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Abstract

A series of undesirable occurrences resulting in substantial disruptions and uncertainty at
work is a crisis. It is an unforeseen event that not only causes harm to the organization but also
creates a sense of anxiety and uncertainty among the employees. Crises occur again and over
again in all forms and in any organization. Crisis puts organizations at a variety of malfunctioning
causing financial, operational, and reputational damage. The causes of the crisis instances vary
from one organization to the other but the absence of a well-developed crisis communication plan
is one of the major factors. Preparing and implementing a crisis communication plan at all levels
i.e.in pre-crisis, crisis, and post-crisis phases are vital particularly to non-profit organizations.
This study investigated the critical evaluation of implementations of crisis communication plans:
in the case of non-profit organizations in Addis Ababa. The primary motivation in conducting this
study was to get a chance to learn from these organizations whether they developed crisis
communication plans following their organizational setting. Also, this study serves as resource
material for anyone who would like to conduct further research in this area. To conduct this study,
the researcher utilized both qualitative and qualitative methods. To comprehend and elucidate
social phenomena in their natural setting, a qualitative method was employed. Moreover,
interviews, as well as questionnaires were utilized the as main tools to gather the essential data
for this study. According to the results of the survey, 55.6 percent of non-profit charitable
organizations have prepared a crisis communication plan (CCP), however, the remaining 44.4
percent do not have one. Organizations using CCPs have shown higher performance in pre-crisis,
crisis (initial phase, maintenance phase, resolution phase), and post-crisis (evaluation phase)
implementation, despite a lack of consistency in certain ways. Organizations that have ever faced
a disaster have a somewhat higher proportion as compared to the other organizations included in
this study. Organizations using CCPs have demonstrated improved performance in addressing a
crisis in the pre-crisis, crisis (initial phase, maintenance phase, resolution phase), and post-crisis
(evaluation phase) phases, while ignoring some functions at each stage. Because of the nature of
the crisis scenario, these foreign organizations were dealing with, only a few of them were able to

revise their CCPs, while others were still unprepared.
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Chapter - One

1.0 Introduction

The crisis is a universal disaster that happens to all sorts of organizations. Every crisis
incident puts organizations in financial, operational, and reputational damage. Coombs & Holladay
(2010: 18) as cited in Azizachew Wondie, a crisis is an occurrence or an event that affects or
damages an organization, human lives, property, products, services, financial earnings, the
reputation, and the well-being of an organization.

Naturally, a crisis strikes any organization all of a sudden. As Coombs (2015) stated in his
book Ongoing Crisis Communication, “A crisis is unpredictable but not unexpected”. It’s
unpredictable because no one can tell how much it would cost before the occurrence of the crisis
incidents. The causes of crisis instances vary from one organization to the other. However, a lack
of crisis communication planning for a crisis is one of the major factors for financial, material, and
reputational loss. It has been suggested by many scholars that crises in an organizational
atmosphere, whether created by act-of-God or manmade circumstances, have distinct and
predictable features often relating to communication problems in an organization and its internal
as well as external publics (U.S. Department of Human Health and Services, 2014).

Often solutions are made to lessen the occurrence of crisis and the intensity of crisis within
an organization and stakeholders. Organizational vulnerability assessments, messaging strategies,
and legitimate media strategies were among the approaches dedicated to maintaining good
relationships with important stakeholders.

All of these have laid the foundation for a vital strategic crisis communication plan. Crisis
communication plans are also crucial in today’s not-for-profit organizations, and effective crisis
communication is an essential part of any crisis communication plan.

1.2 Background of the study

At present, crises are occurring repeatedly in all organizations. Every crisis incident puts

all organizations to financial, operational, and reputational damage (Holladay, 2010). The causes
of these instances may vary but lack of strategic planning for a crisis is one of the major factors.
It has been suggested by many scholars that crises in an organizational atmosphere, whether
created by act-of-God or man-made circumstances, have distinct and predictable features often

relating to communication problems in an organization and its internal as well as external publics
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(John Basinger, April 2015).

As it has been mentioned earlier in the summary part of this proposal, each time solutions
are made to minimize the recurrence of crisis and the intensity of crisis within an organization
and its stakeholders. Organizational vulnerability assessments, messaging strategies, and
legitimate media strategies were among the approaches employed to maintain good relationships
with essential stakeholders.

1.2.1 Crisis Management

Crisis management can be defined as “a set of factors designed to combat crises and to
lessen the actual damages inflicted” (Coombs 2007b: 5). We should think of crisis management
as a process with many parts, such as preventative measures, crisis management plans, and post-
crisis evaluations. According to Coombs (2007b), the set of factors that constitute crisis
management can be divided into three categories: pre-crisis, crisis, and post-crisis. Pre-crisis is
the first phase that involves efforts to prevent crises and prepare for crisis management. The
crisis stage is a stage that requires a response to the actual event. Whereas, post-crisis is a level
where efforts are made to learn from the crisis event (Coombs 2007b). These three categories
reflect the phases of crisis management and they are useful because they provide a mechanism

for considering the breadth of crisis communication (Holladay, 2010).

1.2.2 Crisis Communication

According to the World Health Organization (2004), “Crisis communication” means
communicating in times of crisis. It can be a mechanism to tackle a crisis by exchanging
information. It can also stand for failures in communication that cause crises.

Holladay (2010) viewed crisis communication broadly ‘as the collection, processing, and
dissemination of information required for addressing a crisis’. In the pre-crisis stage, crisis
communication involves the gathering of information about crisis threats, deciding how to
control potential crises, and training people who will take part in the crisis management process.
The training embraces crisis team members, crisis representatives, and any individual who will
help with the response. The crisis communication phase includes the collection and processing
of information for the crisis team for making decisions along with the production and

dissemination of crisis messages to people outside of the team (the traditional definition of crisis
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communication). Whereas, post-crisis communication comprises categorizing the crisis
management effort, communicating necessary changes to individuals, and providing follow-up
crisis messages as needed. Holladay (2010) additionally explains that crisis communication has
focused on the crisis category or crisis response — what organizations say and do after a crisis.
Crisis responses are highly visible to stakeholders and very important to the effectiveness of the
crisis management effort. For instance, improper crisis responses make the situation worse. It is
by considering the breadth of crisis management that we will stretch the boundaries of what is
studied in crisis communication (Holladay, 2010).
1.2.3 Crisis Communication Plan
There is a significant difference between a crisis management plan and a crisis
communication plan. The crisis management plan is an umbrella term that outlines how to
respond to a crisis that may either injure the company’s profitability, reputation, or
functionality. Whereas, the crisis communication plan is one part of the crisis management plan
that deals with a messaging strategy an organization applies during a crisis incident to reach out
to those public (internal as well as external public) of an organization affected by the incident.
As suggested in the journal titled Cassling, “A crisis communication plan involves
several elements, but should be kept as simple as possible.” (Anon, nd). Since the crisis demands
immediate action, a simple and understandable crisis communication plan serves as a roadmap
to effectively tackle the situation from being the worst of its kind.
1.2.4 Definitions of terms
Usually, there is no single best definition for a term or terms. For this study, | have picked
the definition that | thought is appropriate.

e Crisis: a stage in a sequence of events at which the trend of all future events, especially for
better or for worse, is determined; a turning point.

e Crisis Management (CM): Crisis management is the identification of threats to an
organization and its stakeholders, and the methods used by the organization to deal with
these threats.

e Crisis Communication (CC): Crisis communication can be defined broadly as the
collection, processing, and dissemination of information required to address a crisis.

e Crisis management plan (CMP): A crisis management plan (CMP) outlines how to respond

to a critical situation that would negatively affect an organization's profitability, reputation,
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or ability to operate.
e Crisis communication plan (CCP): A crisis communication plan is a set of guidelines used

to prepare a business for an emergency or unexpected event.

1.3 Statement of the Problem

A crisis communication plan is critical for organizations to give a swift response in
times of crisis. Failure to develop a crisis communication plan results in serious damage to
stakeholders, losses for an organization, and even threatens the organization’s very existence.

Organizations may incur the worst kind of damage unless business corporations are
well prepared. As we could look at the existing crisis management-related plans in the context
of our country, crisis management actions are taken particularly during the occurrence of the
emergency or after the crisis took place.

Having a crisis communication plan is vital to all kinds of organizations. Every
organization, whether profit-making or not-for-profit, needs to develop crisis communication
plans and implement them in times of emergency.! Preparing a crisis communication plan alone
cannot save an organization from loss. Preparing a communication crisis plan is one thing and
implementing it is another thing.

The preparation and implementation of a crisis communication plan are vital,
particularly to non-profit organizations. According to the Standards for Excellence Institute
(2014), “Non-profits occupy a key role in the response to disasters. Non-profits are often at the
forefront of supporting those affected by disasters.”® This statement implies that non-profit
organizations are in charge of taking control of any crisis that occurs in an organizational setting
at any time. “When an emergency occurs, the need to communicate is immediate...an important
component of the preparedness program is the crisis communications plan.”?

Non-profit organizations may incur the worst kind of damage unless they are well
prepared. It looks to the researcher that non-profit organizations in Addis Ababa take crisis
communication actions, particularly during the occurrence of the emergency or after the crisis
took place. However, crisis communication should take place at all levels i.e., pre-crisis phase,

during the crisis, and post-crisis phase. The researcher’s observation tells that most

1. (ANTHONISSEN, Crisis Communication, 2008)
2. (Institute, 2014)
3. (Anon, 2021)
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organizations don’t have well-planned crisis communication plans in all these three phases.
Experience proves in some instances that organizational leadership often does not understand
that in the absence of adequate internal and external communications: the operational response
will break down; stakeholders will not know what is going on and soon they become confused,
angry, or negatively reactive. Moreover, the organization would be perceived as incompetent
and the length of time required for bringing full resolution to the issue is extended.

Consequently, the impact on the financial and reputational damage becomes more severe.
1.4 Objective of the Study

1.4.1 General Objectives

Generally, this study has the objective of evaluating whether non-for-profit
organizations in Ethiopia* developed crisis communication plans, whether the organizations

ever encountered any crisis, and how those crises were resolved.

1.4.2 Specific Objectives
This study encompasses the following specific objectives:
e To investigate whether non-profit organizations in Addis Ababa have a crisis
communication plan/s.
e To examine whether crisis communication plans were implemented accordingly.
e To analyze the outcome of the implementation of the crisis plans by the

organizations.

1.5 Research Questions

This study attempted to evaluate the implementation of crisis communication plans of
selected non-profit organizations in Addis Ababa, namely, Bethany Christian Services, Care
Ethiopia, Christian Children's Fund of Canada, Child Fund Ethiopia, Compassion International,
FH- Ethiopia, and World Vision International/Ethiopia. Hence, the research tries to answer the

following key questions:

4 . Formerly, it was named a non-for-profit organization of ‘Addis Ababa’.

5|Page



1. Do non-profit organizations in Addis Ababa have a crisis communication
plan?

2. How was the crisis communication plan implemented in pre-crisis, during the
crisis, and post-crisis stages?

3. What were the outcomes of implementing the crisis communication plan?

1.6 Significance of the Study
This study has at least the following significance:

Preparing a well-articulated crisis communication plan is one thing; putting the plan into
action is quite another. Hence, the researcher needs to look into how the communication
specialists in different organizational settings plan and implement crisis communication plans.

This study helps foreign non-profit organizations or civic organizations of Addis Ababa
to plan crisis communication plans that fit their organizational setting.

It also serves as resource material for anyone who would like to conduct further research

in this area.

1.7 Limitations of the Study

This study has some expected limitations. The scarcity of secondary data on crisis
communication in the case of non-profit organizations is one of the challenges that faced the
researcher. Not all selected organizations were willing to take part in this study and only a few
of them consented to be surveyed, which is a small sample size.

Additionally, many of these foreign non-profit organizations did not have any written or
well-developed crisis communication plan. In this case, the researcher used an ‘unwritten’®
crisis communication plan as a means of collecting row data in the form of interviews with the
communication specialist/s of the selected organizations.

Furthermore, distance, time shortage, and financial scarcity also contributed to the

challenges as the selected organizations for this study were based in different areas.

5. According to the researcher’s perception, “unwritten” Crisis Communication Plans refers to those

measures taken in response to the existing crisis incident.
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1.8 Scope of the Study

This research focuses on the assessment of non-profit organizations in general and
foreign charity organizations in Addis Ababa in particular. It tries to assess whether these
charity organizations have well-developed crisis communication plans, how they implement
the CCP throughout the three phases, and what outcomes were gained from applying the CCP.

Registered foreign charity organizations at the Consortium of Christian Relief and
Development Associations (CCRDA) were archived in a way that they can easily be tracked.
That in return greatly helped the researcher to pick the ideal charity organizations to conduct
his study. Based on the lists of charity organizations received from the (CCRDA), there were
105 registered foreign charity organizations. From among the total registered charity
organizations at CCRDA, 20% of them i.e., 21 foreign charity organizations were selected to
conduct this study. Nevertheless, due to the fact that many of them were reluctant, only 10%
of the samples were surveyed. This study further focuses on the communication or public
relations (PR) departments of the selected organizations. Hence, 18 individuals from nine

selected organizations were participated in filling out the questionnaires.

1.9 Organization of the Study
This study has five chapters. The first chapter presents the introduction part, the
objectives of the study as well as the statement of the research problem. The second chapter
discusses the review of related literature. The third chapter explains the methodology the
researcher employed while conducting the study. The fourth chapter covers the analysis,
presentation, and interpretation of the data. The last chapter offers the conclusions reached and

the recommendations suggested by the researcher.
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Chapter -Two

2.0 Review of Related Literature
2.1 Crisis: What is it?

Although there are several different definitions of crisis, however, there is a fair
consensus as to the essential elements. In one or another way, no matter how big or small the
company is, the crisis appears to be similar in some sort that; the tell-tale signs are overlooked,
there is little time in which to act (or respond), and there is a threat to people and resources, and
the resources required to resolve the situation exceed the resources available.®

As cited in Holladay (2010) many scholars put their definition of the term ‘crisis’ from
different angles as follows.’

