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Cr�s�s, a Greek concept, means “dec�s�on” and “departure”.
D�ct�onar�es, on the other hand, def�ne a cr�s�s as a cr�t�cal
per�od that follows a certa�n event and �s of v�tal �mportance.
The emot�onal cr�ses ment�oned here have been def�ned by
Çaplan and Cullberg as the shak�ng or even loss of an
�nd�v�dual's sp�r�tual balance �n such a way that they cannot
cope w�th them when faced w�th var�ous s�tuat�ons or l�fe
events (Sonneck, 1985). Cr�s�s �n organ�zat�ons “forces
organ�zat�ons to respond to change qu�ckly and hast�ly and
therefore go beyond the�r current exper�ence, knowledge, and
funct�on�ng” (Russell R, 2018). Look�ng at the def�n�t�ons of cr�s�s,
�t �s worth not�ng that both the concepts of “opportun�ty” and
“danger” are �ntertw�ned. In th�s context, wh�le the cr�s�s
conta�ns a negat�ve mean�ng, �t also conta�ns a pos�t�ve one. For
every post-cr�s�s organ�zat�on, the process of rebu�ld�ng the
future �s, therefore, accord�ng to Kadıbeşl�g�l, a d�fferent
product, another organ�zat�on, a new bus�ness or bus�ness area,
a new reg�on, etc. many factors can be effect�ve �n shap�ng the
future. In the approaches that turn the cr�s�s �nto an
opportun�ty, th�s �s related to the def�n�t�on of the future”
(Kadıbeşl�g�l, 2002). Cr�ses can occur both w�th�n the
organ�zat�on and for non-organ�zat�onal reasons. Accord�ng to
F�nk, each cr�s�s goes through four d�fferent stages (F�nk, 1986):

1. The f�rst stage �s the per�od of ”format�on of the cr�s�s". Dur�ng
th�s per�od, �t sends s�gnals that a cr�s�s �s com�ng. The ma�n
th�ng �s to have cadres who can see these s�gnals. Because the
warn�ng messages g�ven by the cr�s�s w�ll be taken when they
are not�ced. Th�s, �n turn, w�ll reduce the �mpact of the cr�s�s. The
sooner measures are taken here, the more benef�ts w�ll be
ach�eved and good results w�ll be ach�eved.



2. The emergence stage of the cr�s�s; At th�s stage, the damage
of the cr�s�s caused by var�ous reasons to the organ�zat�on has
begun to become obv�ous. Organ�zat�ons are exper�enc�ng
econom�c and �nst�tut�onal shocks at th�s stage. The sl�ghtest
m�sappl�cat�on at th�s stage can cause great damage to
organ�zat�ons.

3. The th�rd stage �s the “chron�c cr�s�s stage”. At th�s stage, the
cr�s�s has become permanent. At th�s stage, the effects of the
cr�s�s can last for many years.

4. At the f�nal stage, the cr�s�s �s now be�ng resolved and does
not pose a threat to the organ�zat�on. As a new s�tuat�on has
formed for the organ�zat�on after the cr�s�s, the organ�zat�on
cont�nues w�th a new road map after that.

These stages are also the stages that tell us what organ�zat�ons
are go�ng through from the moment there �s a cr�s�s. In
accordance w�th the cr�s�s stages of organ�zat�ons, the act�ons
they should take after the cr�s�s has occurred and the steps
they should take are cr�t�cal. Aymankuy (2001) what needs to be
done, for every dec�s�on to be taken �n case of cr�s�s should
serve to end the cr�s�s, must be a record of all the work done, �n
cr�s�s s�tuat�ons and cr�s�s establ�sh a comm�ttee author�ty and
respons�b�l�t�es of the comm�ttee drew attent�on to the
�mportance of the determ�nat�on of dur�ng the cr�s�s, and
update �nformat�on very qu�ckly and everyone �n the
organ�zat�on should be made to the same host and �n the
comm�ttee drew attent�on to the �mportance of be�ng
�nformed.



Cr�s�s and Organ�zat�onal Commun�cat�on

Organ�zat�onal commun�cat�on �s of cr�t�cal �mportance �n the
cr�s�s process. Cr�s�s commun�cat�on �s a commun�cat�on
strategy that organ�zat�ons w�ll follow, espec�ally dur�ng cr�s�s
per�ods. In th�s context, cr�s�s commun�cat�on �s very �mportant
because �t a�ms to fac�l�tate the product�on of solut�ons to the
problems exper�enced �n the cr�s�s process. At the same t�me,
prescr�pt�ve organ�zat�onal structures that are far from flex�b�l�ty
can lead to fa�lures or even var�ous cr�ses (Lawson, 2008).

