study as identified was 120 full time managers working in different 
units of the company. the questionnaires were translated to Arabic as well as the interviews 
were transcribed and translated also  to Arabic language to be understandable and clear to 
respondents in order to give correct answers as this will facilitate the process to be properly 
done. 
 
Sampling Method 
The quota sampling method was used in this study, to conduct the research, authoritative 
sampling, and a selective or subjective sampling as it is one of the types of non-probability 
sampling technique. Non-probability sampling concentrates on sampling techniques where 
the units that are tested based on the judgment of the researcher and the criteria required, 
if it comes to choosing the units (e.g., people, cases/firms, events, information of data) that 
are to be under focus. That is, choosing the quota sample was essential to the quality of data 
collected (Yang & Banamah, 2014).  
Quota sampling can be used to monitor the number of respondents that are allowed to 
complete a survey based on particular traits like age, gender, race, and location knowledge 
and practical experience. Additionally, it was possible to use when a limited number of 
individuals have the same traits of interest. Particularly, when the researcher needs to study 
a certain cultural domain in social sciences with experts, the quota sampling technique is the 
most effective technique to be used. The use of quota sampling is acceptable and even 
necessary. As well, since the researcher has defined the sampling method, the study aims to 
investigate how management within service sector firms make strategic plans during crises. 
Basically the researcher divided the target population into subgroups based on some specific 
known characteristics, traits, or interests, then collected data from identified number of 
people in those subgroups. 
On the other hand, the interview is considered to be the most essential and important 
qualitative research source because it is a guided conversation rather than structured 
enquiries (Yin, 2013). So it suggested having descriptions about the actual life of the 
interviewees in regard to interpretation of the meaning of the phenomena. Moreover, the 

Operational Level

Managerial Level

Executive Level

Political Level
Genereal 
Manager

CEO

HR 
Manager

Internal 
Audit Unit

Planning 
Dept.

Financial 
Manager

Accounting 
Dept.
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interview provides the opportunity to deeply investigate new information and accordingly 
opens up new dimensions. So, the interviewer concentrated on the questions on the real-life 
experiences (Saunders et al., 2009). Normally interviews are used when doing a case study 
research in qualitative methodology whether it is fully or partially (Hancock & Algozzine, 
2015). The semi-structured, open-ended questions were adapted in order to explore the 
research questions. Semi-structured questions help to cover all parts of the actions which 
supposed to be explored and investigated during the practices of crisis management and 
strategic planning. Further, open-ended questions allow the interviewees to describe or 
define a situation or event in a proper way (Saunders et al., 2009). The interview questions 
may differ according to the interviewees’ backgrounds, positions, or organizational contexts, 
taking into consideration the research questions. 
Thus, using a semi structured interviews process, seems to be more suitable for this study. 
The collection of data was conducted through face-to-face, visiting the respondents in their 
offices at work. The attendance of the researcher may bias responses in interview as claimed 
by (Creswell, 2009). Therefore, the researcher was much concerned to create very relaxed 
atmospheres during the process of data collection for example using ice breaker questions at 
the beginning. Further, the interview respondents were carefully selected to be able to fill in 
the blanks needed addressing issues not covered in the study. The selected respondents are 
mainly top managers of the firm and hold positions of unit heads or supervisors. The summary 
of the data collection for qualitative method and interviews are presented in table 2. 
 
Table 2  
Interview Elements & Description 

 
Elements 

 
Description 

Case study company 
(GEDCO) 

The central focus of this study is to evaluate the effectiveness of 
strategic planning processes by integrating crisis management 
into those processes in times of crises.   

 
Sample location 
Gaza Strip – Palestine 

The criteria for choosing this case study is that it is considered 
as a representative for the service sector firms to develop 
strategic plans for dealing with external effects. Interviewees 
were selected based on their levels of experience, expertise and 
knowledge in the field and practice of crisis management and 
strategic planning.  

 
Sampling strategy 

The sampling method was quota technique to select the better 
knowledgeable interviewees capable to answer questions 
relating to the study objectives. 

 
Sample size 

8 participants from top management were interviewed. This 
number is based on availability and number of people who were 
able to answer and ready to participate.  