[Crisis is] a major occurrence with a potentially negative outcome affecting an
organization, company, or industry, as well as public, products, services, or good name. It
interrupts normal business transactions and can sometimes threaten the existence of the
organization. (Fearn-Banks 1996: 1)

[Crisis] “is not necessarily a bad thing. It may be a radical change for good as well as
bad.” (Friedman 2002: 5)

[Crisis is] an event that affects or has the potential to affect the whole of an organization.
Thus, if something affects only a small, isolated part of an organization, it may not be a major
crisis. For a major crisis to occur, it must exact a major toll on human lives, property, financial
earnings, reputation, and the general health and wellbeing of an organization. (Mitroff &
Anagnos 2001: 34-35)

[Crisis is] “turning points in organizational life.” (Regester 1989: 38)

[Crisis is] “an incident that is unexpected, negative, and overwhelming.” (Barton 2001: 2)

[Crisis is] “a specific, unexpected and non-routine organizationally based event or series
of events which creates high levels of uncertainty and threat or perceived threat to an
organization’s high priority goals” (Seeger, Sellnow, & Ulmer 1998: 233)

[Crisis is a] turning point for better or worse” (Fink 1986: 15)

6. John Basinger, April 2015. What causes organisations to suffer crises?. Building Profitable Business, p. 2.
7. Holladay, W. T. C. a. S. J., 2010. The Handbook of Crisis Communication. 1st ed. West Sussex: A John Wiley &
Sons, Ltd., Publication.
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[Crisis is] an event that is an unpredictable, major threat that can hurt the organization,
industry, or stakeholders if handled improperly” (Coombs 1999: 2)

The Futures Forum further defined crisis from the health perspective as it is “an unstable
situation of extreme danger or difficulty. It indicates a turning point, usually a deterioration of
a situation. It arises when local health systems on which people depend are overwhelmed and
cannot or do not respond to the demands or needs. The crisis is an imprecise term (World Health
Organization, 2004).”®

As John Basinger (2015) puts it, some features characterize one form of crisis with that
of the other by the following major components. Usually, the indicative signs are ignored, there
is little time in which to act (or respond), there is a threat to people and resources, and the
resources required to resolve the situation exceed the resources available.®

According to John Basinger, “the real crisis seems to catch every person by surprise and
to overwhelm those involved”.°

Thus, one can conclude after observing the above lists of definitions provided above that
there is no one best or a single or universally agreed definition of crisis. However, one can tell
that there are some conceptual similarities. Surprisingly, some scholars viewed the crisis as not
always negative or bad. The crisis could also be a positive one which involves a paradigm shift
from something bad to good.**

2.2 Types of Crisis

Generally speaking, a crisis can be any incident that causes insecurity and risky condition
and affects a community, a group of people, or a whole society. Bhasin (2019) points out that
‘a crisis usually happens at a short notice and causes the feeling of anxiety and threat which in
return cause a sequence of unpredicted events.” A crisis creates situations where time is short
and a quick and effective decision has to be taken.?

A good way to protect an organization from a crisis is by preparing before it arises. If you

8. World Health Organization, 2004. SIXTH FUTURES FORUM. SIXTH FUTURES FORUM on crisis
communication, Volume VI, pp. 3-4.

9. (John Basinger, April 2015).

10. (John Basinger, April 2015).

11. (John Basinger, April 2015).

12. (John Basinger, April 2015).
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take extra measures to prepare for a future crisis, you will be less likely to face negative
consequences. There are several types of crises that demand serious attention of business
corporates concerning crisis or disaster controlling. The following are among the different types

of crises

2.2.1 Technological crisis

Nowadays most of the business work in our world depends on technology. Any failure
in technological gadgets creates an interruption in the service of the clienteles. For example, if
we take a coffee shop, the coffee shop depends on the coffee brewing machine. On some days
when the coffee machine gets out of order the entire business slows down and customers go
bad-tempered.

Typically, a technological crisis includes hardware failure; software gets compromised
by software or industrial accident. To deal with such situations, management should try to
mitigate the losses and ensure a plan to get things back to normal as soon as possible.'*

Some technology crises can happen accidentally while others can be maliciously caused.
In some works of literature, some forms of technological disasters were mentioned such as the
Malevolence crisis — it is when criminal technology is attacked by opponents; hostile employees
with malicious intentions of destabilizing the organization, cybercrime crisis — Intentional theft

crime by technology, and critical virus attacks — Accidental or maliciously infected.

2.2.2 Financial Crisis

According to Bhasin (2019) financial crisis occurs when an organization is stricken by an
unexpected loss of a large sum of money. Financial issues such as bankruptcy, revenue losses,
inflation, or sudden change in trends in the market can cause a financial crisis in business
corporates or organizations. There is no exceptional organization that doesn’t face any financial
crisis. Of course, the financial crisis is the worst of its kind which can even damage the business
corporate entirely. Clients may drop their reliance if the financial crises are not controlled as
cautiously and quickly as possible.*®

Bhasin (2019) further notes that these types of crises injure the organization’s good name

13, (John Basinger, April 2015).
14 (John Basinger, April 2015).
15, (John Basinger, April 2015).
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in the market and incompetence to manage such crises can cause lasting impairment that may
lead to permanent business shut down. Therefore, it is advisable for business owners to save a
certain amount of money aside for such a situation is one solution. Besides, the management
should be able to take essential action or decisions as per the market demand together with

changing and mobilizing requisite funds as needed.®

2.2.3 Natural Disasters or Crises

Generally, natural disasters are environmental crises that are beyond human ability to
prevent from happening. Earthquakes, tornadoes, and floods are good illustrations of natural
crises.

Bhasin (2019) further asserts that ‘damages caused by these calamities are classified as
anatural crisis’ for none of these natural disasters are not in our hands. Some call such incidents
the ‘act God’. And of course, the consequences of these crises can be of paramount in scale.
Bhasin further suggests that ‘the best way to deal with a such crisis is by planning for them
beforehand... building an earthquake-resistant building, making emergency exit doors and
providing training to employees ... under such circumstances.’

2.2.4 A Crisis of Malice

In the business environment, the company’s success often draws rivals in one or another
way. All business corporations have their contenders in the market and every time, business
enterprises use significant strategies to become exceptional from other competitors. Fair
competition between business companies, brings them the opportunity to thrive. Nonetheless,
there are times when some business contenders tend to damage their competitors’ reputations
by labeling them (Bhasin, 2019).%

According to Bhasin, the form of attacking the competitors’ reputation may include things
like hacking into the website of the company and posting the wrong piece of information about
it, tampering with the product or software of the company or spreading rumors. Indeed, these
types of crises are difficult to manage and they entail the ultimate expertise to clear out.8

16. John Basinger, April 2015.
17. Bhasin, 2019.
18. Bhasin, 20109.
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2.2.5 A crisis of deception

In big companies when thousands of employees work together, it becomes impossible to
keep important information confidential. A crisis of deception can prove to be outlandish for an
organization. A person from the organization itself misrepresents the information about the
organization with the intent of causing harm to the organization. These situations can be handled
by discussing the matter with the legal practitioner and taking the required steps to diminish the

damage.®®

2.2.6 Confrontation crisis

A crisis of confrontation occurs when a group of people or an individual seeks to take
advantage by fighting against the organization, institute, or government to make them accept
their demands and fulfill their expectations.?°

Commonly, the confrontation crises can be manifested in any of the following forms
boycotts, strikes, blockades or occupation of a workplace, picketing outside the organization,
giving an ultimatum to the people in authority, or destroying the property of the organization.
Unfortunately, there is a readily made way to deal with such situations. Nevertheless, taking the

help of police and the law might help to deal with confrontation crisis.?

2.2.7 A crisis of organizational misdeeds:

A crisis of organizational misdeeds takes place as a result of the management taking
decisions without taking precautions that are not favorable for the employees or the
stakeholders. These type of crises leads to court cases and cause financial as well as reputational
damage to the organization.?? A crisis of organizational misdeeds can be classified into three
categories as

1) Crisis of deception: this crisis takes place when a member from the management does

something malicious which affects the people associated with the organization.

2) A crisis of skewed management values: a decision taken for short time economic gains

by ignoring long-term social values and staking stakeholders’ money.

19. Bhasin, 2019.
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3) A crisis of management misconduct: these types of crises happen when

management takes immoral and illegal actions.

2.2.8 Workplace violence:

These types of crises happen very frequently among the labor class of the organization.
When employees of an organization fight within the premises of the organization and disturb
the work — environment is called workplace violence. It is a crisis that has long-term influence
and also disturbs the mental health of employees within an organization and it should be dealt
with harshly.?®

2.3 Defining Communication

Like that the definition of crisis, scholars have also engaged themselves in finding
definitions of communication and they have offered a variety of competing views (Littlejohn
and Foss, 2011). Traditional and classical philosophies of communication have tended to be
more static and emphasize the role of the sender in a process of distributing messages to
receivers. Recipients of the message were principally perceived as passive participants who are
assumed simply to accept and act upon the message. The well-known formulation of this notion
is Berlo’s (1960) and he formulated a ‘sender—message—channel-receiver’ model. This model
assumes communication as it goes straightforwardly or linearly. This perspective also
dominated the conceptions of many early emergency communications and inclined to frame
crisis communication as a unidirectional process of issuing warnings or alerts through systems
such as the emergency broadcast system or community-based weather sirens (Seeger, 2013)%.

As the field of communication advanced, a broader set of views were used to describe
communication as a much more dynamic and transactional process. In these formulations,
communicators are taking turns at the same time in sending and receiving messages, transacting
and co-creating meaning through the ongoing and instantaneous exchange of a variety of
messages using several channels. One of the best examples of this approach is Barnlund’s
(1970) transactional model, initially developed as a theory of interpersonal communication.

According to this approach, communication is viewed as a complex process that is ever-

23. Bhasin, 2019.
24. Seeger, T. L. S. a. M. W., 2013. Theorizing Crisis Communication. 1st ed.
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changing, continuous, circular, and unrepeatable. In other words, communication encompasses
encoding and decoding systems, ongoing feedback loops, and the ongoing co-creation of
meaning.?®> Seeger (2013) holds the view that the meaning of the message is not in the hand of
the sender; rather, it is an agreement that could be negotiated by both parties.

Other views of communication stress different features of the process and many of these
formulations have direct application to communication in crisis contexts. Dance (1967), for
example, argued that communication is both dynamic and cumulative in that it is heavily
influenced by past experiences. Consequently, previous experiences of crises influence the
interpretations and communicative choices one makes.?®

In the end, communication is about the construction of meaning, sharing some
interpretation or consensual understanding between senders/receivers, audiences, public,
stakeholders, or communities. Scholars differ on the locus of that meaning. The mass
communication theorist Marshall McLuhan (1964) offered the view that the medium is the
message, suggesting that any technology (medium) used to distribute meaning directly affects

the meaning that arises.?’

2.4 Crisis Management Defined

Crisis management can be defined as “a set of factors designed to combat crises and to
lessen the actual damages inflicted” (Coombs 2007b: 5). Moreover, crisis management “seeks
to prevent or lessen the negative outcomes of a crisis and thereby protect the organization,
stakeholders, and/or industry from damage” (Coombs 1999: 4). We should think of crisis
management as a process with many parts, such as preventative measures, crisis management
plans, and post-crisis evaluations. The set of factors that constitute crisis management can be
divided into three categories: pre-crisis, crisis, and post-crisis. Pre-crisis involves efforts to
prevent crises and to prepare for crisis management. A crisis is the response to an actual event.
Post-crisis is a level where efforts are made to learn from the crisis event (Coombs 2007b).
These three categories reflect the phases of crisis management and they are useful because they

provide a mechanism for considering the breadth of crisis communication (Holladay, 2010).

25. (Seeger, 2013)
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2.5 Crisis Communication Defined

According to the World Health Organization (2004), “Crisis communication” means
communicating in times of crisis. It can be a mechanism to tackle a crisis by exchanging
information. It can also stand for failures in communication that cause crises.

Holladay (2010) viewed crisis communication broadly ‘as the collection, processing,
and dissemination of information required to address a crisis. At a pre-crisis stage, crisis
communication involves the gathering of information about crisis threats, deciding how to
control potential crises, and training people who will take part in the crisis management process.
The training embraces crisis team members, crisis representatives, and any individuals who will
help with the response. The crisis communication phase includes the collection and processing
of information for the crisis team for making decisions along with the production and
dissemination of crisis messages to people outside of the team (the traditional definition of crisis
communication). Whereas, post-crisis communication comprises categorizing the crisis
management effort, communicating necessary changes to individuals, and providing follow-up
crisis messages as needed. Holladay (2010) additionally explains that crisis communication has
focused on the crisis category or crisis response — what organizations say and do after a crisis.
Crisis responses are highly visible to stakeholders and very important to the effectiveness of the
crisis management effort. For instance, improper crisis responses make the situation worse. It
is by considering the breadth of crisis management that we will stretch the boundaries of what

is studied in crisis communication (Holladay, 2010).

2.6 Crisis Management Process

Halladay (2010) suggests that crisis communication is a field that has witnessed an
astounding development in both the professional and academic community over the past
decade. The increased number of articles and books on the subject can be taken as proof of the
advancement of the field. As a result of the pressure for effective crisis communication, the
field has grown positively. Crises can create threats to public safety, environmental wellness,
and organizational survival. However, crisis communication is a critical element in effective

crisis management.?

28. Holladay, 2010.
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2.7 Crisis management: Roots of a field

To fully explore crisis communication, it is important to begin by reviewing the crisis
management process. According to Holladay (2010), a field has to start by developing models
which show its processes to help us comprehend what is being done about the key concepts.
Investigating the crisis management process allows us to better understand the critical points
where crisis communication enters the equivalence. The definitions given for crisis at the
beginning of this chapter have reflected processes of view. Many scholars have tried to reflect
their views in several ways. The following are some of them who reflected the notion of crisis
management processes as cited in (Holladay, 2010).

