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Introduction
As a customer experience professional, your 

clients are always your first-priority. Keeping the 

business up and running at-all-times is key to 

(achieving, maintaining, ensuring) a genuine 

connection with their customers. 
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As we all know, things can change in an instant. Have you 

considered what your business would do in an 

emergency? Do you have a plan? Maybe this is 

something you have yet to address or think it’s too 

overwhelming to attempt. In fact, creating a Customer 

Experience Continuity Plan is a fantastic opportunity to 

protect your business, safeguard and enhance your brand 

and to support and protect your employees. 

Brands need to show they recognize how customers are 

feeling and align with their expectations in a time of 

need. Have you considered how a crisis would impact 

customer behavior? There is an actionable solution to 

meet customer expectations and protect their interests 

(and yours) in urgent situations. This is where the CX 

business continuity plan comes into play.
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What is a Business 
Continuity Plan?
A business continuity plan is an invaluable tool to protect 

your brand, business, teams and customers during a 

disaster or emergency. It gives you the opportunity to 

make thoughtful decisions in advance of a natural or 

man-made disaster.
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There are a multitude of benefits to having such a plan, primarily to 

create a resilient organizational and operational structure and to 

strengthen your company culture. Knowing there is a plan in place to 

handle such incidences creates a level of confidence in your 

employees that their leadership is fully prepared to handle whatever 

happens.

By being proactive, you minimize risk to your organization in a myriad 

of ways. A business continuity plan: 
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Enhances your business’s resiliency.
A continuity plan gives the opportunity to practice 

simulations of several scenarios, so all interested areas know 

exactly how to move forward to address issues. 

WHAT IS A BUSINESS CONTINUITY PLAN?



Protects your customers.
If you have all the points covered and actionable ways to deal 

with issues as they arise, you have created safeguards for 

customers so they can continue with business as usual.

Since you have shared your continuity plan with your clients, 

they know what they need to do, too, so together you can 

work to eliminate downtime and activate recovery 

programming. 

Avoids existential business threats.
Anything can happen, from a cyber threat to an economic 

recession, a global pandemic to man-made disasters or even 

intentional sabotage like arson. Maybe it’s weather-related, or 

it could be widespread utility failures. 
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Enables a quick recovery with minimal downtime.
With a tested plan in place, you can pivot to it immediately, as everyone is aware of 

their roles and responsibilities, minimizing impact to your business, employees, 

partners and clients.

Helps the business to stay financially viable.
Looking at every aspect from a cost perspective allows for thoughtful measures to be 

taken to reduce costs as needed, rather than panicking and making sudden decisions, 

which could impact the long-term health of the business.
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Employs a specific roadmap to recovery.
In times of crisis, having a tested and detailed plan helps everyone stay on track, from 

employees to customers to business partners.
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Motivates and empowers your employees.
With a plan where everyone already understands their part and how it affects the 

rest of the organization, your employees feel empowered and aptly able to 

handle the crisis with confidence. In difficult times, this brings teams together for 

a common cause and motivates and inspires everyone to accomplish their 

objectives. 

WHAT IS A BUSINESS CONTINUITY PLAN?



Protects your supply chain.
By developing disaster-recovery partnerships in advance, either by contracting with 

third parties or creating reciprocal agreements, you have all the steps in place to 

move quickly to recover without missing a beat.

Gives you a competitive advantage.
It’s likely some of your competitors will not have continuity plans in place, giving you 

an edge in your industry and enabling you to possibly gain new clients in the 

marketplace due to your nimbleness.
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Who Needs to Create 
the Plan?
Whom should you involve when developing your plan? 

Look to your organization’s key stakeholders. It’s not just 

your executive team. It’s also the IT department, 

operations, human resources and other teams. 
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Determine a group of 

decision-makers from each 

pertinent area of the company.

Also consider your direct 

team, vertical partners and  

key vendors.