Number of interviews 
(8) and duration (30 - 40 
minutes). 

The interview took an average of 30–40 minutes for each 
interview. Semi-structured interview was used and answers 
related to the research topic as a whole were allowed. 

Source: Adapted from Alteneiji (2015). 
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Semi-structured Interviews  
The semi-structured interviews were adapted in order to explore the study questions. Semi-
structured questions help to cover all parts of the actions which supposed to be explored and 
investigated during the practical processes of the integration of crisis management and 
strategic planning. The interviews were conducted among 8 top managers who had 10-15 
years of work experience in crisis and strategic management field inside the Gaza Electricity 
Distribution Company. Totally, interviews were conducted in 2 weeks with the highest 
positions in the company.  
The interviews were conducted inside the Gaza Electricity Distribution Company (GEDCO). 
Initially the researcher distributed interview forms to each one of the interviewees including: 
position held, department/division, educational status, years of experience, purpose of this 
interview, topics to be covered, approximate time to be taken, confidentiality considerations, 
permission for video recording, interview questions, conclusion and appreciation and finally 
any remarks regarding the interview. Noticeably, the interview questions of the study were 
adapted from several authors such as (Ozcan, 2015) for crisis management variable. Alotaibi 
(2013) for the strategic planning. All questions were finalized and validated by experts and 
academics. Totally, interviews were conducted in 2 weeks with the highest positions in the 
company as shown below: 
 

Table 3 
List of interviewees at GEDCO, Palestine 

 
Gaza Electricity Distribution Company (GEDCO) 
 

No. Interviewees Position 

1 A Board of Directors 

2 B Board of Directors 

3 C GM of The Company 

4 D Senior Manager of Strategic Planning Department 

5 E Manager of HR Department 

6 F Manager of Public Relations Department 

7 G Manager of Financial Department 

8 H Manager of Corporate Communications Department 

 
Thematic Analysis  
The main method of analysis for the qualitative interview data in this study was thematic 
analysis as recommended by previous studies such as (Eppang, 2017; West, 2012). For 
instance, in the study of West (2012), the thematic analysis of interview data revealed that 
while living with chronic pain was generally a bad experience, the respondents also revealed 
a number of strength points, and ways of overwhelming the challenges of chronic pain that 
appeared clearly in the themes: Recognizing individual strength; Looking for the positives in 
life; Accepting the pain; and Learning to accept assistance. So finally, the study revealed the 
impact of chronic pain to be widespread, resulting in physical, social and emotional changes 
for family members. According to Braun & Clarke (2013) thematic analysis can be used to 
develop a detailed descriptive explanation of a phenomenon or its features. As they claimed 
also that thematic analysis is a method if identifying, analyzing and reporting themes or 
patterns within data.  
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Thematic analysis of interview data in this study, revealed that integrating crisis management 
into the strategic planning process is totally a positive experience, the participants as well 
revealed a number of strengths and ways of overcoming the provocations of crises, classified 
in the themes by recognizing those crises, looking for opportunities, taking the pains and 
lastly, learning from crises. 
 
Results and Discussions  
Demographic Details of Respondents 
This section presented the demographic information of respondents retained in the study. 
The specific demographic information sought in the study included the respondents’ gender, 
education, years of experience and position obtained. The descriptive results revealed that 
total numbers of male and female participated in the questionnaires were 86 males and 23 
females respectively which showed the majority of respondents were male, by 78.9% of the 
total. 
In terms of educational qualification showed that the bachelor degree holders constituted 
the majority of the respondents (n=74; 67.9 %). The second largest group comprised persons 
with Diploma (n=23; 21.1%). Master’s degree holders made up a total of 11%, (n=12). 
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Table 4: Respondents’ Demographic Profile 