Fink (1986) was among the first to examine crises as occurring in stages. Fink’s model
has four stages: (1) prodromal, warning signs of a crisis appear; (2) acute, a crisis occurs; (3)
chronic, recovery period that can include lingering concerns from the crisis; and (4) crisis
resolution, the organization is back to operations as normal. Fink is proposing a model of how
crises develop.

Smith (1990) developed a three-step model of the crisis management process: (1) crisis
management, a crisis incubates; (2) operational crisis, a trigger event occurs and first responders
arrive; and (3) crisis of legitimization, a communicative response is provided, media and
government become interested, and organizational learning occurs. There is a feedback loop
from the crisis of legitimization to crisis management. Smith begins to move beyond the crisis
process itself by considering crisis management efforts as well.

Mitroff (1994) offers a five stage model: (1) signal detection, seeking to identify warning
signs and take preventative measures; (2) probing and prevention, active search and reduction
of risk factors; (3) damage containment, the crisis occurs and actions taken to limit its spread,;
(4) recovery, effort to return to normal operations; and (5) learning, people review the crisis
management effort and learn from it. Mitroff is modelling the crisis management process more
than just the crisis process itself. In general, the crisis models reflect the emergency management
process of (1) mitigation, (2) preparedness, (3) response, and (4) recovery (Principles 2003).
The primary difference is that Mitroff highlights learning as a separate stage.

The crisis management process can be organized around the simple, three-phase model:
pre-crisis, crisis, and post-crisis. Pre-crisis includes signal detection, prevention, and

preparation. Crisis covers recognition of the trigger event and response. Post-crisis considers
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actions after operations have returned to normal and include providing follow-up information
to stakeholders, cooperating with investigations, and learning from the crisis event (Coombs
2007b).

2.8 Communication flow

When it comes to awareness creation, everyone in the team should be aware of the
communication flow in a crisis. To do so, it takes a generally agreed upon and written down
crisis communication plan (ANTHONISSEN, 2008; p35).

Anthonissen (2008) further explains that everyone in the organization matters whether
or not the crisis team should know what to do when a crisis occurs. The organization, therefore,
should provide employee handbooks, then the handbook should accentuate that unauthorized
press communications are prohibited and list contact information for the ‘communication point’
in the organization’s crisis team for referral if a reporter calls.

Anthonissen (2008) additionally emphasizes, that if the company has office managers
or front reception secretaries, these key people should also be informed who the
‘communication point’ is in the company’s crisis team. According to Anthonissen (2008), ‘For
smaller offices where an office manager keeps a telephone directory of staff members or similar,

it would be sensible to log the crisis directory with them.’

2.9 Theories on Crisis Communication

There are various theories of crisis communication, and each one provides a distinct
approach to developing and carrying out a crisis communication strategy. Crisis communication
theories place a strong emphasis on the signals and meanings that surround unexpected, crisis
situations (Seeger & Sellnow, 2013). Different theories describe various approaches to handling
crises and place emphasis on various outcomes of crisis communication. According to (Brooke
Fisher Liu, 2014), there are three different types of crisis communication theories. They are
theories of crisis communication that create images, theories of crisis communication that foster
resilience, and theories of crisis communication that foster an appreciation of complexity. These
theoretical methods incorporate several ideas of crisis communication that offer various
techniques for comprehending and managing crises via communication.

The dominant theories of crisis communication place a strong emphasis on image and

reputation restoration. These theories center on preserving an organization's reputation and
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image in order to shield it from other detrimental repercussions of a crisis. The Situational Crisis
Communication Theory (SCCT), developed by Coombs, and the image repair theory are two
examples of these image-making theories. Resilience-generating crisis theories, on the other
hand, focus on how to recover from a crisis. For instance, the discourse of regeneration places
more emphasis on recovering from a catastrophe alongside the people than on image repair.
Theories that emphasize the complex nature of crises, such as the chaos theory and the

complexity theory, are examples of complexity-understanding theories.

2.9.1 Situational Crisis Communication Theory

Situational Crisis Communication Theory (SCCT) is concerned with how an organization
handles crises, how the public views the organization as a whole, and how to maintain and
restore that organization's reputation (Seeger & Sellnow, 2013). The attribution theory, on
which SCCT is founded, contends that when unexpectedly bad things happen, people often try
to explain them. According to the attribution theory, the major emotional reactions to these
occurrences are pity and wrath. People search for someone or something to blame for the events.
For instance, whether an organization may encounter sympathy or ire depends on the level of
responsibility that people assign to it (Coombs, 2007b).

Coombs 2007b, claims that SCCT tries to assess the potential harm a crisis may have on
an organization's image and, based on those predictions, offers crisis response solutions to
preserve the organization's reputation. As a result, the crisis communication plan that a company
chooses to employ should be dependent on both the type of crisis it is now experiencing and its
reputational assets.

Understanding how a crisis affects an organization helps with more effective crisis
communication claims (Coombs, 2015b). To determine how a crisis affects an organization,
Coombs studies situational aspects. Four main categories—crisis responsibility, competence
and integrity, evaluation of long- and short-term threats, and timing—are used to describe how
a crisis affects an organization. Coombs (2015b), the development and implementation of
effective crisis communication strategies can be aided by a closer examination of these many
variables and how a crisis can harm a business.

The attribution theory is where the idea of crisis responsibility originated. The focus of

attribution theory is on how people view and feel about others in situations of success or failure
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(Malle, 2011). As it relates to organizations and crises, attribution theory describes the degree
of hostility people have towards a given institution. Therefore, if an organization's
stakeholders—such as its customers or employees—Dbelieve that the organization should assume
more crisis responsibility, the organization will be more negatively impacted. In this case, this
can have a detrimental effect on the organization's reputation. Other contextual characteristics
that can be utilized to analyze how a crisis may negatively impact an organization include
competence and integrity. According to studies, ethics infractions are seen as more serious than
competency violations. Therefore, a crisis may have a more detrimental effect on an
organization if its integrity rather than its competence has been compromised.

Additionally, different approaches are taken to crises based on integrity or competence.
The length of the crisis can also be used to gauge its impact on a company. An evaluation of the
crisis's scope, management options, and potential effects on the organization are all made
possible by the assessment of both long-term and short-term threats. The fourth situational
component being examined is timing. Timing in this sense refers to how long it takes a company
to inform the public about the situation. Being the first to recognize and communicate a crisis
is very advantageous for an organization. Again, providing information about a crisis may
lessen the possibility of harm to the organization's reputation, as it might in a case if, for
example, the media was the first to report about the disaster. Coombs (2015b) Especially
considering how the media frequently tends to sensationalize organizational crises and attempt
to pin the blame on the afflicted company.

Crisis management and organizational response frameworks are provided by crisis
response strategies. Thus, crisis response plans are a component of crisis communication, with
a primary emphasis on managing to mean. Three categories of strategies can be distinguished
in crisis response. They are educating people with information, updating information, and
restoring their reputation. Protecting those involved in the crisis from physical damage is the
goal of the information-instruction technique. Information that has been adjusted seeks to
support and inform those who are experiencing the crisis, so assisting them in coping and
expressing sympathy (Coombs, 2015b). On the other hand, reputation restoration focuses on
communication meant to preserve or enhance an organization's image. Reputation restoration,
as previously discussed, is concerned with preserving an organization's reputation.

Denial, redress, fortifying, and lowering offensiveness are the next four areas that
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reputation repair strategies fall under. If denial is employed as a method of repairing a
company's reputation, the company will claim that it is not to blame for the problem and should
not be associated with it. Redress, on the other hand, tries to prevent the organization's
reputation from being negatively impacted by making constructive steps to help the crisis
victims. That can be accomplished, for instance, by compensating the victims or apologizing
and taking responsibility for the crisis. By providing the material that presents the company in
a more favorable image, bolstering also tries to increase the response to the company.
Organizations don't employ the method of lessening offensiveness as frequently. This tactic

downplays the severity of the issue and assigns only some of the blame (Coombs, 2015b).

2.9.2 Discourse of Renewal Theory

The discourse of renewal theory, in contrast to crisis communication theories that
emphasize image restoration and reputation protection, focuses on post-crisis communication
that emphasizes organizational regeneration and overcoming the crisis. Ulmer, Seeger, and
Sellnow (2007) list four renewal characteristics, which will be covered in the section that
follows. The discourse of renewal places a strong emphasis on the function of leaders and their
significance in fostering and promoting renewal. As a result, a leader's qualities and capacity
for inspiration play a crucial role in both the execution and transmission of renewal. The leader
frequently serves as a representative of the organization and its ideals when the focus is on
renewal and recovery from a crisis. A respected leader may more readily win the confidence
and reliability of the stakeholders while also influencing their thoughts (Ulmer, Seeger, and
Sellnow, 2007).

The purpose of renewal discourse is not to respond to an incident strategically, but rather
naturally and quickly. The goal is to promote renewal and advancement rather than to save the
business and preserve its reputation. It is one of the four key components of conveying renewal
and depends on the organization's leader's skill (Ulmer, Seeger, and Sellnow, 2007). The fact
that renewal aims to look forward rather than backward is another significant characteristic of
it. Instead of image repair, where the communication explains what happened and why the focus
here is on how the issue will be handled and how to go on after it.

The nature of renewal is built on positivism, which may be more challenging without

looking ahead, as it is more focused on the future. An optimistic leader can envision a way out
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of the crisis by making improvements and even profiting from it. Crises can teach a company
to act differently, for instance, by altering procedures and addressing safety concerns. The
model of renewal is an upbeat strategy that enables a company to consider what may be done
better after the crisis and whether there is room for new prospects (Ulmer, Seeger, and Sellnow,
2007).

2.9.3 Chaos theory

The chaos theory offers a perspective on how complex systems, like organizations,
behave and are affected by crises. The theory places a strong emphasis on the complexity,
nonlinearity, and dynamic aspect of complex organizations. The butterfly effect, or sensitive
dependency on initial conditions, is a crucial component of chaos theory. The butterfly effect is
the phenomenon where even minor adjustments or variations can have a significant impact on
a system, such as an organization or a crisis. As a result, a crisis's ultimate outcome is greatly
influenced by its original circumstances. According to the chaos theory, a crisis' unpredictable
and dynamic nature makes it extremely difficult, if not impossible, to forecast its effects (Seeger
& Sellnow, 2013).

Complex, non-linear, and dependent on other systems or organizations are
characteristics of organizations that make them more prone to crises, according to chaos theory.
These intricate organizations, which are widespread in modern society, are more vulnerable to
unpredictability. Crises are thought to fundamentally alter the character and structure of an
organization. But according to the chaos theory, self-organization appears when there is a
disruption. According to Seeger and Sellnow (2013), it is a natural process that is motivated by
an irrational desire for structure and order. Restructuring and self-organization can even result
in a brand-new, better-structured organization that enables businesses to not just survive a crisis
but thrive in it.

According to chaos theory, communication serves two purposes. First, communication
may act as a variation that results in more significant systemic alterations, some of which may
potentially trigger a crisis. Alterations to the communication process could make the crisis's
result worse. Second, communication may serve as a vehicle for both organizational renewal
and self-organization. Reorganizing, restructuring, and establishing new linkages and

connections can all be aided through communication. A good illustration of this is social media,
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where many people turn to social networking sites like Facebook during difficult times to
reconnect and seek assistance. Consequently, social networking site communications can aid in

reviving communities (Seeger & Sellnow, 2013).
2.10 Crisis Communication Plan and Crisis Communication Team

Making plans is probably the most important thing that ensures effective actions. At the
same time, a plan cannot assure successful management., it may create a template and method
for initial movements and choices. The system of making plans can be extra crucial than the
resulting plans themselves, as the connection and agree with constructed all through the
technique grow to be valuable in a disaster state of affairs (Joanne, et al., 2014).

A crisis communications plan has its very own elements. Grimmelt, (2017) advises crisis
communication plan covers the established order of media and social media monitoring,
information to important stakeholders, feeding information into social media, spokesperson,
area for press meetings and statements, information method to your personnel, the practice of
pre-draft message, education of key media contact sheets and cellphone, coping with of
questions or requests from media, families, and victims and so forth factors are great to prepare
crisis communication pan. In another way, Newsom, et al., (2008:408) propose “first identify
people likely to be the principal participants in the communication plan. Then decide what
media to use in a crisis.” Therefore, the crisis communication plan has its very own steps to put
together in a very good way and it is the blueprint for companies’ powerful crisis management
and communication practices.

The crisis communication team is to plan for potential crisis activities and controls those
events when they occur. As strategy makers, the crew develops alternatives and appropriate
selections for managing crisis situations. And the crisis planning teams provoke the
implementation of the crisis communication plan. According to Newsom, (2008:409) “the
organization involved will create crisis communication teams from staff members as well as
public relations and crisis communications consultants to create the necessary level of
expertise” the team has to deal with the organization’s disaster state of affairs. When it comes
to this, Coombs, (2008) the crisis team needs to speak with diverse stakeholders such as
employees, community members, government agencies, the information media, buyers, and

delivery chain partners.
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Consequently, it suggests crisis communication team is the spine of the organization,
and the team has better experience with managing and communicating during crises.

Crisis or disaster management requires creative decision-making ability and not merely
blind rule-following. Leadership, therefore, makes massive differences in crisis response, and
leaders need to be well prepared to fulfill their functions. It’s worth noting that there are
exceptional leadership roles in a crisis.

But crises additionally require wider organizational leadership as well as public
management. And not every leader will have the knowledge and background necessary to
perform each function to the highest standard. This is only an acceptance of reality, not a sign
of weakness in a leader. While others will oversee the crisis management team (CMT), some
will effectively lead the company and the public, instilling confidence and trust, (Griffin, 2014).

