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Abstract 

The crisis situation caused by the Covid-19 pandemic, which is still felt today, has an all-encompassing 
impact and an extraordinary degree of uncertainty. During the epidemic, in addition to health 
protection, the main goal of corporate crisis management is to maintain business continuity. In my 
present study, I am looking for the answer to which areas in this regard received more emphasis in the 
standard management systems. For the analysis, I used senior management interviews and 
questionnaires, as well as ISO standard analysis. The results show that in the crisis situation, the center 
of gravity in the management systems shifted towards leadership and communication. 
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1. INTRODUCTION 

In a crisis situation, the role of management is essential, how can they maintain the trust of the employees 
within the organization in an otherwise uncertain situation, how can they communicate in a crisis 
situation. In this article, I present what became the outstanding standard elements based on the secondary 
analysis of senior management interviews conducted in a crisis situation, as well as the primary 
questionnaire data collection, and how these standard requirements can be applied by market 
participants in a crisis situation. The ISO 9001 standard includes management involvement as one of its 
basic principles, and as a standard element it details the requirements that the top managers of an 
organization operating a management system must meet, similar to the requirements for communication. 
The ISO/TS 9002 standard helps organizations by providing assistance with the requirements of the ISO 
9001 standard as a guideline for management and communication requirements. The ISO 45001 
standard considers both areas as success factors, which key factors contribute to the effectiveness of the 
occupational health and safety management system. In this article, I will present what requirements the 
ISO 9001 management system standard assigns to the standard requirements for leadership and 
communication as priorities in a crisis situation, to what extent ISO/TS 9002 as a guideline standard 
contributes to the implementation of these requirements, and how the ISO 45001 standard helps the 
implementation of the relevant requirements. I also present that ISO 45001, as the first global standard 
for occupational health and safety, provides a uniform and clear framework for the proportional and 
proactive development of occupational health and safety management performance and communication. 

 

2. METHODS 

2.1. Analysis of top management interviews 

During my study, one of the methods used for the analysis was the secondary analysis of interviews that 
had been done in the past. By secondary analysis we mean the analysis of texts created earlier, by others 
and in the research of others. In order to examine the management system elements that came into focus 
in the crisis situation, I analyzed 18 interviews with Hungarian top managers. All this means that only a 
part of the original interview focused on the current topic, but at the same time, since the interviews 
were recorded with sufficient care, I was able to reanalyze them from the point of view of the topic of 
the article. Although the original interviews were prepared to answer particular research questions, and 
thus filtering out the information inherent in them, relevant to the topic, required more time and work, 
overall, access to relevant information was still faster than by conducting primary interviews focused 
only on the topic. In addition to credibility, the main motivating factors of the chosen method were cost-
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effectiveness and speed. However, I reinterpreted and reanalyzed these previously prepared interview 
materials from the point of view of my own investigation. 

2.2.  Questionnaire data collection 

Another data collection method used during the research was questionnaire data collection. Primary 
questionnaire data collection among domestic quality experts was part of a comprehensive research. I 
structured the questionnaire around 3 groups of questions. In the section before filling out the 
questionnaire, I briefly presented the purpose and background of the study. I asked the questions to be 
answered online using an application, which ensured faster and more efficient filling. I received a total 
of 37 evaluable answers, on the basis of which I performed the analysis. 

2.3. Document analysis 

In a document analysis, I analyzed the ISO 9001 quality management requirements standard and the 
closely related ISO/TS 9002 standard as a guide to the application of ISO 9001 requirements, as well as 
the ISO 45001 occupational health and safety management requirements standards in relation to 
leadership and communication requirements. 

 

3. RESULTS 

Figure 1 shows the importance of the role of management systems in a crisis situation. 

 

 
Figure 1. The importance of the role of management systems in a crisis situation (n=55) 

Source: Own editing 

 

Based on the total sample of 55 people, we can conclude that two-thirds of the respondents (65%) 
attributed an important supporting role to management systems in a crisis situation. In the current 
chapter, in the case of the following two areas, I will show how much the role of the elements of 
management systems has shifted in a crisis situation. 

3.1. Leadership 

The leadership are at the center of the effective management system standards. The importance of this 
was also confirmed by the distribution of responses shown in Figure 2, according to which 85% of 
respondents consider it important for leaders to play a role in a crisis situation. 
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Figure 2. Leadership role in a crisis situation (n=55) 

 

From the top management interviews, I provide the following specific examples of the importance of 
leadership in a crisis situation. 