Demography Frequency Percent % 

GENDER  

Male 86 78.9 

Female 23 21.1 

EDUCATION  

Diploma level 23 21.1 

Bachelor’s degree level 74 67.9 

Master’s degree level 
 

12 11.0 
 

YEARS Of EXPERIENCE  

1 – less than 3 18 16.5 

3 – less than 5 5 4.6 

5 – less than 7 6 5.5 

7 – less than10 27 24.8 

Above 10 53 48.6 

POSITIONS  

Manager 18 16.5 

Head of Dept. 37 33.9 

Head of Division 12 11.0 

Line Manager 9 8.3 

Supervisor 7 6.4 

Technical Engineer 9 8.3 

Accountant 9 8.3 

Secretary 3 2.8 

Admin Assistant 5 4.6 

 
Qualitative Analysis Procedure 
A fast glance on the practical aspect on the strategic planning process that is operated in 
GEDCO by the top management team and planners in the company. Thus, the steps that the 
top management applied for the strategic planning process included: developing vision and 
mission, creating goals and selecting strategies, considering the external environment using 
PEST analysis and internal environment using SWOT analysis to have an effective strategic 
planning (Mintzberg, 1998). In particular, several steps have been created to practically 
integrate the rapidly evolving crisis management into the strategic process, and there is a 
general consensus about the most important ones that include: 
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STEP 1: Analyzing the common values and experiences of staff and board to organize a 
meeting or a workshop to facilitate crisis management and strategic planning.  
STEP 2: Reviewing and updating a Mission Statement for the firm.  
STEP 3: Analyzing the firm’s external environment (“PEST” – economic, social, and 
technological factors) and internal environment (resources or inputs, processes, and 
performance or outputs).  
STEP 4: Conducting a SWOT analysis (assessing the firm’s internal strengths and weaknesses, 
and its external opportunities and threats) mainly to manage crises as planned.   
STEP 5: Creating small groups for more in-depth planning activities for crises that occur in 
main areas.  
STEP 6: Reviewing the firm’s existing strategic plan of the crisis to recognize aspects of the 
plan that are still strategic, particularly those that are no longer strategic due to changing 
environments and crises effects.  
STEP 7: Presenting a view of where the firm should be in 3-5 years from today. 
STEP 8: Identifying the strategic issues confronting by the firm.  
STEP 9: Formulating goals and strategic objectives to address major crises confronting the 
firm and to ensure its longer term growth and sustainability.  
STEP 10: Developing work plans that show particular activities, responsibility, resources 
needed, and indicators by which performance will be tested during and after the crisis.  
STEP 11: Identifying new steps for resource recruitment and creating a financial plan costs 
activities and outlines approaches for generating enough revenue or funding.  
STEP 12: Preparing the written five-year strategic plan (mission statement, environmental 
analysis, strategic problems and strategic objectives, activity plans, sustainability, financial 
plans, crisis plans, monitoring and assessment of procedures).  
STEP 13: Seeking approval and disseminating the crisis plan to staff, stakeholders, and 
potential donors, using this as an opportunity to market the firm or to build useful working 
relationships and coalitions.  
STEP 14: Implementing the plan as a base for setting performance standards, decision-
making, planning, observing, and resources allocation.  
STEP 15: Using and evaluating the crisis plan systematically, updating after two or three years 
if needed. 
Therefore, the first sub question which is: how crisis management works in the strategic 
planning process in GEDCO? Was answered by showing the above steps of the strategic 
process in order to fulfill the objectives in confronting crises.   
Accordingly, it is strongly recommended that crisis management should be integrated into 
the strategy process. In this context, GEDCO worked on such integration in the strategic 
planning process as the top management team have many more steps to assimilate some 
dimensions of crisis management into the strategic planning process and to be involved in the 
process such as: crisis proneness and crisis preparedness in terms of dealing with internal and 
external crises. Both of these systematic dimensions indicated to such approach which is the 
proactive approach as to be considered to have a successful integrated process. Therefore, 
crisis proneness and crisis preparedness are to be integrated into the strategic process for 
offering substantial advantages particularly for minimizing the possibility of crises occurrence 
in the company. Whereas, the second sub question which is: Who are the main influencers in 
the strategic process? Was answered by showing the aforementioned managers and their 
influence on making decision related to the company’s strategic issues, internally and 
externally. 
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Significantly, all interviewees in the study stressed on the integration of crisis management 
including crisis proneness and crisis preparedness into the strategic planning process in the 
time of crises. This contributed to the most of the strategic processes to be effective, practical 
and very distinguished from any other process. Without a doubt, the respondents’ 
confirmation was totally agreed with the recommendation of Preble (1997), adding crisis 
management’s capability to strategic planning can produce a more comprehensive approach 
to the strategic planning process in firms for making strategies that deal with crises. In fact, 
this orientation can strongly supply firms with a defensive capability for preventing crisis 
growths or diminishing their effects. Another way of thinking as argued also by Vargo & Seville 
(2011) about this point in the context of resilience aspect. As this aspect is considered the 
ability of a firm to survive and succeed, both in good times and in bad times. Basically, the 
conducted interviews in the study added very distinctive information on the integration of 
crisis management into the strategic planning process and its influence on this process in the 
company. 
To clarify more regarding the integration, respondents determined elements to define 
accurately and professionally crisis management from the strategic process view as 
integrated strategic process in the company. Some explanations supported this view, 
according to the respondents’ standpoints: crisis management must be integrated into the 
strategic planning process in the company to deal professionally and seriously with all crises, 
especially external ones. Importantly, scenario planning as a first step to have better 
integration process, should be included as a part of crisis management plan for decision 
making preparation process. Therefore, scenario planning is vital to develop a strategic plan. 
As it levels the company up from crisis-prone to crisis-prepared and gearing up for external 
effects. This consensus of respondents explained how and what is the best way to integrate 
crisis management into the strategic planning process as the best method to deal effectively 
with crises. 
The coding of interviews conducted was done based on predetermined themes. These 
themes were mainly based on the study questions, reflecting on crisis management and 
strategic planning, attitudes toward the integration of crisis management into the strategic 
planning processes in the service sector firms, challenging factors, and organizational 
influencing factors. The coding of the interviews was performed based on predetermined 
themes. 
 