The organization's crisis communication and management activities place a significant
amount of responsibility on the crisis management team. Geimmelt (2017) also listed a few
crises management team (CMT) responsibilities, such as situation evaluation, crisis level
determination, activation of the crisis organization, identification of the necessary expertise,
choice of the necessary course of action, coordination of the necessary decisions, promulgation
and documentation of the necessary decisions, coordination with authorities (on a high level),
and choice of the internal and external communication policy.

The CCP and CCT are typically two sides of the same coin. Effective crisis
communications teams are made up of organization employees from diverse departments and
with varying degrees of experience, enabling the team's duties and responsibilities to be carried
out successfully.

Additionally, the strategy was created by the teams taking into account a variety of
aspects, including the organization's internal and external factors as well as the environment
and organizational efficiency. The scale of the business and the availability of qualified and
experienced management people have a significant impact on CMT's makeup. Geimmelt
(2017). As a result, the efficiency of the crisis communication team and crisis communication

plan is influenced by the CCT's organizational structure.
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2.11 Strategic Communications Planning Process - Nonprofit

Organizations

A nonprofit organization uses a variety of plans, goals, procedures, and resources to
communicate consistently about its mission, values, and accomplishments. This process is
known as strategic communications (Radtke, 2009). The range of activities that take place, to
some extent, in most nonprofit organizations fall under the category of strategic
communications, including public education, advocacy, membership, programs and services,
and fundraising.

Radtke (2009) further explains strategic communications may also cover matters like
branding the nonprofit, framing issues and planning for communication controversies and
emergencies, depending on the needs of the organization (crisis communications). Internal
communications—between the board and the staff as well as inside the board—are equally
crucial to the procedure. When it is coordinated, ongoing, and integrated, communication is
strategic.

The Communications Network's inventor, Frank Karel, defines it as "a process directed by
the persistent pursuit of answers to deceptively basic questions: What do you want to achieve?
For that to happen, who needs to think or behave differently? What would cause them to act in
such a way?” (Frank Karel, n.d.) Priority audiences and constituents are moved, convinced, and
persuaded through strategic communication to support an organization's objective. Whom the
organization attracts as supporters, funders, volunteers, and community partners depends on
how it articulates its goal, vision, values, and desired outcomes (Radtke, 2009). If it can
effectively use resources to fulfill the organization's objective will depend on how it portrays
itself to its constituencies, the general public, opinion leaders, and others. The way it frames its
concerns and policies affects whether the public will take an interest in them and act

accordingly.

2.12 Crisis Phases

Understanding the pattern of a crisis may help you predict issues and respond effectively

as a communicator.?®> While each crisis is unique and unfolds in its way, these generic

29. U.S. Department of Health and Human Services, 2014
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characteristics are present in the majority of instances. Communicators can anticipate the

information demands of the media, stakeholders, and the general public by breaking the crisis

down into phases. Each of the stages below has its own set of data needs as discussed hereunder.

2.12.1 Pre-Crisis Phase

According to the U.S. Department of Human Health and Services (2014), the most essential

planning work should be done during the pre-crisis phase. The communication objectives

during the pre-crisis phase include the following:

Plan and prepare for the crisis beforehand.

Make ties/alliances with stakeholders.

Build consensus recommendations.

Build systems and divisions such as hotlines, joint information centers (JIC), and
websites.

Test messages.

While a lack of pre-crisis planning and preparedness does not guarantee good crisis

management, the absence of it puts an organization at a significant disadvantage.

2.12.2 Initial Phase

Confusion, uncertainty, and significant media interest can characterize the initial phase of

a crisis.®® In most cases, information is lacking and facts are scattered here and there. Therefore,

managing the following is a crucial part of the communicator’s role:

Gather information about the incident.

Analyze and filter the truthful information from rumors.
Decide the communication response.

Collaborate with other response groups and agencies.

Confirm the magnitude of the incident without delay.

The U.S. Department of Health and Human Services (2014) further emphasizes, the

decisions made in the early stages have significant consequences. During this stage of a crisis,

there are rarely second opportunities to do communications right. The reputations of

organizations are at risk. However, it's crucial to remember that agencies may be compelled to

30. U.S. Department of Health and Human Services, 2014.
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communicate even if they don't have all of the information.

2.12.3 Maintenance Phase
When most or all of the immediate harm has been limited and the crisis’ severity has begun
to decline, the maintenance phase usually begins.3! The following are some of the
goals/objectives for this phase:
e Gives background information to those who need it.
e Generate support and understanding for reaction and recovery plans.
e Pay attention to stakeholder and audience input and fix any misinformation.
e Generate understanding and support for response and recovery plans.

e Describe what to do in an emergency.

2.12.4 Resolution Phase
For the resolution phase, the following are the communication goals:
e Provide educational opportunities
e Examine any issues or mistakes.
e Obtain support for new policies or allocations of resources.
e Promote the organization’s capabilities
As the crisis resolves, there is a period of stability, with a greater knowledge of the
situation as comprehensive recovery plans are implemented.3 This stage is marked by a drop

in public and media attention.

2.12.5 Evaluation Phase
After the crisis has passed, it's critical to assess the communication plan's success,
document lessons learned, and decide specific steps to enhance crisis systems or the crisis
plan.®® Here are some of the things a communicator evaluates when the crisis ended:
e Evaluate responses, including communication effectiveness.
e Document and share the lessons learned—what worked and what didn't?

e Determine specific activities that can help you enhance your crisis communication

31. U.S. Department of Health and Human Services, 2014.
32. Reynolds, 2012.
33. Reynolds, 2012.
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and response capabilities.
e Make connections to pre-crisis activity.
A crisis provides a unique chance for learning. If organizations don't learn from their

mistakes, they are more likely to make the same mistakes again in the future.
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Chapter - Three
3.0 Methodology

One of the most crucial aspects of a research study is methodology. Silverman (2016)
describes it as the researchers' whole approach to their study, which encompasses everything
from data collection through data analysis.>* To put it another way, research methodology is
concerned with the use of qualitative, quantitative, or mixed techniques (the combination of
both approaches) to conduct research.

In this chapter, the research design, and methodology used to conduct this study and fulfill
the research goals are discussed briefly. Also, it discusses the various data gathering tools and
the techniques of data analysis.

3.1 Research Design

The choice of which method to use depends primarily on the research questions and the
objectives of the research (Wimmer and Joseph, 2006). Hence, to answer the research questions
and achieve the objectives of this study, a mixed investigation strategy was utilized as the major
approach. The research technique focuses on acquiring and assessing information using both
quantitative and qualitative data in a single study or a series of investigations.

According to Creswell (2007:5), the fundamental principles of mixed design and the
mixing of qualitative and quantitative techniques give a greater grasp of research challenges
than each approach alone. As Michael (2001) points out, the strengths of one method might
compensate for the weaknesses of the others, and vice versa.

3.2 Research Method — Qualitative Versus Quantitative Approach

To conduct this study, a qualitative method was employed. It has distinct characteristics
that set it apart from quantitative research. Qualitative research takes place in the natural
environment of social actors, allowing researchers to better understand people's motives,
attitudes, and behaviors. Rather than counting on numbers, qualitative research is more suited
to evaluating words and ideas. The qualitative method of study is thus, useful to comprehend

and elucidate social phenomena in their natural setting. Questionnaires were utilized to gather

34. Silverman, D. ed., 2016. Qualitative research. Thousand Oaks, California: Sage Publications
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the essential data for this study, which made it easier to study human characteristics.

The effectiveness of qualitative research is however mostly depending on researchers’ skills
and talents, while the results may not be seen as dependable, as the majority are based on
individual researchers' assessments and interpretations. Because it is much more suitable for
small samples, qualitative research results are also more likely to represent the views of the
larger population.®

Hence, in order to answer the question for this research project, mixed methods research,
i.e., qualitative and quantitative research applied.

3.3. Population and Sampling Techniques

In this study, the purposive sampling technique was adopted. The reason that the
researcher chose this approach is that he sought to learn more from the communication
specialists’ and/or public relations practitioners’ opinions about the development and
implementation of the crisis communication plans at the organization where they work. The
participants are expected to share their experience and involvement in the crisis communication
development and implementation. According to Patton (2002), purposive sampling is a strategy
often used in qualitative research for identifying and selecting instances with a lot of
information. This entails identifying persons or organizations that are knowledgeable about the
issue under investigation (Creswell & Plano Clark, 2011).

The researcher sought to engage 21 or more communication specialists or public relations
practitioners from selected non-profit organizations involved in responding to the research
questionnaires. However, only 18 participated in filling out and returning the questionnaire.
Selected organizations were registered as foreign charity organizations by the Consortium of
Christian Relief and Development Associations (CCRDA). In the beginning, data were intended
to be collected from 21 foreign charity organizations through the use of questionnaires. But only
nine foreign charity organizations and 18 communication specialists or public relations
practitioners participated. So, Bethany Christian Services, Care Ethiopia, Christian Children's

Fund of Canada, Child Fund Ethiopia, Compassion International, FH- Ethiopia, and World

35. Bell, 2005.
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Vision International/Ethiopia were among the organizations surveyed in this research project.

3.4 Interview

The researcher utilized in-depth interviews as a means of data collecting tool to obtain the
intended information from communication experts from the selected international NGOs’
communication specialists or public relations practitioners. In-depth interviews are
unstructured, personal conversations to elicit participants’ emotions, sentiments, and opinions
about a given study topic. Fisher, 2005 and Wilson, 2003 cited in personal interviews offer the
benefit of involving personal and direct interaction between interviewers and respondents by
avoiding non-response rates; nevertheless, this requires interviewers to learn the necessary skills
to manage an interview properly.

As a result, the researcher used a purposive sampling approach to collect data from a couple
of interviewees to determine their relevance to the present study.

3.5 Questionnaire

A questionnaire is a collection of standardized questions, commonly referred to as items,
that follow a predetermined format to collect individual data on one or more specified themes.
This data collection method is thought to be useful in this study to determine participant answers
to the study's key topics.

A questionnaire is essentially a systematic approach for gathering primary data where
several people are asked to answer the same set of questions. One of the primary advantages of
this research instrument is that, when used appropriately, it allows the researcher to collect a
considerable amount of data at a cheaper cost (Bell J., 2005). Unlike the interviews, this
technique of data gathering has a drawback in that it does not allow the researcher to follow up
on ideas and explain difficulties.

3.6 Ethical Considerations

The researcher has employed a questionnaire and in-depth interviews as a major tool to
collect data relevant to conduct this study. Hence, the researcher strictly followed the following

five principles®® throughout the evaluation process.

36. (Western Australian Centre for Health Promotion Research, 2021)
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e Informed consent of the participant
e \oluntary participation
e Do no harm
e Confidentiality
e Anonymity
Moreover, the researcher confirmed the respondents’ consent when they tick this box [
next to the request “Please tick the box provided to show your consent to be part of the

research.”
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Chapter - Four

4.0 Data Presentation and Analysis

4.1 Introduction

In this chapter the data gathered from foreign non-profit organizations using the
questionnaire as well as in-depth interviews are presented and analyzed. In addition, the
activities or roles of the communication departments of those selected foreign non-profit
organizations have been analyzed. Moreover, the study came up with discussion on the findings
with the interpretation of the results. Hence, important issues of the findings are discussed in
the light of the literature review discussed in chapter two. The presentation, analysis and
discussion of the findings are included here under.

For the purpose of this study, the researcher gathered information from 18 communication
specialists or public relations practitioners using a questionnaire as a data-gathering tool. As the
name list of the CCRDA indicates, there are about 105 registered foreign charity organizations,

and 18 communication specialists or public relations practitioners participated.
4.2 Background of the Respondents

In this section, the respondents’ background information is provided in some form of
details. Under the background information of the respondents, general characteristics such as

gender, age, and level of education and work experience of the respondents has been described.

4.2.1 Age of respondents

The table shows that 55.6% of the respondents were between the ages 18-35, 33.3% were
aged 36-45, and the rest of the respondents i.e., 11.1% of them were in the age group of 46-55,

and there was no any respondent above the age of 55.
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Table 4.1, Age of respondent

Age group Frequency Percent
18-35 10 55.6

36-45 6 333

46-55 2 111

Total 18 100.0

4.2.2 Gender of Respondents
The table below represents the gender of respondents. As we can see 22.2 % of the
respondents were females, whereas 77.8 % of the participants were males. As we can see it from
the table, more of the respondents were male.
Table 4.2, Gender of Respondents

Gender of Respondents Frequency Percent
Female 4 22.2
Male 14 77.8
Total 18 100

4.2.3 Education Status of Respondent

Below is table 4.3 showing the education status of respondents. As we can see from the
table, 33.3 % of the respondents were degree holders, whereas, the remaining 66.7% of the
participants were holders of graduate degrees. Therefore, there were no respondents whose
education status is below the degree levels. In addition, it’s observed that the majority of the
respondents were graduates of master’s degree level. As a result, participants with a graduate

degree were the highest in number as compared to undergraduate respondents.
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Table 4.3 Education Status of Respondent

Education Status of Respondent

Education Level Frequency Percent

Degree 6 LSk
MA/MSC and Above 12 66.7
Total 18 100.0

4.2.4 The Role or Position of Respondents

Based on the category of position or role as shown below in the table 4.4, communication

specialists comprise of a total of 66.7% respondents and respondents of another role consists of
33.3%. According to the given responses, the communication specialist’s role exceeds the other

role. However, the respondents who chose ‘other’ didn’t specify their role while responding.

Table 4.4 Role or Position

Role or Position Frequency Percent
Communication Specialist 12 66.7
Other 6 33.3
Total 18 100.0

4.3 Crisis Communication Plan

As it can be seen in table 4.5, 55.6% of respondents confirmed “Yes” when asked about

the existence of the crisis communication plan in their organization. However, 44.4% of the

participants responded ‘No’ to the question “Does your organization have a crisis

communication plan?”’
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Table 4.5 Organizations with and without CCPs

Does your organization have a crisis communications plan (CCP)?