 

In such a crisis situation, it is very important to convey to colleagues that we are in control and do not 
make decisions in a panic. This calms people even in the face of many negative external factors. 

 

I was able to stay calm and constantly convey to my colleagues that we know what needs to be done. 
So they remained calm. 

 

The ISO/TS 9002 [3] standard provides the following guidelines regarding leadership role and 
commitment. Among other things, top management proves its leadership role by taking an active role 
in supporting, promoting, communicating and monitoring the effectiveness and performance of the 
management system. This also applies to taking an active role in a crisis situation. In those organizations 
where the managers immediately took the lead of the crisis team in the situation, the employees there 
supported the manager in the management of the crisis with commitment and cooperation. Where the 
employees did not feel this managerial commitment, for example, the manager ran away from the task 
and responsibility, those organizations could not or only partially respond to the situation, and the 
employees were also uncertain about further management support.  

It is important that top management makes it clear that they understand and are accountable for the 
success of the system by taking responsibility for their actions. Although certain responsibilities and 
powers can be delegated, accountability must remain with top management even in a crisis situation. 
One person must take responsibility for their decisions, even in a crisis situation, whether they are good 
or not so good. You have to be at the head of your team not only when success and profit need to be 
"seized", but also in uncertain, crisis situations and during related decisions. 

In organizations where the results of the management system have been reviewed and developed by the 
managers from time to time in order to correct or improve the system or sub-processes, based on best 
practice, it should not be a big problem if the processes have to be reorganized with an immediate 
response to an unexpected situation. 

Managers who constantly involved, managed, supported and communicated with their employees 
contributed to the effectiveness of the management system. In these organizations, this  communication 
and support can work according to well-established practice even in a crisis situation. 
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As a final thought in relation to senior management, it should be mentioned that it is essential for the 
senior manager to support the other managers in their important leadership role, since these managers 
perform the daily tasks at all. 

3.1.1. Analysis of the standard requirement related to leadership 

At the heart of the effective management system standards is leadership and commitment, which 
provides guidance to the management of the organization in a crisis situation in accordance with the 
requirements of this standard. 

In this chapter, I present and analyze the standard regulations and guidelines related to leadership based 
on the ISO 9001, ISO/TS 9002 and ISO 45001 standards. 

Expectations related to leadership in the ISO 9001 standard 

The standard section of the ISO 9001 standard 0.2 Principles of quality management formulates 
leadership role as one of the most important principles in the operation of management systems as a 
quality management principle. 

The ISO 9001 standard details the relevant requirements in standard section 5.1 Leadership role and 
commitment, such as: 

The management 

- assumes accountability for the effectiveness of the quality management system; 

- ensures the definition of the quality policy and quality goals, as well as their consistency with the 
organization's environment and strategic direction; 

- ensures the integration of the requirements of the management system into the organization's business 
processes; 

- promotes a process-based approach and the application of a risk-based way of thinking; 

- ensures the availability of the resources necessary for the management system; 

- communicates the importance of meeting the requirements of the effective quality management system 
and related to this; 

- ensures that the management system achieves its planned results; 

- involves, directs and supports employees in contributing to the effectiveness of the management 
system; 

- promotes development; 

- provides support to those in other important management roles so that they can prove their leadership 
role related to their areas of responsibility. 

Based on a review of the ISO 9001 standard, it can be concluded that although it details the standard 
requirements for leadership and commitment, it does not provide guidelines for specific implementation. 

Overall, it can be said that the ISO/TS 9002 standard provides appropriate guidelines and examples for 
organizations to interpret and properly use the requirements of the ISO 9001 standard in their daily 
operations. During the analysis, however, we also had to draw the conclusion that while the ISO 9001 
standard, as a management system standard defining basic operational processes, does not fully assist 
organizations in interpreting the requirements, because it is necessary to use ISO/TS 9002 at the same 
time to apply ISO 9001 standard as guidelines. The ISO 45001 Occupational health and safety 
management system standard, as I will present in the next chapter, is a requirement standard in itself 
together with an application guide. 

Leadership requirements and guidelines in the ISO 45001 standard 

The ISO 45001 standard was chosen during my analysis because one of the great advantages of the 
standard is that, as a requirement standard for the occupational health and safety management system, 
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the management system approaches the requirements with an occupational health and safety 
management focus and also provides guidelines for the implementation of the requirements. 