Crisis Management is a Part of Strategic Planning   
Some of the respondents that defined crisis management from the viewpoint of the process 
for more effectiveness, used particular components to describe crisis management as a 
creation of certain practical perspective or even how to be integrated into strategic process 
in the company. However, the respondent E & H, had different views in this regard. 
Respondent E, argued that “Crisis management and its results are not final, but temporary, 
and therefore its treatment is also impermanent, not like strategic planning. Its characteristics 
differ somewhat from planning. Specially in our actual life, there is inaccuracy in information, 
data, and negative employee attitudes towards any plan, incorrect forecasts and assumptions, 
neglect of the human side, which leads to workers' opposition to the plan and obstruction to 
its implementation and reliance on external bodies in developing the plan and not taking into 
account the change in reality such as the type of economy and the financial position of the 
organization. Therefore, we do not consider crisis management to be part of strategic 
planning because it requires a lot from us. It is possible to manage the crisis without formal 
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planning for the reasons I mentioned above”. On the other hand, there were many different 
opinions other than the two prior views regarding this issue “Standards vary according to 
types of crisis. Strategies are taken to cope with the crisis to be treated and dealt with such 
crises”. Respondent A.  
“First is the criterion of high efficiency for those who will lead the process of dealing with the 
crisis in a practical and effective manner. In other words, crisis management is an integral part 
of strategic planning in our company to deal professionally and seriously with all crises, 
especially external ones, as they are more severe to our works”. Respondent A, B, C & D. 
“Use the strategic plan is needed in this case in order to apply it as a master plan to achieve 
our desired goals and also to serve our publics as much as possible”. All in all crisis 
management perspective should be incorporated in the strategic process to produce a resilient 
and effective process that provides more strategic solutions in confronting crises internally 
and externally”. Respondent F.  
“It is so important in this case and it should be taken into consideration for those who will lead 
the process of coping with the crisis in an effective way. So it is recommended to achieve this 
efficiency, crisis management as a perspective supposed be involved into strategic planning. 
Therefore, we keep endeavoring to use every possible facility to keep up the good work”. 
Respondent G. 
 