Responses Frequency Percent
Valid Yes 10 55.6

No 8 44 4

Total 18 100.0

The difference in the number of organizations with CCPs and without CCPs is insignificant.
Here, it is worth noting that organizations should have readiness for actions needed to control
the outbreak of any crisis beforehand by developing CCPs. If the organization doesn’t have any
CCP, the organization has likely planned to fail. As suggested in the literature review part of
this paper, developing a crisis communication plan is so important for any organization to
function properly and tackle any kind of crisis that threatens organizational operation.

4.4 The crisis cycle management

In this scenario, the three major crisis phases can be subdivided into the following categories
namely pre-crisis, crisis (initial phase, maintenance phase, resolution phase), and post-crisis
(evaluation phase). Each scenario has distinct features. The roles of each crisis phases were
elaborated using tables and graphs.

4.4.1 Pre-Crisis Phase

Figure 1 shows some of the major activities that should be done during the pre-crisis phase.
Activities such as planning and preparation for the crisis beforehand, making ties/alliances with
stakeholders, building consensus recommendations, building systems and divisions such as
hotlines, (JICs)®, and websites, and text messages are among the preliminary tasks
organizations should take at this stage. The above figure reveals the frequency and percentage
of responses for each role shown in the diagram. Accordingly, 66.7% of respondents replied
‘Yes” and 33.3% replied ‘No’ to plan and prepare for the crisis beforehand, 77.8% of

respondents replied ‘Yes’ and 22.2% replied ‘No’ to make ties/alliances with stakeholders,

37. Joint Information Center
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33.3% of respondents replied ‘Yes’ and 66.7% replied ‘No’ to build consensus
recommendations, 44.4% of respondents replied ‘Yes’ and 55.6% replied ‘No’ to build systems
and divisions such as hotlines, (JICs), and 11.1% of respondents replied ‘Yes’ and 88.9%

replied ‘No’ to websites, and test messages roles.

Figure 1, Pre-Crisis phase roles
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Here, it is important to note that most organizations don’t test messages during the pre-
crisis phase. The majority of these foreign organizations implement more of these major

activities at this stage, even if all of these activities were expected to be met by all organizations.

4.4.2 Initial Phase of the Crisis

From the below table, it’s shown roles taking place during the initial phase of the crisis. The
major roles at this stage are to gather information about the incident, analyze and filter the
truthful information from rumors, decide the communication response, collaborate with other
response groups and agencies, and confirm the magnitude of the incident without delay.
Consequently, 88.9% of respondents replied “Yes” and 11.1% “No’ to gather information about
the incident, 77.8% said “Yes” and 22.2% “No” to the role analyze and filter the truthful
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information from rumors, 55.6% answered “Yes” and 44.4% “No” to the role decide the
communication response, 66.7% responded “Yes” and 33.3% “No” to collaborate with other
response groups and agencies, and 66.7% responded “Yes” and 33.3% “No” to confirm the
magnitude of the incident without delay.

Table 4.6, Initial Phase roles

What are the roles indicated in your CCP during the initial phase of the crisis?
Item Response | Frequency Percentage
Gather information about the Yes 16 88.9
incident No 2 11.1
Analyze and filter the truthful Yes 14 77.8
information from rumors No 4 22.2
Yes 10 55.6
Decide the communication response | No 8 44.4
Collaborate with other response Yes 12 66.7
groups and agencies No 6 33.3
Confirm the magnitude of the Yes 12 66.7
incident without delay. No 6 33.3

Again, from the above table more than half of these, organizations apply all or part of the
activities. However, there are still some organizations that do not practice them at all.
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4.4.3 Maintenance Phase

Table 4.7, roles in the maintenance phase

What roles are indicated in your CCP in the process of the maintenance phase?

Items Responses Frequency Percent
Gives background information to those who Yes 14 77.8
need it. No 4 22.2
Generate support and understanding for reaction | Yes 14 77.8
and recovery plans. No 4 22.2
Pay attention to stakeholder and audience input | Yes 14 77.8
and fix any misinformation. No 4 22.2
Generate understanding and support for response | Yes 12 66.7
and recovery plans. No 6 33.3
Describe what to do in an emergency. Yes 10 55.6
No 8 44 4

The above table illustrates the responses given to the roles played in the process of the
maintenance phase. Accordingly, the roles ‘gives background information to those who need it,
generating support and understanding for reaction and recovery plans, paying attention to
stakeholder and audience input, and fixing any misinformation got the most responses which
are 77.8%. Whereas, the role ‘generate understanding and support for response and recovery
plans’ received 66.7% while ‘describe what to do in an emergency receives 55.6%.
Comparatively, most of those roles are practiced by many of the organizations in the
maintenance stage of the crisis occurrence even though some other organizations overlooked
practicing a few of these roles.

4.4.4 Resolution Phase

Table 4.8 shows the major roles stated in the resolution phase of the crisis such as
providing educational opportunities, examining any issues or mistakes, obtaining support for
new policies or allocations of resources, and promoting the organization’s capabilities.
Accordingly, about 55.6% of the respondents confirmed the practice of providing educational

opportunities and yet 44.4% did not. Concerning the practice of examining any issues or
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mistakes, 66.7% of the participants said they practice it but 33.3% of them never comply with
it. Similarly, 66.7% responded to the practice of obtaining support for new policies or
allocations of resources whereas 33.3% of them ignored it. Additionally, the role of promoting
the organization’s capabilities was applied by 55.6% of the selected organizations, but then,
44.4% of the organizations certainly not fulfilled it.

Table 4.8, resolution phase roles

Based on your CCP, what are the roles stated in the resolution phase?
Items Responses | Frequencies | Percentage

Yes 10 55.6
Provide educational opportunities No 8 44.4

Yes 12 66.7
Examine any issues or mistakes. No 6 33.3
Obtain support for new policies or Yes 12 66.7
allocations of resources. No 6 33.3
Promote the organization’s Yes 10 55.6
capabilities No 8 44.4

Based on the illustration in table 4.8, organizations are practicing some or part of the roles
in the resolution phase and the number the organizations applying these roles are slightly greater
than those who do not practice them.

4.4.5 Evaluation Phase

The table 4.9 below shows the major roles to be evaluated when the crisis is over. Some
of the major actions taken during the evaluation phase of the crisis comprise evaluating
responses, including communication effectiveness, documenting and sharing the lessons
learned (i.e. what worked and what didn't), and determining specific activities that can help you
enhance your crisis communication and response capabilities, making connections to pre-crisis

activity.
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Table 4.9 shows roles after the crisis is over.

What are the roles contained in your CCP when the crisis is over?

Items Response Frequency Percent
Evaluate responses, including Yes 14 77.8
communication effectiveness. No 4 22.2
Document and share the lessons Yes 16 88.9
learned—what worked and what didn't? | No 2 11.1
Determine specific activities that can Yes 14 77.8
help you enhance your crisis No 4 22.2

communication and response

capabilities

Make connections to pre-crisis activity | Yes 10 55.6
No 8 44.4

In their responses, 77.8 % of participants responded “Yes” and 22.2% of them “No” to
the role evaluate responses, including communication effectiveness, 88.9% replied “Yes” and
11.1% “No” for an action document and sharing the lessons learned (i.e. what worked and what
didn't)’. On the other hand, 77.8% of the respondents answered “Yes” and 22.2% “No” to the
role of ‘determine specific activities that can help you enhance your crisis communication’.
Again, 55.6% said “Yes” and 44.4% “No” responded “No” to an act of ‘response capabilities.
Yet, 55.6% of the participants showed their compliance to the ‘making connections to pre-crisis
activity’ while the remaining 44.4% somewhat didn’t agree.

From table 4.9, it’s apparent that most of the organizations commit themselves to apply
many of the roles except of making connections to pre-crisis activities. Every crisis has
something important to learn from. Aside from the lessons learned, a well-managed crisis

incident serves as an input by the time modifying or updating the CCP at a pre-crisis phase.
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4.5 Organizations Experienced Disaster

Table 4.10 shows organizations ever encountered any disaster. As we can see from the
table hereunder, about 55.6% of the participants of this study responded as their organization
experienced a disaster although 44.4% of respondents replied that their organization didn’t face
any disaster. According to the responses of the participants, it is clear that more than half of the
organizations were hit by a disaster or crisis.

Table 4.10 shows organizations ever experienced a disaster.

Has your organization recently experienced a disaster?
Response Frequency Percent
Yes 10 55.6
No 8 444
Total 18 100.0
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4.6 Types of Crises Occurred

FIGURE 2 SHOWS TYPES OF CRISIS
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The sorts of crises depicted in this figure are not the only ones that can strike any company.

However, the figure represents some of the most common forms of crises, including

Technological crisis, financial crisis, natural crisis, the crisis of malice, crisis of deception,

confrontation crisis, the crisis of organizational misdeeds, workplace violence, and so on. Based

on these categories, respondents indicated which crisis type occurred and which is not. The

participants who responded “Yes” to technological crisis at 22.2%, financial crisis at 22.2%,

natural crisis at 11.1%, crisis of malice at 22.2%, crisis of deception at 11.1%, confrontation

crisis at 11.1%, and the crisis of organizational misdeeds 11.1%, workplace violence 22.2%,

and others not specified 11.1%. Whereas, the highest number of the respondents confirm that
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there was no crisis incident happened to their organization. It is important to note that only a
few of the organizations that were surveyed in this study encountered a crisis incident.

4.7 Causes of the Crises

Table 4.11 illustrates the fact that caused the crisis and also shows whether they were
caused as a result of a technological error, a human error accident, a mix of both technical and
human error accidents, or no accident at all. Having said that, 11.1 % of the respondents
mentioned technical accidents as the cause of the incident, 22.2% chose human error accidents
as a cause, and at the same time, 22.2% indicated a mix of both technical and human error
accidents initiated the crisis. On the contrary, 88.9% of the respondents of ‘technical accident’
or 77.8% of the respondents of ‘human error accident’ or a mix of both ‘technical and human
error accident’ categories were not the causes Of the crises incidents to happen in their

organization.

Table 4.11 shows the causes of the crisis incident/s

What was/were the cause/s of the crisis
Item Response Frequency Percent
Yes 2 111
Technical accident No 16 88.9
Yes 4 22.2
Human error accident No 14 77.8
Both technical and human error Yes 4 22.2
accident No 14 77.8
Yes 4 22.2
No accident type mentioned No 14 77.8

4.8 Damages Caused due to the Crisis incident
The researcher was curious to know about the types of damages incurred due to the crisis
as described by the participants of this study. Out of the total number of participants, only two
of them explained a little about the damages caused as a result of the crisis that broke out in
their organization. On the one hand, one of the respondents claimed that the crisis incidents
harmed organizations' performances, lowered stakeholders' direct engagement, and employees'

motivation, as well as a shortage of vital aid supplies such as food and basic health facilities.
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Yet another respondent explains that the damage resulting from the crisis incident caused a
decline in direct donor involvement, caused program delays, and reduced program funding

saving misuse of the human capital.

4.9 Measures Taken to Minimize the Loss

Figure 3 shows measures taken to minimize the loss
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Some of the steps done to control crisis occurrences are depicted in figure 3 above. Only
a handful of those international charitable organizations took steps to increase the number of
donors and provide human and technical training. Others, on the other hand, did not take any
steps to control crisis circumstances. Hence, about 22% and 33.3% of respondents indicated
that measures such as "attract more donors' and ‘human and technical skill training provided'
were taken to resolve the crisis incident, respectively, while the remaining respondents, i.e.
around 79% and 67% of them, did not use measures such as 'attract more donors' and 'human
and technical skill training provided' to deal with crisis occurrences.

Surprisingly, the majority of respondents, which is approximately 89% of them stated that
"no step was taken,"” while others, that means, roughly 11% of participants said nothing at all.

Most of these charitable organizations, according to the respondents, do not have a

strategy to expand the number of donations. Another concern raised by the participants' replies
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Is that almost 90% of these organizations do not provide adequate human skills and technical
training. Mismanagement of human and capital resources due to a lack of human skill,
competence, and technical training can greatly contribute to organizational failure in one way
or another.

4.10 What measures were taken?

The nature of a crisis, as well as an organization's ability to handle it, influences its
existence in so many ways. In their comments, participants in this survey shared what they feel
has assisted their organization to continue operating following the crisis. One of the respondents
stated that workplace violence had happened in their organization and that some kind of
corrective measures, as well as specific follow-ups, had been taken to settle the issue and
manage the behavioral adjustments in employees and quarreling parties.

Furthermore, another responder for his/her part indicated that their organization began
collaborating with other humanitarian organizations and stakeholders to expedite the delivery
of emergency relief items without a delay. Yet another commentator claimed that to preserve
the survival of the organization, timely and participative management decisions were made, as
well as a group of smart executive bodies.

4.11 Lessons Learned from the Crisis Incidents

The crisis is not always a bad thing. Every crisis has something to teach and it’s up to us
to take note of the lesson that the crisis brought to us. It is usually important to learn from the
past crisis. Because it will help someone prepare in advance for a similar situation. It allows
planning accordingly.

In this regard, three respondents gave their insights into what they have learned through
their organization's difficulties. “I've learned not to trust anyone,” one remarked.

| also learned that beneficiaries should not be allowed to do what they want with
the aid supplies they are receiving. | am convinced to look for another means of
supporting them instead of giving them cash.

This happens when beneficiaries use donations for other purposes out of the donor’s
intention. Of course, sometimes recipients take the donations for granted as if they are receiving
them because they deserve them.

As the crises vary from one organization to the other, so is the lesson that differs from one
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another. The second respondent said,;
| learned that some crises are preventable. That mobilizing all kinds of support for
the people in need is possible. To do this, takes our passion. Because we are all
humans, we have to render love, care, and support in cash and in-kind.

The third informant also explained, “Whether big or small the crisis should not be
underestimated.” A crisis is a crisis after all. Unless it is managed properly in its first instance,
it could result in a devastating effect. It should be handled timely and wisely. Otherwise, the
accumulation of smaller crises would put the organization at a bigger risk which is tough to
control. That is why developing a crisis communication plan is necessary for every organization.