In the study, I analyze the ISO 45001 standard's chapter on leadership from the point of view of 
occupational health and safety, which helps the management of the organization in crisis situations in 
interpreting the requirements with a focus on occupational health and safety management. 

The 0.3. In the Success Factors chapter, the standard defines the role, commitment, responsibilities and 
accountability of top management as a success factor. It is also a success factor if the top management 
of the organization creates, directs and supports a culture that supports the planned results of the ISO 
45001 system. 

The ISO 45001 requirements standard, in addition to the requirements of the ISO 9001 standard, 
formulates additional requirements regarding the Leadership role and responsibility standard 
requirement, such as: 

Leadership must demonstrate leadership and commitment to ISO 45001 by 

- assume overall responsibility and accountability for preventing work-related injury and ill health, as 
well as ensuring safe and healthy workplaces and activities; 

- develops, manages and supports a corporate culture in the organization that promotes the planned 
results of the occupational health and safety management system; 

- protects employees from sanctions when they report events, dangers, risks, and opportunities; 

- ensures that the company develops and implements processes for consultation with employees and 
their participation; 

- supports the creation and operation of health and safety committees. 

The leadership role and commitment of the organization's top management, which includes awareness, 
receptivity and active support and feedback, is critical to the success of ISO 45001 and the achievement 
of the desired results. The responsibility of top management is therefore specific, in which it must 
personally participate or which it must manage. 

Individual and group values, attitudes, management practices, perceptions, preparedness (competencies) 
are the patterns of activity that determine the commitment to the occupational health and safety 
management system, as well as its style and professionalism. Also important is the active participation 
of employees, cooperation and communication based on mutual trust, as well as trust in the effectiveness 
of preventive and protective measures, which contribute to the operation of ISO 45001. One way for 
management to demonstrate leadership is to encourage employees to report incidents, hazards, risks and 
opportunities, and to protect employees from sanctions such as threats of dismissal or disciplinary action. 

In summary, we can state that of the three analyzed standards (ISO 9001, ISO/TS 9002 and ISO 45001), 
the ISO 45001 standard fully covers the role of management. 

3.2. Communication  

Managing a crisis situation is impossible without internal and external communication. As a result, 
compliance with these standard requirements must also be a priority in management systems. 
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Figure 3. Communication role in a crisis situation (n=55) 

 

This was also confirmed by my own results, as 90% of the respondents believe that communication is 
essential in a crisis situation, as one of the keys to effective operation and survival. 

During the senior management interviews, the following affirmative thoughts regarding the importance 
of communication in a crisis situation were voiced. 

 

Success can depend on internal communication. 

The panic caused by the epidemic is shaking not only the blue-collar sector, but also the white-collar 
sector, dramatically amplifying the role and importance of internal communication among companies. 

The speed of preparation for internal sales communication was not enough, it required more effort 
than I thought. 

There were too many unexpected events in those days that required immediate reactions. For example, 
the representatives of the ownership circle also had to be constantly provided with information, 

because this could reduce their concerns. Although I communicated with them, they were satisfied 
with the information they received. 

The biggest lesson of the situation was that you have to communicate a lot with people in times of 
crisis. 

 

Section 7.4 of the ISO 9001 requirements standard contains the requirements for communication, among 
other things, that the organization must determine in relation to internal and external communication, 
what, when and with whom to communicate, as well as how to communicate and who should 
communicate. Unfortunately, this standard requirement only provides so much information regarding 
communication, which thus provides almost no help in interpreting the requirement in the current 
situation. 

However, this standard requirement is well complemented by the ISO/TS 9002 standard, which provides 
detailed guidelines for the above requirements. It is important for organizations to prepare for different 
communication methods in different situations. The crisis situation and home office, for example, have 
intensified the use of online communication methods, techniques and tools. Organizations that have not 
used them so far could not react to the situation. In the case of curfew restrictions, it was not possible to 
inform and communicate with colleagues working in the home office without online tools. In the 
communication process, in addition to internal communication, external communication is also 

90,91%

9,09%

0,00%
10,00%
20,00%
30,00%
40,00%
50,00%
60,00%
70,00%
80,00%
90,00%
100,00%

yes no

Communication



Economy & Business 
ISSN 1314-7242, Volume 16, 2022 

Journal of International Scientific Publications 
www.scientific-publications.net 

 

 Page 114 

important, for example to subcontractors or suppliers, who required regular daily contact in view of the 
situation, the reorganization of their tasks and processes, thus ensuring their continuity. Communication 
with external stakeholders and authorities should also not be forgotten, in this case including reporting 
obligations related to the virus and official information. Within the organization, it was also necessary 
to determine who could communicate in the given situation. There were organizations where only the 
number one manager could communicate outside the organization with suppliers and authorities due to 
the first-hand transfer of information. 