Include your customers as a part of the team where it directly 

impacts them. Discuss your crisis plan-in-advance so they can ask 

questions, determine responses and immediately engage corrective 

steps on their side when the crisis occurs. 

Your core development team should work hand in hand to create a strategic plan. Ideally, this team also will help push 

out the plan when it is complete and keep it up to date. Incorporating your customers into the planning ensures 

complete buy-in and total confidence when it’s “go time”.

WHO NEEDS TO CREATE THE PLAN?



When Should You Start 
Developing a Plan?
The best time to create this plan is NOW. Given recent 

historical events, it’s imperative to have guidelines to 

help your business and teams stay on track. It’s a living, 

breathing document that needs to be updated on an 

ongoing basis and reviewed—as a team—quarterly or, 

at a minimum, once a year.
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Where Do You Start?
When developing the plan, start with a Business 

Impact Analysis to identify risks and potential issues. 
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What is the recovery time objective?

This is the point in time when a function or process must be recovered before consequences occur and result in identified 
business impact. Map it out and then back it out—defining how much time it takes and what needs to happen during that 
timeframe for successful execution. 

What needs or measures are recommended?

Create a checklist - Assign tasks in advance, so teams can move right into execution without operational or 
customer impact.

Cover off on natural disasters and human error - Create an “if this, do that” set of scenarios This way, you 
have options in case you need to address something that might not have been considered and modify accordingly 
with your crisis team.

Organizational process and assuredness - Define framework for maintaining the same level of excellence in all 
aspects of your business during a time of crisis. Does this mean creating special task-force teams or bringing in 
additional part-time employees to achieve normal business flow?

Define the purpose of the plan and overview. Include what goals and objectives need to be attained? 

Is it keeping the doors open, or is it planning how to operate knowing there can be a certain amount of downtime with 
minimal or no impact to the business? Talk this through in advance so everyone is clear and has specific deliverables.
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WHERE DO YOU START?

What needs or measures are recommended? (continued)

Quality control - What layers of process need to be added or modified to ensure typical business 
operational integrity?

Risk management - Define in advance ways to minimize or eliminate risk. Are there areas that can be put 
aside for a limited time in order to focus on high priority issues and activities?

Reduce customer impact - What can be done to protect customer business during this crucial time? 
Does it mean adding more staff to teams or daily communications? Talk with your customers to level set 
expectations in advance of crisis and walk them through your continuity plan so they understand how they 
can help as well.

Keep up with industry standards - Part of the preparation is knowing local and federal guidelines, 
industry organization governance and more. Create a watchdog team to help stay on top of issues.

Determine the issues your clients will experience in a crisis and how you can help them - By 
simply having an early conversation, you might be able to alert clients or customers to things they can do to 
protect themselves—such as obtaining certain kinds of insurance or establishing third-party vendor 
relationships. Also, help them prepare together. Not only does this create trust and loyalty for your brand, 
but it also gives you an opportunity to show your leadership and how you put your client or customer first 
at every opportunity.



What Should the Plan 
Entail?
Now it’s time to decide what is needed to 

appropriately respond to multiple or even 

simultaneous disasters.
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Define the options and then: 

WHAT SHOULD THE PLAN ENTAIL?

Develop strategy/outreach plan/guidelines to 

determine how best to notify all audiences.

Create a preparedness calendar to address times of the 

year when disasters have a higher probability of occurring, 

such as during hurricane season. 

Prepare a tip sheet/checklist to share with internal, 

external and customer teams.

Define and review risk assessment to help create 

awareness of potential hazards.

Document step-by-step guide for various scenarios.
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Address financial considerations.

ü Consider what programs, operations and partnerships 
can be eliminated or reduced to keep the business 
thriving in a crisis. 

How can you acclimate your workforce?
ü Move to work-from-anywhere and eliminate office 

space.

ü Make sure your teams have adequate internet 
capabilities.