Table 5: Crisis management is an integral part of strategic planning 

 
Response 
Codes 

Crisis management is a 
part of strategic 
planning 

A √ 

B √ 

C √ 

D √ 

E  

F √ 

G √ 

H  

Total 6 

 
Percentage % 

 
  75% 

 
Crisis Management within Strategic Planning Process in the Company  
Joining the crisis management’s capacity to the strategic planning’s process in service firms 
can produce a more broad approach to the strategic planning of the company. Thus, 
integrating this capability into the strategic process can give the company with a defensive 
competency for preventing crisis developments or lessening their effects if a crisis occurs. The 
process which develops strategies, can successfully take advantage of a firm internal 
strengths, minimize weaknesses, and confront threats that threaten the firm in order to take 
opportunities originating from the market environment or by the reducing or redesigning of 
potentially harmful products or services. Accordingly, some responses supported this 
approach. 
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Steps in the Strategic Planning Process 
“It is notable that in our company, there are several experts or facilitators vary the sequence 
of these steps, but there is a consensus about the most important ones as following: 

- To analyze the values of staff through meetings and workshops to facilitate strategic 
planning. 

- To review, update and set a mission statement for the company. 
- To investigate the company’s external environment using PEST analysis: political, 

economic, social, and technological factors.  
- To conduct a SWOT analysis (evaluating the company’s internal strengths and 

weaknesses, and its external opportunities and threats). Stated by the member of the 
board (Respondent A) who was interviewed by the researcher. 

“For sure, we follow several practical steps in our strategic processes in the company such as: 
Creating small groups for more deep planning activities in main areas. Reviewing the 
company’s existing strategic plan to define aspects of the plan that are still strategic, those 
that are no longer strategic due to changing environments, and gaps that should be 
addressed. Improving a vision of where the company should be three to five years from today 
“vision of success”. Defining the strategic issues facing the company. Formulating goals and 
strategic objectives to treat major issues facing the company and ensure its longer term 
growth and sustainability. Stated by the general manager (Respondent C). 
 
“Yes,.. there is constant planning by top management to develop work plans showing specific 
activities, persons responsible, resources needed, and indicators by which performance will be 
measured. In addition to seeking the approval then distributing the plan to staff, stakeholders, 
and potential donors, using this as an opportunity to market the company or to build useful 
working relationships and coalitions. Finally using and reviewing the plan systematically, 
updating or revising it after two or three years, if needed. Stated by the senior manager of 
strategic planning department (Respondent D) and agreed by the rest of respondents who 
were interviewed. 
 
Integrating Crisis Management into the Strategic Planning Process 
“In our company preparing for the crisis is very essential point especially in the present 
unstable environment. In crisis time, it is significant to utilize crisis management in the 
strategic planning process in order to manage crises effectively. The result of the incorporation 
is that the company can prepare for crises and achieve the aspect of resilience in any strategic 
plan. So flexibility in this context is not only to escape peacefully but also to keep on discipline 
and consistency, in all times. Additionally, crisis proneness and crisis preparedness in terms of 
dealing with internal and external crises, are considered to be integrated into the strategic 
process for offering significant advantages mainly for diminishing the possibility of crises 
occurrence in the company. So, if crisis management is integrated into the strategic planning 
process as a dynamic tool, the company is enabled to shift from crisis-prone to crisis-prepared. 
Stated by the senior manager of strategic planning department (Respondent D) who was 
interviewed by the researcher. 
He continued… “the outstanding role of strategic planning in times of crises and its relation to 
crisis management is remarkably considered. Managers constantly should be working on 
making crisis management as an integral pillar of strategic planning. So, managers should use 
a strategic approach to crisis management by embodying crisis management perspectives in 
the strategy process.  



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN ACCOUNTING, FINANCE AND 

MANAGEMENT SCIENCES  

 Vol. 1 1 , No. 3, 2021, E-ISSN: 2225-8329 © 2021 HRMARS 
 

756 
 

This opinion was also agreed by the other respondents that the incorporation of crisis 
management in the strategy process, helps developing the efficiency of managing crises and 
improving the strategic performance of the company. The adoption of strategic crisis planning 
is the typical method to integrate the two disciplines because it increases the effectiveness of 
managers particularly in dealing with crises. A table as shown below summarized the 
standpoints of the respondents in the study A, B, C, D, E, F, G & H. All of them concluded that 
any strategic planning process, that does not strive for high reliability of planning and crisis 
management, is not a trustworthy strategic process at all. 
 