In order to respond effectively to the situation, the organization's communication processes must enable: 

- fast transmission and reception of information, as well as almost immediate reaction to them; 

- continuous building and maintenance of mutual trust; 

- conveying and maintaining the importance of customer satisfaction and process performance; 

- as well as to explore the development opportunities inherent in the situation. 

3.2.1. Analysis of standard requirements related to communication 

Managing a crisis without internal and external communication is unthinkable. As a result, compliance 
with these standard requirements must also be a priority in management systems. 

Communication expectations in the ISO 9001 standard 

In the ISO 9001 standard, the concept of communication first appears in the standard's chapter 5.1 
Leadership role and commitment, where top management must demonstrate its leadership role and 
commitment to the QMS by communicating the importance of effective quality management and 
compliance with MIR requirements. In chapter 5.2 Regulations, the technical term for communication 
appears for the first time in point b), where the standard stipulates that the regulations must be 
communicated within the organization. We fulfill the communication requirement even if 5.3. Based on 
what is described in the Organizational roles, responsibilities and authorities, the standard regulate that 
top management must ensure that responsibilities and powers are assigned to basic roles and must 
communicate these within the organization. 

ISO 9001 standard 6.2. Quality objectives and planning to achieve them 6.2.1. chapter. Point f) also 
defines the concept of communication as the quality goals expected by the organization. 

7.1.3. section d) of the infrastructure chapter defines information and communication technology as 
what the infrastructure can contain, the requirements standard. Chapter 7.4 Communication of the ISO 
9001 standard defines as a requirement for the organization that internal and external communication 
relevant to the quality management system must be defined, including 1) about what, 2) when, 3) with 
whom, 4) how to communicate and 5) who should communicate. 

8.2 of the standard Requirements for products and services 8.2.1 Customer communication describes 
what the communication with the customer must include, such as the transfer of information about 
products and services, the handling of requests for proposals, contracts or orders, including 
modifications, obtaining customer feedback about products and services, customer complaints, and the 
management or supervision of the customer's property, as well as the development of special 
requirements regarding the measures to be taken in the event of unexpected situations, if they are 
essential. 

8.2.4. in the chapter on Changes to requirements for products and services, the standard defines as a 
requirement that the relevant employees become aware of the changed requirements, and the 
organization must ensure that the documented information is modified. 

As a conclusion, it can be said that the standard requirements for communication, which are not defined 
as a basic concept, are not sufficient for organizations to be able to interpret this basic concept as a 
requirement, so it is necessary to use the ISO/TS 9002 standard as a guideline standard for application. 

 



Economy & Business 
ISSN 1314-7242, Volume 16, 2022 

Journal of International Scientific Publications 
www.scientific-publications.net 

 

 Page 115 

Communication guidelines in the ISO/TS 9002 standard 

However, this standard requirement is well complemented by the ISO/TS 9002 standard, which provides 
detailed guidelines for communication requirements. 

7.4 of the standard The communication chapter contains the guidelines for specific requirements, such 
as the development of the internal and external communication necessary for and related to the 
management system. 

 

The organization determines what it needs to communicate. This can be different for internal and 
external parties. For example, the organization can communicate about the status of the quality 

management system with the employees of the organization, but it can communicate with external 
service providers about the new terms of the orders. The organization determines the relevant internal 
and external parties with whom it must communicate in order to ensure the effective operation of the 
quality management system. This may include key individuals at all levels of the organization and key 

stakeholders (such as customers, third-party providers of products and services, and regulatory 
bodies). 

Different situations often require different methods of communication. External stakeholders may 
require more formal communications such as reports, regulations, invoices or service contracts. 