4.12 Interview Findings

4.12.1 Crisis Handling Comparison

Handling a crisis in organizations having CCPs is quite different from those without them.
In-depth interviews were conducted with communication specialists of WVE and Compassion
International. The interview questions were designed to satisfy the objective of this study and
taken as a supplementary tool to the data gathered using the questionnaire. Hence, the researcher
tried to inquire whether the targeted organizations had their CCPs clear to understand and
accessible by all staff. It also attempted to ask about the importance, usage, and frequency of
updating the CCPs. Accordingly, the results of the two interviews are analyzed hereunder.

According to the communication specialist at WVE, they have a written form of the CCP.
However, the so-called written form concerns more of the existing strategy. It is an agreement
entered between the organization and the government. It is a settlement program or exit plan
instead of a plan that can be applied to support the organization's existence in a time of crisis.
When asked if WVE has developed its CCP the communication specialist first said, “Yes” and
then he added,

“But there is no plan that explains every crisis exhaustively. As | said earlier, there
is an exit procedure if the organization couldn’t continue, if sponsors are unavailable, and
soon.”

Even if the organization had what they call a “written” CCP, it is not accessible by every

member of staff. This is something to be applied as an exit strategy when faced with
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sustainability issues.

But when it comes to its accessibility by staff the communication specialist said,

“... the CCP is there in an unwritten form. As I said, if children get sick, face an
accident, or dropping out from [school] or face any problem, or hunger, there is an
informal way of communication with staff to solve these problems.”

It is worth noting here that they call it the ‘written form of the CCP’ is preserved as a
document and an ‘unwritten CCP’ is communicated to all staff informally or verbally when
needs such as social issues, physical, and other needs of beneficiaries arise.

As far as clarity of the CCP is concerned, it has two sides: on the one hand, the CCP is
present as a document but not accessible by staff, whereas, the unwritten form of the CCP could
be communicated to staff orally in time of need. Different departments of the same organization
can have their specialties.

“So, all the staff don’t know everything. The social worker may not know everything about

the finance department. Likewise, the accountant or finance department does not know
every crisis facing the social worker. Let’s assume all know better about their department,”’
said the communication specialist.

The CCP has a great deal of importance for WVE to handle the crisis in time. It is also
vital for the existence of the organization.

When it comes to updating the CCP, however, it takes up to two years to update it. They
are even thinking of updating it every three years. It is a little bit prolonged for an unspecified
reason. Due to the dynamic nature of the crisis, it’s believed that the CCP needs to be updated
twice or at least once a year. But WVE seems to be convicted to have a well-developed CCP
hereinafter:

“This will serve us as an input for the next time. This interview has awakened us
to give more emphasis to our plan, especially when we update it. We will bring this into
consideration.”

Suggesting organizations develop CCP(s) is one of the purposes of this study.
Organizations should prepare CCP according to the setup of their organization, its mission, and
its objectives. Organizations must have a well-planned CCP to help them identify and respond
to threats that revolve around their beneficiaries and stakeholders. It’s better to have a crisis

communication plan than to not and then the application follows. Another benefit of having the
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CCP is that it allows taking lessons after each crisis incident and that would also serve as an
input to update the CCP accordingly for a better experience of handling the crisis incident next
time.

The public relations officer of the Compassion International for his part replied as follows
when asked whether their organization had a CCP:

“It is a must. That is when we have a strategic public relations approach, crisis
management in public relations is part of it. Not only that, CCP is part of the approach because
currently, disasters are happening everywhere.”

As stated by the PR department of Compassion, there is a response plan and they often
follow a coordinated strategic response whenever a crisis incident occurs. The planning starts
with the program director, then, everyone in each department will get involved. Once the
planning is done, certain guidelines on how to act in times of crisis at the project level will be
communicated to all staff.

The PR department explains the accessibility of the CCP and he said, there is no doubt
that everyone can access it.

Um... we have prepared posters as well. For example, we have prepared the report flow

in an easy and diagrammatical format and to whom one has to report. We prepared it in

two languages; Amharic and English. Then, the poster will be dispatched to the project
centers. It’s prepared. We prepared it in such a way.

When asked how important the CCP is, the PR officer explains, it is crucially important
and the present situation of our country also provokes us to become crisis-oriented when
planning.

Even, we are obliged to change our approach due to the dynamic nature of the conflict on

the one hand and the natural disaster on the other hand.

This implies that there is no single best plan that fits every situation. As the nature of the
crisis incident changes, the focus of the CCP changes. In connection with this, updating the
CCP at a regular interval is an integral part of their response plan. The PR personnel confirms
that the CCP is updated or revised frequently when planning and designing a program and
developing a crisis communication plan.

Asking about the importance of developing the CCP, the PR personnel answered it

precisely that trying to manage a crisis incident without a pre-planned emergency or crisis
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communication plan would have been a disaster. This would result in a negative impact on the
organization’s reputation.
That also has its consequence. For example, the major thing is that we will lose
trust. It results in a loss of trust both in the community and partners as well.

As a foreign charity organization, partnership is the main principle of organizations such
as Compassion International. So, the CCP has a great deal of importance in maintaining trust
among stakeholders.

In the meantime, it is “releasing children from poverty in Jesus' name” is our motto
and mission which we believe we advocate.

This is how the PR personnel along with staff respond to children when they face a crisis
or emergency wherever they are.

As to Compassion International, updating the CCP is mandatory and it’s updated regularly
and beyond whenever crisis incidents arise. The dynamic nature of the crisis incident determines
the frequency of updating it. Because the response is not the same if it is a flood or conflict.

Hence, the response plan or strategy is updated whenever the CCP is updated or revised.
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Chapter - Five

5.0 Summary, Conclusions, and Recommendations

This chapter presents summary and conclusions recommendations derived from the data
presented and analyzed in chapter four on the ‘Evaluation of Implementations of Crisis
Communication Plans’. It also provides recommendations that can be pursued by organizations
that do not have CCP.

Questionnaires were sent to 21 foreign charity organizations or international NGOs. But
only nine foreign charity organizations and 18 communication specialists or public relations
practitioners were participated. In addition, two individuals; a public relations officer from the
PR department of Compassion International and a communication specialist from World Vision
Ethiopia were selected in an in-depth interview. Therefore, the findings of this study were based
on the responses of participants in the questionnaires and in-depth interviews.

5.1 Summary of Findings
The findings of this study were summarized based on the research questions mentioned in
Chapter One.
1. Do non-profit organizations in Addis Ababa have a crisis communication plan?
2. How was the crisis communication plan implemented in pre-crisis, during crisis,
and post-crisis stages?
3. What were the outcomes of implementing the crisis communication plan?

Accordingly, the resulting outcome of the findings from the questionnaire portrays that
55.6% of the non-profit charity organizations have developed a crisis communication plan
(CCP), however, the remaining 44.4% of them didn’t have any emergency plan.

A great deal of differences in handling the crisis has been observed between those
organizations having the CCP and those which do not. When it comes to implementation of the
CCPs in pre-crisis, crisis (initial phase, maintenance phase, resolution phase), and post-crisis
phase (evaluation phase), organizations with CCPs have shown better performances even
though they lack continuity in some sort.

In the pre-crisis phase, most of the organizations including those without written CCPs
were implementing the roles such as plan and preparing for the crisis beforehand (66.7%),

making ties/alliances with stakeholders (77.8%), building consensus recommendations
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(33.3%), build systems and divisions such as hotlines (JICs) and websites (44.4%), and test
messages (11.1%). Even though building consensus recommendations and building systems
and divisions such as hotlines (JICs) and websites show the lesser performances, i.e. 33.3% and
44.4% respectively, however, test messages (11.1%) showed the least of all in the pre-crisis
phase.

The crisis phase is also the sum of the initial phase, maintenance phase, and resolution
phase - all having distinct roles. Even though more than half of the organizations use all or part
of the activities, some organizations do not use some or all of the roles during the initial phase.
In comparison, many organizations in the maintenance stage of a crisis occurrence are doing
most of the duties, even if some firms are neglecting to perform a few of the roles. Similarly, in
the resolution phase of a crisis, organizations are doing some or all of the tasks, and the number
of organizations performing these roles is slightly higher than the number of organizations that
do not.

The post-crisis phase, also known as the crisis evaluation phase, is the culminating stage
of a crisis. During this stage, the majority of organizations commit to performing many of the
roles, except for establishing links to the pre-crisis activity. Every crisis has a valuable lesson
to be learned. A well-managed crisis acts as an input by the time changing or upgrading the
CCP during a pre-crisis phase, aside from the lessons learned.

Organizations ever experienced a disaster somewhat exceeded in percentage as compared
to other organizations incorporated in this study. Nevertheless, the highest number of the
respondents did not indicate the type of crisis incident that happened to their organization. They
did not only ignore mentioning the type of the occurrence but also the cause/s of the incidents
were not specified.

The findings also suggest that the occurrences had an impact on the organizations. As a
result of the crisis, organizations' performance has suffered, as has direct stakeholder
involvement and employee motivation, as well as a scarcity of critical humanitarian supplies
such as food and basic health services. Furthermore, the harm created by the crisis occurrence
resulted in a decrease in direct donor engagement, program delays, lower program financing,
and human capital abuse. Besides, the majority of these charitable organizations lacked a plan
to increase the number of donations. Another area of concern is that over 90% of these firms

lack the appropriate human skills and technical expertise. As a result, a few of these
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organizations were impeded to some extent by mismanagement of people and capital resources
due to a lack of human skill competency and technical training.

The nature of a crisis scenario as well as an organization's capacity to deal with it has a
huge impact on its existence. Likewise, the measure to be taken cannot be the same as
organizations vary in scope and purpose from one to another. Some organizations that used to
face workplace violence took some kind of corrective measures and specific follow-ups to settle
the dispute. Other organizations that encountered financial crises dealt with the issue by
collaborating with other humanitarian organizations and stakeholders to expedite the delivery
of emergency relief items. Some others who have been with human and technical skills issues
solved the matter by executing timely decisions and creating a participatory management
system in every instance of the crisis.

As the crises vary from one organization to the other, so is the lesson that differs from one
another. Hence, some organizations learned to build a system on how to handle human resources
and how to make behavioral adjustments to employees whenever some sort of disagreement
arises. Certain organizations for their part grasped the understanding of some crises that are
preventable by nature if one has the passion, love, and care for others and supports others in
kind as well as financially. Other organizations too are well aware of the importance of
managing the crisis incident in time whether it’s big or small.

As a result of the dynamic nature of the crisis, it is necessary to update the CCP regularly.
Only a handful of the international charitable organizations assessed changed or revised their
CCPs due to the nature of the crisis they were confronted with. Others, on the other hand, did
not even develop the CCP, let alone update it.
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5.2 Conclusions

Based on the aforementioned finding, the following conclusions were drawn:
Accordingly, the resulting outcome of the findings from the questionnaire portrays that
55.6% of the non-profit charity organizations have developed the crisis communication
plan (CCP), however, the remaining 44.4% of them didn’t have any emergency plan.
When it comes to the implementation of the CCPs in pre-crisis, crisis (initial phase,
maintenance phase, resolution phase), and post-crisis phase (evaluation phase),
organizations with CCP have shown better performances in handling a crisis even though
they disregard some roles at every stage.

Organizations that used to experience a disaster were higher than those that didn’t face any
crisis. Yet, the types and causes of those crises were not specified.

As a result of the crisis, organizations' performance had been suffered from a lack of direct
stakeholder involvement and employee motivation. Furthermore, the harm created by the
crisis occurrence resulted in a decrease in direct donor engagement, program delays, lower
program financing, and the abuse of human capital. Besides, the majority of these
charitable organizations lacked a plan to increase the number of donations. Additionally,
over 90% of these firms did not provide the appropriate human skills and technical training.
The nature of the crisis scenario and the measures to be taken to handle the situation
differently as the scope and purpose of the organizations vary.

As the crises vary from one organization to the other, so is the lesson that differs from one
another.

Only a few international charitable organizations examined or amended or updated their
CCPs as a result of the nature of the crisis scenario they were dealing with. Others, on the

other hand, did not even construct the CCP, let alone update it.
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5.3 Recommendations

This study revealed the ‘Critical Evaluation of Implementations of Crisis Communication

Plans: The Case of Non-profit Organizations in Addis Ababa’. Thus, the following

recommendations are hereby presented:

Some non-profit foreign charity organizations in Addis Ababa have to develop the CCP to
handle the crisis situation in a better way.

It would be nice to non-profit foreign charity organizations of Addis Ababa if they practice
in the implementation of all the roles in all the three phases i.e. pre-crisis, crisis (initial
phase, maintenance phase, resolution phase), and post-crisis phase (evaluation phase).
Whenever a crisis incident occurs, it is advisable for those foreign non-profit organizations
to specify the types and causes of the disaster for a better understanding and management
of the situation.

It would be nice for the majority of these foreign non-profit organizations to have a plan to
raise the number of donors aside from providing the appropriate human skills and technical
training.

When handling the crisis, these foreign non-profit organizations are recommended to take
measures that are in alignment with the scope and purpose of the organization

Those foreign charity organizations should take advantage of the lessons each crisis brings.
It is strongly recommended that those foreign non-profit organizations should develop
CCPs and update them at regular intervals so that they may respond to emergencies
promptly.