Table 6 : Crisis Management within strategic planning process 

Response Codes Steps in the strategic 
planning process 

Integrating crisis management into 
strategic planning process 

A √ √ 

B √ √ 

C √ √ 

D √ √ 

E √ √ 

F √ √ 

G √ √ 

H √ √ 

Total 8 8 

Percentage % 100%  100% 

 
Crisis Management Integrates into the Strategic Planning Process 
Based on previous studies, crisis management is strategic in nature and it should be integrated 
into strategic planning process. Tony Jaques (2010) claimed that in order to help avoid such 
organizational crises, leaders need to integrate crisis management into the strategic planning 
process to make sure a no-fault environment to encourage reporting of possible failures and 
errors and to be prepared in order to willingly accept bad news and unusual results. According 
to Karam (2018), crisis management is highly recommended to be integrated into the 
strategic processes in firms based on the similarities between strategic planning and crisis 
management and the positive correlations between both constructs. In line with Jayathilake 
(2012), the strategic planning is positively correlated with crisis management. Thus, it is 
confirmed that crisis management should be a vital part of the strategic planning process that 
companies embrace (Evans & Elphick, 2005). Accordingly, firms must develop crisis 
management and integrate it into the strategic planning process (Higley, 2006).  
Supplementing to these results, some of the respondents that defined crisis management 
from the strategic process standpoint for more effectiveness, used particular components to 
describe crisis management as a creation of a certain practical perspective or even the 
possibility to be integrated into strategic processes in the company. Some of the explanations 
supporting this claim, according to the respondents’ views. Such as, Respondent A when he 
confirmed that: “Strategies are taken to cope with the crisis to be treated and dealt with such 
crises systematically and strategically”. So, crisis management should be integrated into the 
strategic planning processes in our company to deal professionally and seriously with all crises, 
especially external ones, as they are more severe to our works”. He added significantly: 
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“scenario planning should be included as a part of crisis management plan for preparation 
and decision making capability.  
In the context of Gaza, the existence of a positive relationship between the availability of 
strategic planning and crisis management in the local bodies in Gaza Governorates is highly 
proved and must be considered and in political situations is more required (Al Shobaki et, al., 
2016). In another study in Palestine, which was conducted by Kattan et al. (2007), to 
investigate the effect of the crisis on strategy, it must be integrated in the strategic planning 
process particularly under environmental uncertainty in the context of the Israeli-Palestinian 
case. Therefore, this study findings indicated that there is a statistically significant correlation 
and positive relationship between crisis management and strategic planning processes. 
Consequently, the integration is important to rapidly evolving the crisis management with 
strategic planning. 
Concerning the interviews, overall respondents agreed about considering crisis management 
perspective and to be integrated into the strategic planning process as they considered this 
integration is the best way to overcome crises internally and externally specially during the 
geopolitical environment. The majority of respondents stressed on this point where they 
certainly learned from the reality they live and experienced different types of crises on daily 
basis. As said by the respondent A. All of us have experienced the geopolitical problems, 
therefore, solving all of these problems is very hard as if it is impossible to find immediate 
solutions for all of these big problems. As a result, this has provided strength and high 
experience to the company especially to cope with crises and minimizing their effects”.  
All in all, the interviewees largely commented and confirmed that the adoption of crisis 
management must be considered to be joined with strategic planning in order to increase and 
boost the effectiveness of strategic process in dealing with crises in such a situation like the 
geopolitical environment. Basically all respondents confirmed and recommended based on 
their different experiences, to integrate crisis management into the strategic planning process 
in order to have the best strategic solutions for confronting the internal and external crises 
and for dealing professionally and effectively with the different challenging organizational 
environments. Remarkably, all of the respondents are considered main influencers, as some 
of them usually participate in decision making and some of them such as: A, B, C, D, E actually 
have the responsibility to take actions concerning the strategic planning processes in the 
company.   
This study was conducted in a developing country and found crisis management as an 
effective concept is to be integrated with strategic planning process. Managers and 
practitioners of crisis management can play an essential role in improving different skills help 
in choosing the appropriate approach according to the nature of the crisis, which is equally 
important for strategic planning. The study explored the advantages of crisis management for 
experts and presented an applicable model in developing countries. Therefore, the 
conceptual model of this study was relevant to most of the service sector firms. 
Likewise, managers should learn and practice different crisis management approaches, since 
previous studies found that crisis management was most effective in the service sector 
(Maska et al., 2017; Priporas, & Poimenidis, 2008; Smith, 2005). That was beneficial for 
managers to overcome the crises and as a result, they can get great organizational success, 
but if they do not manage crisis proficiently, it may lead to failure. Besides, this is equally 
beneficial to managers to be experts in their fields and to learn how to play a role in a team 
in order to avoid organizational failures as well as to make a difference in their performance. 
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The major practical implication for this study was that the service sector managers should 
consider the significant role of strategic planning in uncertainties and its close connection to 
crisis management. Hence, managers in those firms should work on making crisis 
management as an integral part with strategic planning. GEDCO should employ crisis 
management perspectives to strategic planning by embodying these perspectives into the 
strategy process. The study promoted the integration of crisis management into a firm’s 
strategic planning process. Promoting the adoption of strategic crisis planning was a 
systematic method to join the two disciplines because it increases the effectiveness of firms’ 
managers especially in dealing with crises. 
 