ü How will you adapt if there is turnover? Consider temps 
or consultants vs. full-time employees, for example.

Why a culture of caring matters: 
Empathy Pays Off for Businesses
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WHAT SHOULD THE PLAN ENTAIL?

https://workingsolutions.com/empathetic-economics-customer-experience/


Consider your cash-flow:
ü Forecast your finances for the length of the crisis 

and beyond to help adapt quickly to a new 
working model.

ü Collect any outstanding invoices and promptly 
send out notices on outstanding ones. Look at 
adding interest or fees for late payment. 

ü Are there any third-party relationships or 
contracts you can terminate or delay? If you have 
any contracts up for renewal, or there is anything 
non-essential to the core of your business, find a 
way to eliminate it, at least for the time being. 

ü Cut costs dramatically. Find ways to eliminate 
costs where possible, from overhead to office 
supplies to travel and entertainment.
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Define priorities for restoration of business processes:

ü What are the most critical functions? Which is the most 
time-sensitive? 

ü Prioritize from high to low.

Use technology as another set of eyes, ears and arms:

ü Can automated systems help to reduce wait times or 
divert issues to the appropriate teams, messenger 
services such as Slack or Microsoft Teams for high-
impact times?

Ascertain which operational areas should be focused on:

ü Determine if manual workarounds are viable.

ü Determine if and how you engage alternate sites or move 
business to other facilities. 

WHAT SHOULD THE PLAN ENTAIL?



Cover off on IT needs from services to employees to 
third-party vendors: 

ü Is backup tech necessary? Do you need additional 
generators, laptops for remote workers, connectivity 
from a source other than your business?

ü Engage vendors early so they are ready to hit the 
ground running.

Use technology as another set of eyes, ears and arms:

ü Can automated systems help to reduce wait times or  
divert issues to the appropriate teams, messenger 
services such as Slack or Microsoft Teams for high-
impact times?

Do You Have an IT Disaster Recovery Plan?
4 Steps to Creating One
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https://workingsolutions.com/call-center-security-tips/


Draft a crisis communications plan: 

ü Who is on your communications team?

ü Identify in advance who is authorized to speak on 
behalf of the organization and socialize your plan 
internally with all pertinent stakeholders.

ü Any business leader could be a subject-matter 
expert. Use your leaders to help define and voice 
issues. They should offer actionable solutions and 
communicate widely to their own networks and 
industry colleagues via blogs, social posts and more.
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Tough Times Call for Executive Insight

Is Your Disaster Recovery Plan Ready?

Preparing for Hurricane Season: 3 Important Customer Service Considerations

Hurricane Season is Underway - Best Prepare

5 Tips to Prepare for Disaster

WHAT SHOULD THE PLAN ENTAIL?

Need additional 

guidance? Read on: 

https://workingsolutions.com/tough-times-call-for-executive-insight/
https://workingsolutions.com/fire-season-business-disaster-recovery-plan/
https://workingsolutions.com/preparing-for-hurricane-season-3-important-customer-service-considerations/
https://workingsolutions.com/contact-center-world-mentions-wsol-news/
https://workingsolutions.com/call-center-predictive-planning/


The Plan is Done. Now 
What?
Don’t let the hard work go to waste. Make sure 

to communicate and continuously test different 
scenarios.

24



Overcommunicate
Communicate/review plan with all stakeholders. 
How should this be communicated?

Should you create text alerts 

for crisis communications?

How would you respond to 
the fluctuation in customer 

inquiries, via phone, email 

or chat? 

Should you engage with 

business process outsourcing 
(BPO) partners to assist? 

Would instructional or 

informational videos be 
helpful to send out at certain 

times to clarify issues in a 

simple, direct manner? 

Community management -
Should you partner with local 

agencies or community 

leaders?
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Knowledge bases (chatbots) -

Prep Q&As in advance, 

monitor and update, as 
necessary.