Further research in the area of implementations of crisis communication plans on foreign

charity organizations based in Addis Ababa is highly appreciated.
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APPENDIX

Appendix — A, Questionnaire

My name is Dejen Leul. Currently, I am pursuing my Master’s degree in the field of
‘Public Relations and Strategic Communication” at Addis Ababa University. At the moment, | am
conducting a thesis project titled “Critical Evaluation of Implementations of Crisis Communication
Plans: The Case of Non-profit Organizations in Addis Ababa”. The questionnaire comprises of
two parts; background information (Part 1) and questions (Part Il) respectively. The questionnaire
won’t take longer than 15 minutes of your time to complete it. All responses will be kept
anonymous and you won’t be identified in the research. Once complete please e-mail back to

dejenleul@gmail.com

Please tick the box provided to show your consent to be part of the research. [

Part-1
Background Information

Sex: tick one, Female: 0 Male: O

Age: tick one, 18-35 O  36-45 0 46-  >55[7
55 0

Education: tick one, Diploma  Degree 0 = MA/MSC and Above (I
U

Position or role of the
respondent: (tick one)
Communication O
Specialist

Human Resources 0
Manager

Accountant O

Receptionist/Inform ]

ation Desk
Other (please O

specify)
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How long have you been working in this organization for the position/role mentioned?
Less than a year [J1-5years [15-10years [ 10 years+ [1
Part-11, Questions
Does your organization have crisis communications plan (CCP)? Yes O No O
Which of these activities were conducted as a pre-crisis phase? (tick all that apply)
Plan and prepare for the crisis beforehand. O
Make ties/alliances with stakeholders. O
Build consensus recommendations. O
Build systems and divisions such as hotlines, joint O
information centers (JICs), and websites.
Test messages. O
What are the roles indicated in your CCP during the initial phase of the crisis? (Tick all

that apply)

Gather information about the incident. O
Analyze and filter the truthful information from rumors. O
Decide the communication response. O
Collaborate with other response groups and agencies. O
Confirm the magnitude of the incident without delay. O

What roles are indicated in your CCP in the process of maintenance phase? (Tick all that

apply)
Gives background information to those who need it. O
Generate support and understanding for reaction and recovery plans. O
Pay attention to stakeholder and audience input and fix any misinformation. O
Generate understanding and support for response and recovery plans. O
Describe what to do in an emergency. O
5. Based on your CCP, what are the roles stated in the resolution phase? (Tick all that
apply)

Provide educational opportunities O
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Examine any issues or mistakes. O
Obtain support for new policies or allocations of resources. ]
Promote the organization’s capabilities O

6. What are the roles contained in your CCP when the crisis is over? (Tick all that apply)

Evaluate responses, including communication effectiveness. O
Document and share the lessons learned—what worked and what O
didn't?

Determine specific activities that can help you enhance your crisis O
communication and response capabilities.

Make connections to pre-crisis activity. O

Has your organization recently experienced a disaster? Yes [ No I

If your answer for question number ‘7’ above is ‘Yes’, what sorts of crises were occurring?
(Tick all that apply)

Technological crisis:
Financial crisis:
Natural crisis:

A crisis of malice:

A crisis of deception:
Confrontation crisis:

A crisis of organizational misdeeds:

O OO0 0o o0oo0o0o ™

Workplace violence:

Other, please specify O

What was/were the cause/s of the crisis? (Tick all that apply)

Technical accident 0
Human error accident O
Both technical and human error accident O
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No accident type mentioned O
D Were there damages caused by the incident/crisis?  Yes O No [

What were the damages caused by the crisis? Please mention some.

What were the measures taken to minimize the losses and to solve the crises? Tick all that

apply.
Attract more donors O
Human and technical skill training provided O
No measure was taken O

How could the organization maintain its functioning after the devastating incident?

What were the lessons learned from the incident?
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Appendix — B, Interview Questions

What do you know about crisis communication plan (CCP)?

Does your organization have CCP?

Is the CCP accessible to everyone in your organization?

Was the CCP developed in a way everyone can understand?

How important is the CCP to your organization?

How does your CCP help you to reacting in time of emergency/crisis?

How often your CCP is updated?
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Appendix — C Transcription and Translation of the Interviews

Interviewee A and B

Time code

Ambharic

English

00:00:00 — 00:00:35

mPe:- avBavC KrFANT: P+ ALTNNN
apmA hrTFANT:

aPATI:-AgP9.... CrisiS communication
plan AdFu- @@ 1@< av(n™
TEBD-?

P~ hPT hPs

aOAT:-09 8 1 @-:: TIAT W1 WIR
strategy public relation
approach a.5°¢% public
relation A& ¢ crisis
managUment A% A7t7
10 @ F ARU7 I Au-?
currently disasters
everywhere happen A£24T
aAA part of crisis £ 1m-x

Interviewer: We can get started.
You can continue by reading from
your PC. Interviewee: Hmmm ... |
think the gquestion is do you have a
crisis communication plan?
Interviewer: Yes, yes.
Interviewee: It is a must. That is,
when we have a strategic public
relations approach, crisis
management in public relations is
part of it. Not only that, CCP is part
that because currently disasters are

happening everywhere.

00:00:36— 00:01:00

aoA{i:- AAHY response plan Aa: 1t
1 £9°7hviA@- strategy coordinated
PV response A74.5°C 1@
PIPTLCIM - NTE-I° LI°CF hHL
PPhe 2272474 department v--g°
involve A79.22C1 AS NILLI® NaA
PAO77 crisis ...

Interviewee: So, there is a response
plan. Often, we follow coordinated
strategic response. Starting with the
program, then each department to
involve everyone and then the crisis

we have...

00:01:01 - 00:02:13

[f94 endh @&/Navyh hah +Ld-¢e
10c]

[interview interrupted ...Personal

phone conversation / phone call]
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00:02:14 — 00:02:30

avATi:-Sorry.

mPe:- FoIC LA@-9° KL

aAT:-OARLY © he-200 hFPRLL A7 TAY
Az

mPe:- hA? OP! tavhndT A actually
VTS @ AG ARG @+ tavqag by
default::

aAT:-h P!

Interviewee: Sorry.

Interviewer: No problem!
Interviewee: So, we have a crisis
communication plan.

Interviewer: Is there? Alright! | got
it. Actually, the second and the first
questions are the same by default.

Interviewee: Yes!

00:02:31 - 00:02:50

mfe:- AT @« TPE P00 “Is the
CCP accessible to everyone in your
organization?” (1CIT $L9°
MPATIPH a0Bavse AL, ..

CCP Auv-t-9° accessible 1@~ @g?

Interviewer: The third question
says, “Is the CCP accessible to
everyone in your organization?”

Of course, you have mentioned it
earlier. Is the CCP accessible for all?

00:02:51 - 00:03:08

avAfi:- o0l Of course 97787 10?7
AT LLhaD TCERT MO B9PC .
U-0e9° TEERAT Crisis A7 T h&C10-
DR, A7LTLLLCT PULADT
guideline AHPB-F7 ... hhh ... Z0hCT
U-A Atvrs

Interviewee: Yes! Of course, you
know what? We have prepared
guidelines on how to communicate
in time of crisis at the project level.
Um... we have prepared posters as

well.

00:02:51 - 00:03:31

aATiz- [ALOTI9°] ... hh... AAHY Adz
NLI°N AN

mfe:- OK. hhh ...

aA{:-110% 1@~ develop £LLMM@-::
mfE:- Ok. Excellent, yeah
[laughter] I wish v Aa$Lel, @
¢ content analysis Agedg-t %@+
L0 &N I0C 17 K707 hH @0
AT AALeR9P . AArHhetge:

Interviewee: [Inaudible] ... Um ...
so, there is the CCP. Of course, we
had it.

Interviewer: Ok, um ...
Interviewee: We have just
developed it in a clear way.
Interviewer: Ok. Excellent! Yeah,
[laughter]. 1 wish | knew you had it

so that I may conduct content
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analysis. But I didn’t plan it before.

00:03:32 — 00:03:45

mgee:- AP

avAfi:-Disaster A7°ah 67°Ct 17 D
LLLIN NHE PP DL 10
papaoM@-? eoA@-7 flow 1IN easy
avrr diagrammatical format A&C17
10+ 001D (AT RIE HPIPMm A
NATICTT® NATINHTI® AAD-::

Interviewer: Yeah!

Interviewee: For example, we have
prepared the report flow in an easy
and diagrammatical format and to
whom to report to. We prepared it in
two languages; Amharic and

English.

00:03:46 — 00:04:19

aPAQ:- 7' (P4 WTO18.0 OLL TR
LOHTN: TACENT A78H.8 AL CTT
LT ALCITA:

mfe:- Wow! That’s wonderful. Af.
0P ®L ML TPE ('4LF hAh ... yeah
APPOHE @ AL TINF 1D-% 9O PUA
ANGAL 107 9°7 8% (P ... aPMPPI°
AANTNZN TPz just <17 for the sake
AT [€CTINE]... 7 SUA MY, 1
AL:Ce~ [the CCP]? Yeah!

Interviewee: Then, the poster will
be dispatched to the project centers.
It’s prepared. We prepared it in such
a way.

Interviewer: Wow! That’s
wonderful. Ok, let’s proceed to the
next question. Um ... yeah, The fifth
question says, “How important is the
CCP to your organization?”
Actually, this was not questionable.

| am asking just for the sake of
formality. How important is [the
CCP]? Yeah!

00:04:20 — 00:04:45

avAi:-Um ... crisis A7°19.U
especially ag°aA. contemporary
PUI@- QUICTT U NNI° 1MIP LA
A 116 crisis oriented P1PA =
mfe:- Um

Interviewee: Um... crisis,
especially, when we look at the
contemporary situations of our
country is becoming crisis oriented.

Interviewer: Um ...
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avAi:-even AT &0 A28 TC9°
eoo 7A@ approach Ahhg®7rLC
£¢a conflict NHY Nh-é\ natural

disaster (LY Oh-é ...0PLH@- happen
LLLCIM:

Interviewee: Even, we are obliged
to change our approach due to the
dynamic nature of the conflict in one
hand and the natural disaster on the
other hand.

00:04:46— 00:05:16

mfeE:- eh

aPAT:-AAHY ARTHE L19°
communication plan haaderth
LU R AT

mf¢:- Yeah! Definitely!
aAT:-AARLY ALY 0NI° LOHLAIA:
mPeE:- Yeah! (M9 Ao 10+ hLD-9°
A$Me communication TAR? revise
T84 (LENEA MNYT LUPTAE A28
input 21494422 (19°7 %L1 aPAh-

av@ /7 hAANVF -

aPAfi:- hP7 yes:

mefe:- APNL ATPAPAPT | think
2LA0 4N . ..

Interviewer: Eh ...

Interviewee: Therefore, if you don’t
develop a crisis communication
plan, it’ll be difficult.

Interviewer: Yeah! Definitely!
Interviewee: Therefore, it [CCP] is
SO important.

Interviewer: Yeah! It’s so
interesting. Even, it will serve as an
input whenever there is a need to
revise it. It will guide you on how to
do it.

Interviewee: Yes, yes.
Interviewer: | think it will help you

for the next development/update.

00:05:17- 00:05:44

aATi:- yes: TATI® A10e-F TE1-I°P°
GHET ALLT (1PLHD AGLINT: VAT
crisis plan 0zag-:

mPe:- (NI hé&: Yeah! eoogn.lam-
OGN A7ET ... (19°7 PUA LI 10+
review ¢99.£41@-: update £77.8410
CCPw»-?

Interviewee: Yes. We often revise it
when we plan and design a program
and develop crisis plan.
Interviewer: That’s so nice. Yeah!
My final question is, “How often is
the CCP updated?”

Interviewee: Yeah! Um...um
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avATi:- Yeah! A9° ... A9° ... 9°GAQ+
ALNTT @< AL AGPANAYS ...
mPe:- Al

...may be let me go back to the sixth
question and answer it.

Interviewer: Alright!

00:05:45-00:06:11

aAQ-AAA ... OLOTFT D AL
Umergency/crisis 9°7 SUN hlL 7
CEATAN?

mfe:- K7t KY ... hP!
avATi:- 8 U7 support A9
AT 107

MmPE:- APl APIhP!

aA{i:- AP: NMI° TN+ by the way
@it - If there was no
Emergency/crisis communication,
mPi- A ...

avAi:- T1CT vte RRLT (A AP
S AN NH LH T1CT7 092 CANTF D=

Interviewee: eee ...the sixth
question says, “how the CCP did
help you reacting in the time of the
crisis?”

Interviewer: Aha, aha... yeah!
Interviewee: Does it mean to
support our organization?
Interviewer: Yes! Yes! Yes!
Interviewee: Yes, by the way, if
there was no emergency/crisis
communication plan,

Interviewer: Aha ...

Interviewee: it would have been
after all things had gone that we may

realize it.

00:06:12— 00:06:55

avATi:-@ L9 P4-(+ U1 consequence
AND-: AFPAN: W75 D TAR AT
trust 27707 1 community @-
O7CHICIP trust eo9M-+ problem
gavaf\::

mfe:- Wow! Wow! Wow! Um....
okay.

aoA{i:- A already solved hvrt 07é
Pty Al W% W18 997
WFAN... 8O I°7 PUN A 7T W HEAD-
avavt @ FAN: WG LA TAE
principle A7 partnership 1@-:

Interviewee: That also has its own
consequence. For example, the
major thing is that we will lose trust.
It results loss of trust both in
community and partners as well.
Interviewer: Wow! Wow! Wow!
Um.... okay.

Interviewee: If we just woke up
after the incident is already solved,
say, oh yeah, yeah, yeah, it is

nothing. In addition, partnership is
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communication strategy £F7
partnership 1@-: AAHY relationship
AT7 £1aA: In the meantime, £o9°
believe 2L A eI 1SI°NT7
LVU7 tA®? 7107 “Releasing children

from poverty in Jesus Name”
PILAD- TIAT G-z

our main principle. So, it affects our
relationship. In the meantime, it is
“releasing Children from poverty in
Jesus name” is our motto and
mission which we believe we

advocate.

00:06:56— 00:07:03

avATi- ST QO 0 crisis
emergency (L1 F@- 4 respond
PIPGRCANT av 1L -

mfe:- Wow! Av Av ...

Interviewee: This is how we
respond to children when they face
crisis emergency wherever they are.

Interviewer: Wow! Aha, aha, ...