Conclusion  
This paper has discussed the basic similarities in order to define an inevitable link between 
strategic planning and crisis management in order to provide several areas for integration 
opportunity. A key benefit is, adding crisis management capability for preventing crises or 
reducing their effects to strategic planning’s focus on markets and competition to make the 
strategic planning process more comprehensive and effective. Moreover, there is a need for 
this integrated process which represents ideal training tools to bring the discussion of crisis 
management issues directly into the business environment of firms. Furthermore, it is 
expected that the direct inclusion of crisis management in strategic planning process could 
offer a positive motives to push forward the limitations of strategic planning and therefore 
contribute to the scientific progress. It should also alleviate many of the difficulties that hinder 
crisis management from spreading and legitimize it in the minds of firms’ managers. Finally, 
the strategic planning process that does not strive for high consistency and crisis 
preparedness, is a process that is subject to failure at any time. 
Theoretically, the study was successfully applied the Dynamic Capabilities Theory to come out 
with effective and positive findings that can be applied suitably in the context of the service 
sector firms. According to Baretto (2010), the dynamic capabilities perspective especially in 
the field of strategic management, focused on the strategy implementation that was provided 
by a certain resource over time to handle changing business environments. Similarly, (Teece, 
2007) argued that the dynamic capabilities framework, enabled firms to renew competencies 
and strategically manage the internal and external organizational skills, routines and 
resources required to keep the strategic performance in the face of any challenging business 
conditions. He viewed dynamic capabilities as the firm’s ability to integrate, build, and 
reconfigure internal and external competences to address rapidly changing environments. 
More significantly, this study underlined the applicability of dynamic capabilities theory in 
understanding how firms used dynamic capabilities to create and sustain a strategy by 
responding effectively to environmental changes (Teece, 2007). In brief, the findings provided 
additional support and added a further understanding that this theory helped firms to seize 
opportunities in order to successfully reallocate resources and adjust existing competencies. 
On the other hand, the contextual point of view confirmed that this study extended a more 
comprehensive understanding of what drove the level of promoting strategic planning among 
managers in the service sector firms. The positive direct relationship between crisis 
management and strategic planning has been established in the literature in different 
contexts (Karam, 2018; Vargo & Seville, 2011; Pollard, & Hotho, 2006). As well, the main 
practical implication for this study was that the service sector managers should consider the 
significant role of strategic planning in times of crises and its relation to crisis management. 
Managers in those firms should work on making crisis management as an integral part with 
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strategic planning as endorsed by the study respondents regarding the integration of crisis 
management into the the stategic planning process in the company.  
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