Social media toolkit - Craft as 

a reference for employees on 
what to share, terminology 

and how to respond to 

negative posts or comments.

Update your website and 

have downloads ready of 

templates, checklists and 
more to assist clients and 

team members. 
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Training
Have your teams run through different scenarios? When 

was the last drill?

You Have 24 Hours to Move Your Training Online -

Now What?

Are you prepared to evacuate contact center agents and 

shift work remotely in a disaster? Have you tried it? 

Timed it?

Lessons from the Pandemic: Transforming Digitally and 

Virtually

How stable and secure is your technology during these 

different scenarios?  What about your business 

partners?

Security Fundamentals: 5 Call Center Tips

Customer Data Protection: 5 Essential Tips

Test and Test Again

THE PLAN IS DONE. NOW WHAT?

https://workingsolutions.com/you-have-24-hours-to-move-your-training-online-now-what/
https://workingsolutions.com/pandemic-disaster-recovery-covid-19-tips/
https://workingsolutions.com/call-center-security-tips/
https://workingsolutions.com/customer-data-protection-tips/
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Keep It Current

Stay current. Review your plan often, ideally on a 

quarterly basis and, at a minimum, on a yearly basis. 

Things change quickly in this technical age, so be sure 

you can adapt quickly and remain flexible to ensure 

minimal impact.

Review third-party relationships to ensure outside 

partners are still able to assist as expected.

The Gold Standard
In this ever-changing world, successfully serving your clients and their customers remains the one gold standard. Preparing in 

advance and rehearsing all the different scenarios gives you the opportunity to safeguard clients, your business functionality, brand 

and teams. Get started today with these handy resource templates and checklists.

THE PLAN IS DONE. NOW WHAT?



Addendum: A Handy 
Resource Guide
Get started today with these handy resource 

templates and checklists.
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Checklists

q 11 Steps to Ensure CX Continuity

q CX Continuity Preparedness Calendar

Templates

q Risk Assessment

q Business Impact Analysis

q Organizational Structure/ Resource

Requirements

q Disaster Preparation Communication Plan

q Crisis Level Action for Hours 0-48

q Disaster Prep Quick Tips

ADDENDUM: A Handy Resource Guide

Government and Business Resources

q Disaster Assistance – Other Recovery Help

q Benefits – Disaster Relief

q CDC - Emergency Preparedness and Response

q FEMA – Disaster Preparation

q USDA – Disaster Resource Center

q Government – Disasters and Emergencies

q Ready – Disaster Preparation Assistance

https://wsmarketing.info/cx_campaign/steps_customer_experience.pdf
https://wsmarketing.info/cx_campaign/preparedness_calendar.pdf
https://wsmarketing.info/cx_campaign/risk_assessment.xlsx
https://wsmarketing.info/cx_campaign/business_impact_analysis.pdf
https://wsmarketing.info/cx_campaign/organization_structure.xlsx
https://wsmarketing.info/cx_campaign/disaster_prep_communication.xlsx
https://wsmarketing.info/cx_campaign/crisis_action_plan.pdf
https://wsmarketing.info/cx_campaign/quick_tips.pdf
https://www.disasterassistance.gov/get-assistance/other-recovery-help
https://www.benefits.gov/categories/Disaster%20Relief
https://emergency.cdc.gov/coping/government.asp
https://www.fema.gov/
https://www.usda.gov/topics/disaster
https://www.usa.gov/disasters-and-emergencies
https://www.ready.gov/


About Working Solutions:

Based in Dallas, Texas, Working Solutions is a recognized leader in virtual, on-demand and onshore contact center outsourcing. 

Founded in 1996, the private, woman-owned company draws on a network of 150,000+ home-based contractors across the United 

States and Canada to provide best-in-class customer service. Its remote workforce model enables businesses to deliver customer care 

in a crisis, such as the COVID-19 pandemic.

© 2021 Working Solutions Proprietary & Confidential