Methods such as daily contact, regular department meetings, briefing sessions, e-mail or intranet can 
be used for internal communication. Internal communication may also require more formal methods, 

such as written reports or job descriptions, depending on the nature of the information and the 
importance of the matter to be communicated. 

The organization also determines who will communicate. It depends on the nature of the 
communication and the people with whom the organization communicates. For example, top 

management can communicate with employees of the organization, while the owner of the 
procurement process can communicate with external service providers. 

 

Overall, it can be said that the ISO/TS 9002 standard provides additional guidance and examples for 
organizations to interpret and apply appropriately to the communication-related requirements of the ISO 
9001 standard. 

Communication requirements and guidelines in the ISO 45001 standard 

The ISO 45001 standard supplements the management system requirements for communication by 
specifying that the organization must develop, implement and maintain processes for internal and 
external communication relevant to ISO 45001, which also specifies, in addition to the ISO 9001 
requirements, that: 

- who to communicate with; 

1. among the different levels and functions within the organization; 

2. from entrepreneurs and workplace visitors; 

3. and with other partners 

This is where the standard states that the organization should take diversity into account when 
considering its communication needs. He gives examples such as gender, language, culture, literacy, 
disability. 

When developing its communication process, the organization must also take into account, among other 
things, its legal and other requirements, ensure that the ISO 45001 information to be published is 
consistent with the information generated in the management system and that it is reliable. The 
organization must retain documented information as evidence of its communications. 
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7.4.2. The chapter on internal communication requires that the organization shall communicate 
internally, as appropriate, relevant information related to ISO 45001 between the various levels and 
functions of the organization, including changes to the system, and shall ensure that its communication 
processes enable employees, to contribute to continuous development. 

7.4.3. The chapter on external communication stipulates that the organization must carry out external 
communication about essential information related to ISO 45001, as determined by the organization's 
communication processes and must take into account its legal and other requirements. 

For communication processes, it is recommended to ensure that information is collected, updated and 
disseminated. Ensure that relevant information is available, received and understood by all stakeholders. 

As a conclusion, it can be said that the ISO 45001 requirements standard defines the requirements related 
to communication in more detail and provides more extensive guidance on them than the requirements 
standard for quality management systems, so the ISO 45001 standard can be used better in crisis 
situations. 

 

4. CONCLUSIONS 

Based on the results of my investigation, I found that in a crisis situation, the role of certain elements of 
the management systems, such as managerial involvement and commitment and internal and external 
communication, was strengthened. Unfortunately, the forecasts show that we will have to expect similar 
crises in the future, and learning from the current situation, the operations of companies must be 
reorganized from the point of view of giving priority to the listed management system elements, and 
with the help of these elements, they can effectively to respond to such and similar crisis situations. In 
a crisis situation, the preference is given to leaders whose leadership role and commitment to the 
organization cannot be questioned, and who conduct internal and external communication appropriate 
to the situation. 

The ISO 9001 requirements standard provides a good basis for the relevant system requirements 
regarding management commitment. It defines as a requirement the accountability of the management 
for the effectiveness of the quality management system, and promotes a process-based approach and the 
implementation of a risk-based way of thinking so that the management system achieves its planned 
results. 

The ISO/TS 9002 guidance standard provides guidance on the requirements that senior management 
must make it clear that they understand and are accountable for the effectiveness of the system by taking 
responsibility for their activities. Although certain responsibilities and powers can be delegated, 
accountability must remain with top management even in a crisis situation. He also mentions as an 
example that the management serves a systemic approach to achieve cooperation by ensuring effective 
interactions between processes, the effective flow of outputs and inputs, and the management of risks 
and opportunities. 

At the same time, the ISO 45001 standard is suitable for the full-scale management of the two 
requirements, as a standard that contains the technical terms, the requirements of the occupational health 
and safety issue, and a guide for the application of these requirements. It explains, for example, that 
individual and group values, attitudes, management practices, perceptions, preparedness (competencies) 
are the patterns of activity that determine commitment to ISO 45001. It also provides an example of 
how to interpret the standard's requirements in such a way that management also demonstrates 
leadership by encouraging employees to report incidents, hazards, risks and opportunities, and by 
protecting employees from sanctions such as the threat of dismissal or the disciplinary process if 
incidents are reported. 

As a conclusion, it can be said that the management of leadership role and communication standard 
requirements can be found in full in the ISO 45001 standard, which is particularly important in a crisis 
situation. 
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