00:07:04-00:07:38

mfe:- (189°7 PUN LHO-
FaanFATu-?

aA{i:-AkA ... update ATRCIPAT:
(PLH®@- 794t 1@+ Not only on the
bases of regular term. Crisis N1ma07
1H v~ update ASLC1PAT=

mf&:- Okay. Okay, okay.

avA{i:- Phe-SNn- type QAT Lo0@-
TNt @

mf&:-Yeah! Yeah! Um
aAT:-A70L (9L TIAT 10 ATPAN,
A ...flood ALU? A2 ALrE ALLATP
SO7710E DR ANT AP AL A2
ABLAT® 40773 NAILY Strategy @
NPLH@- TAFII® APHETI° ALY
revise ATLC1PAZ:

Interviewer: How often do you
update the

CCp?

Interviewee: eee...We update it
regularly. Not only on the bases of
regular term but also we update it
whenever we face crisis.
Interviewer: Okay. Okay, okay.
Interviewee: Because it depends
upon the type of the crisis.
Interviewer: Yeah! Yeah! Um
Interviewee: whether we like it or
not. For example, the response is not
the same if it is flood or conflict.
Therefore, the strategy is updated
whenever we revise/update the CCP.

00:07:39-00:07:38

mPe:-NMG° 1@~ LoIav(11@-:: This is
TOP AN QU F 10
AATANCHT AHANAC hCY=
AaP(F1G AU +0Zh!

Interviewer: Thank you so much.
This is what | wanted to know. God
bless you and Thank you for taking
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avATi:-(1M9° valuable TP T GFw@-
by the way.

MPE:- heLA?

aPATi:-(HY A%F O 11CTF7 A7800
AL CIT A=

mfe:-1 know. Yeah! 479190 fo-
emPIIA ...

time. Blessed!

Interviewee: By the way, you raise
valuable questions.

Interviewer: Really

Interviewee: It provoked me to
think so many things at this time.
Interviewer: | know. Yeah! I hope

it will help some how...
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Time code

Ambharic

English

00:00:00 — 00:00:35

MmPe:- avPavC \rFANT: PO+
ALTINN aPPmA APTFANT:

aPA{:-AJPJP... Crisis
communication plan
ANTU- O 10+ aPAAT
TEBMD-?

MmPE:- hP7 hP:

aOA:-0L: 1<:: TIAT WL AT
strategy public relation
approach (.5°¢7% public
relation Ag £ crisis
managUment A% A7t7
102 @ NF ARUPT i Au-?
currently disasters
everywhere happen A£847F
QAA part of crisis £ 1@-:

Interviewer: We can get started.
You can continue by reading from
your PC. Interviewee: Hmmm ... |
think the question is do you have a
crisis communication plan?
Interviewer: Yes, yes.
Interviewee: It is a must. That is,
when we have a strategic public
relations approach, crisis
management in public relations is
part of it. Not only that, CCP is part
that because currently disasters are

happening everywhere.

00:00:36— 00:01:00

aPATi:- QALY response
plan Ad: H LH £9°7htA@-
strategy coordinated ¢t
response A74.5C 1@« PP 1M
nTeacge EICt i +rie
h€7187% department v-+g°
involve A79.22C A% H.LI° NhA
LAY crisis ...

Interviewee: So there is a response
plan. Often we follow coordinated
strategic response. Starting with the
program, then each department to
involve everyone and then the crisis

we have...

00:01:01 - 00:02:13

[f94 endh @&/Navyh hdh +Ld-te
1]

[interview interrupted ...Personal

phone conversation / phone call]
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00:02:14 — 00:02:30

avATi:-Sorry.

mPE:- ToIC AD-9° KR!
aAT:-OAHY ? he-200 hPRh 07
TAT? Ahz

mPE:- AA? P! TaAOAT A=
actually v-A 5@ AG AR5 @
+avdae by default:

aA(i:-h P!

Interviewee: Sorry.

Interviewer: No problem!
Interviewee: So, we have a crisis
communication plan.

Interviewer: Is there? Alright! | got
it. Actually, the second and the first
questions are the same by default.

Interviewee: Yes!

00:02:31 - 00:02:50

mPe:- AT @ TP LTLADE “lS
the CCP accessible to everyone in
your organization?”” Gt $£9°
MPATPH avLavsP AL, ..

CCP Au-(9° accessible 1@+ e?

Interviewer: The third question
says, “Is the CCP accessible to
everyone in your organization?”

Of course, you have mentioned it
earlier. Is the CCP accessible for all?

00:02:51 - 00:03:08

avATi:- o0l Of course 9787 10?7
AP R0 TEERT A B9OC
U-0eg° TEENAT Crisis A28
AL:C1@- hgPRLh, ATLT1LLCTH
Pa.A0<7 guideling AHIEF7 ... Ahk
o Z0TCT U AT

Interviewee: Yes! Of course, you
know what? We have prepared
guidelines on how to communicate
in time of crisis at the project level.
Um... we have prepared posters as

well.
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00:02:51 - 00:03:31

avAfiz- [ALATI9] ... Ah... ALY
anz: (1L£9°0 ANT::

mfe:- OK. Akh ...

avA{i:-(1910 % 1@+ develop
£LL1D-x:

mf&:- Ok. Excellent, yeah
[laughter] I wish 2u7 AabLg
no-¢ ¢¢ content analysis Aeeiig
00« L0 LA™ 10Cx 17 A7U-7 hH

Interviewee: [Inaudible] ... Um ...
so, there is the CCP. Of course, we
had it.

Interviewer: Ok, um ...
Interviewee: We have just
developed it in a clear way.
Interviewer: Ok. Excellent! Yeah,
[laughter]. I wish | knew you had it
so that | may conduct content

AT WTET MDD .. analysis. But I didn’t plan it before.
ANt
00:03:32 — 00:03:45 | mfPE:- AP Interviewer: Yeah!

avATi:-Disaster A°a0 67°Ct 917 D
£LLI0: DILY P DT 10
pag.aoM@-? e A@-7 flow NLI°N
easy (vt diagrammatical format
AL:CT7 10 00 @ (u-\t 7%
TPPPMAL NATICTI° MATIHTIP
AND-::

Interviewee: For example, we have
prepared the report flow in an easy
and diagrammatical format and to
whom to report to. We prepared it in
two languages; Amharic and

English.
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00:03:46 — 00:04:19

aA:-7"0F4 K7919.0 OLP TCENE
L0tGh: TACENT AW78H.L A&CT?
00T ALCI90

mfe:- Wow! That’s wonderful.
AL 0P @L MR PEE LT AhA ...
yeah AP HG @« AL 90T 1@+ 9O
PUN ANEATL 107 I°7 4 0P ...
amPPI° ANINZNTI:: just 17 for
the sake A717 [€CoI0E]... 9°7
PV mPT, 10 AP [the CCP]?
Yeah!

Interviewee: Then, the poster will
be dispatched to the project centers.
It’s prepared. We prepared it in such
away.

Interviewer: Wow! That’s
wonderful. Ok, let’s proceed to the
next question. Um ... yeah, The fifth
question says, “How important is the
CCP to your organization?”
Actually, this was not questionable.

| am asking just for the sake of
formality. How important is [the
CCP]? Yeah!

00:04:20 — 00:04:45

avAi:-Um ... crisis A719.U
especially A7°aA, contemporary
PUI@- CUCTT U-B S ANI° NGO
£9° 1 11 crisis oriented
1P

mfe:- Um

avATi:-even AT &k A8 TEI°
egoThFA@-7 approach AOhI®7PLC
£¢0 conflict N Oh-h natural
disaster i Ot ...09LHO
happen £2Co0:

Interviewee: Um... crisis,
especially, when we look at the
contemporary situations of our
country is becoming crisis oriented.
Interviewer: Um ...

Interviewee: Even, we are obliged
to change our approach due to the
dynamic nature of the conflict in one
hand and the natural disaster on the

other hand.
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00:04:46— 00:05:16

mfPe:- eh

aAT:-AAHY AATHS L19°
communication plan haaderth
POFG\

mfP¢:- Yeah! Definitely!
aAT:-AARLY AHY 0TI° LALLM A=
mfe:- Yeah! 0NM9° hé& 10+
AL@-g° A+MEL communication
TAR? revise 7124 (LLNE.0
MN%YF LPGAE AL Input £10AN-:
0g°7 981 avA - avL.21 hANNTFD-::
avATi:- AP? yes:

mefe:- APML ATPOPAPT | think
L2860 1A ...

Interviewer: Eh ...

Interviewee: Therefore, if you don’t
develop a crisis communication
plan, it’ll be difficult.

Interviewer: Yeah! Definitely!
Interviewee: Therefore, it [CCP] is
SO important.

Interviewer: Yeah! It’s so
interesting. Even, it will serve as an
input whenever there is a need to
revise it. It will guide you on how to
do it.

Interviewee: Yes, yes.
Interviewer: | think it will help you

for the next development/update.

00:05:17-00:05:44

aATi:- yes:: TATI® ANE-:
TEUICI® LHLT ALLAT NPLHD-
ATLINT: U-AJP Crisis plan azag-:
mPeE:- NN Ass:: Yeah!
PavenLLAD PPSANT A 7T ... (9°7
PUN LK, 1@ review 2918410+
update 91210 CCP@-?

avATi:- Yeah! A9° ... A%° ... PG00+
ALATT @D AL ATPANAVS ...

mPe:- Al

Interviewee: Yes. We often revise it
when we plan and design a program
and develop crisis plan.
Interviewer: That’s so nice. Yeah!
My final question is, “How often is
the CCP updated?”

Interviewee: Yeah! Um...um
...may be let me go back to the sixth
question and answer it.

Interviewer: Alright!
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00:05:45-00:06:11

aAT-hhh ... O&OTT D AL
Umergency/crisis 9°7 SU&
RELAYNT LLATAN?

mPe:- K7t WY ... hP]
avA{i:- & C 8 Fu-T support A18:49
ATINT 10?7

MmPE:- APl APIAP!

aoAQi:- AP: ANI° T4 by the way
@At 1o+ If there was no
Emergency/crisis communication,
mPe:- Av ...

aPATi:- 11T vt R B AU

e AN N1 1LH 16T 7
PIOILCONTFD-::

Interviewee: eee ...the sixth
question says, “how the CCP did
help you reacting in the time of the
crisis?”

Interviewer: Aha, aha... yeah!
Interviewee: Does it mean to
support our organization?
Interviewer: Yes! Yes! Yes!
Interviewee: Yes, by the way, if
there was no emergency/crisis
communication plan,

Interviewer: Aha ...

Interviewee: it would have been
after all things had gone that we may

realize it.
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00:06:12— 00:06:55

aATi:- P LT (v PPt
consequence AA®@-: AFPAN:
ARG M Fik W trust 91N (1
community @ 0, 7CH1C9° trust
Pa9-+ problem gavmg::

mfe:- Wow! Wow! Wow! Um....

okay.

avAQi:- A4 already solved htrt N7é
Pty A7%! W18 A% o597
M. PO I°7 PUN A7THT K 18AD-
avqav @ FAN: AT Lo Tod
principle A7+7 partnership 1@-:
communication strategy 7%
partnership 1@-: QAAHY
relationship A7 g1ha= In the
meantime, £99° believe £L.LM1@7
hG PIOBIONTT QU TART TLNY
“Releasing children from poverty

in Jesus Name” P9.A®@« T\t 1@<

Interviewee: That also has its own
consequence. For example, the
major thing is that we will lose trust.
It results loss of trust both in
community and partners as well.
Interviewer: Wow! Wow! Wow!
Um.... okay.

Interviewee: If we just woke up
after the incident is already solved,
say, oh yeah, yeah, yeah, it is
nothing. In addition, partnership is
our main principle. So, it affects our
relationship. In the meantime, it is
“releasing Children from poverty in
Jesus name” is our motto and
mission which we believe we

advocate.

00:06:56— 00:07:03

avdi:- AZT a0 03 crisis
emergency (L1PeF@- o respond
PIPGRCANT av 1L 1M

mfe:- Wow! A AV ...

Interviewee: This is how we
respond to children when they face
crisis emergency wherever they are.

Interviewer: Wow! Aha, aha, ...
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00:07:04—00:07:38

mfPe:- N%9°7 PUN LHD-
FatiFatu?

aPAQ:-AkA ... Update ATRCTIPAT:
(PLH@- T+ 10-:: Not only on the
bases of regular term. Crisis
1mev?y 11 v~ update ASLCT1PAT:
mf+:- Okay. Okay, okay.

avAQi:- Phe-2an- type AATLoN@-
TINF 10

mfe:-Yeah! Yeah! Um
aAN:-A7OL (198 TINT 10 ATPAN,
A ...flood A A7 92t

ALLAT® 40710 DIEANT AP
A7 4L hELATC SO Y ALY

strategy @ (PLH@~ TARJ°
AT ANLT revise AGLCT1PA T

Interviewer: How often do you
update the

CCpP?

Interviewee: eee...We update it
regularly. Not only on the bases of
regular terms but also we update it
whenever we face a crisis.
Interviewer: Okay. Okay, okay.
Interviewee: Because it depends
upon the type of the crisis.
Interviewer: Yeah! Yeah! Um
Interviewee: whether we like it or
not. For example, the response is not
the same if it is a flood or conflict.
Therefore, the strategy is updated

whenever we revise/update the CCP.

00:07:39—- 00:07:38

MPE:-NMI° j@- Lo9av(1-:: This
IS T0P LA QU (F 1D+
AAFANCHT ALANAC PRACY=
AaP(9S AU~ +0Zh]

avATi:-(Mg® valuable Te&PT GF-
by the way.

MmPE:- LAY

avAf:-(HY A%F OH 11CT7 K400
ALCIT A=

mpfe:-1 know. Yeah! 4791490 fo-
emPmIA ...

Interviewer: Thank you so much.
This is what | wanted to know. God
bless you and Thank you for taking
the time. Blessed!

Interviewee: By the way, you raise
valuable questions.

Interviewer: Really

Interviewee: It provoked me to
think so many things at this time.
Interviewer: | know. Yeah! I hope

it will help somehow...
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