Effect�ve commun�cat�on �s an �mportant means of tell�ng the
organ�zat�on's env�ronment about the �mportance of
organ�zat�onal act�v�t�es and the respons�b�l�ty to the publ�c. The
fulf�llment of commun�cat�on �n a purposeful manner �s largely
assoc�ated w�th the knowledge, sk�lls, and ab�l�t�es of the
sender. For effect�ve commun�cat�on, the sender must use
symbols that fall �nto the f�eld of knowledge and exper�ence of
the rec�p�ent. Percept�on and evaluat�on �n commun�cat�on are
�mportant for both the sender and the rec�p�ent and are
d�rectly related to the way people perce�ve and evaluate
�nformat�on, �deas, feel�ngs, and messages that reach them
from the�r env�ronment. The �ncrease �n the �nformat�on and
message that should be perce�ved �n cr�s�s s�tuat�ons clearly
reveals the �mportance of percept�on and evaluat�on (Tutar,
2000). Based on th�s �nformat�on, the effect�ve management of
a cr�s�s largely depends on effect�ve commun�cat�on. Usually,
dur�ng a cr�s�s, the respons�b�l�ty of commun�cat�on act�v�t�es
ar�ses to fulf�ll a dual role, such as ass�st�ng �n cr�s�s
management and protect�ng the reputat�on of the
organ�zat�on (Green, 1996). 



Var�ous models and recommendat�ons are �ncluded �n cr�s�s
commun�cat�on. Of these, the model called the 4R MODEL has
been adapted to commun�cat�on �n accordance w�th the
preparat�on, response, �mprovement, r�sk, and harm reduct�on
act�v�t�es of the emergency s�tuat�ons and d�saster
management cycle. Accord�ng to the model
(www.ReevesStrategyGroup.com), �t �s as follows;

• Reduct�on: The m�t�gat�on or el�m�nat�on of the factors that
may cause a cr�s�s, the extent of the cr�s�s, and �ts effects by
pred�ct�ng �t.
• Read�ness: Effect�ve use of techn�ques to be appl�ed dur�ng
the cr�s�s.
• Response: A deta�led defense strategy to be formed aga�nst
the effects of the event or events that led to the cr�s�s.
• Recovery: Recover�ng the damage of damaged resources
qu�ckly �n order to el�m�nate the trauma and damage caused
by the cr�s�s.

When each of these stages �s comb�ned w�th a correct
commun�cat�on strategy, �t w�ll be an expected result that
cr�ses turn �nto opportun�t�es. There are var�ous examples �n the
l�terature of cr�s�s commun�cat�on strateg�es. Of these,
storytell�ng, defense, and smart analys�s are the most well-
known methods. (Health and Palenchar, 2009).

Storytell�ng, when a cr�s�s env�ronment occurs, �s to tell the
whole event �n a language that the target aud�ence can
understand by determ�n�ng a spokesperson from the top
management and tell�ng the story f�rsthand. The a�m here �s
that the organ�zat�on presents the events exper�enced dur�ng
the cr�s�s process as clearly and prec�sely as poss�ble. 



Spec�f�c: The deta�ls of the �nformat�on that should be
�ncluded �n the messages transm�tted by the organ�zat�on
are �mportant here.

Measurable: The goals of the organ�zat�on should be based
on measurable �nd�cators. Because th�s �s the only way to
evaluate the success of messages.

Act�onable (Ach�evable): The organ�zat�on's message should
be determ�ned �n such a way that �t can overcome the cr�s�s
and as s�mple as the target aud�ence can understand, �t
should also show that the organ�zat�on can f�ght and
overcome �t.

Real�st�c: The goals set by the organ�zat�on should be able to
serve an �mportant purpose.

T�me L�m�ted: A t�me frame should be drawn up for the
goals set by the organ�zat�on. The t�me frame should be
determ�ned accord�ng to the cr�s�s process. Instead of vague
concepts, one should act w�th prec�se and clear dates.

Organ�zat�onal control �s very �mportant �n storytell�ng. The
organ�zat�on must always reta�n control. In add�t�on, the plot
must be set up correctly. The defense process �s d�v�ded �nto
three parts: The f�rst �s the explanat�on of the cr�s�s s�tuat�on and
the defense of the necessary s�tuat�ons, the second �s the stage
of not�fy�ng the regrets, and the th�rd �s the �mplementat�on of
the necessary techn�ques for the organ�zat�on to move away
from the cr�s�s. The SMART Analys�s Method descr�bes the
elements that organ�zat�ons should pay attent�on to �n the
messages created by the messages they want to convey to the
external env�ronment. The smart analys�s cons�sts of f�ve ma�n
pr�nc�ples:

 

 



In add�t�on to all these, the role of the manager �s �mportant �n
establ�sh�ng the correct organ�zat�onal commun�cat�on dur�ng
a cr�s�s. W�ll�ams speaks of two types of managers �n terms of
commun�cat�on. The f�rst of these managers �s def�ned as
closed to the outs�de and the second as an open manager.
Openness means shar�ng knowledge (W�ll�ams et al. 2001). In
add�t�on, �t �s �mportant for the manager to use the form of
commun�cat�on, wh�ch we call open and effect�ve
commun�cat�on, wh�ch �s two-way commun�cat�on, �n wh�ch
the send�ng and rece�v�ng un�ts have the opportun�ty to
mutually affect each other dur�ng the cr�s�s.
 
Soc�al Med�a and Cr�s�s Commun�cat�on

In recent years, developments �n the f�eld of technology have
prov�ded organ�zat�ons w�th new opt�ons for the use of soc�al
med�a, espec�ally onl�ne �nstant messag�ng systems have been
used as a fast way for commun�cat�on between organ�zat�onal
members. Other Soc�al med�a tools (Tw�tter, Instagram,
L�nked�n, etc.) have been a tool both for organ�zat�ons to
announce the�r serv�ces to the masses and for manag�ng
�nternal and external processes �n cr�ses. As an example of a
non-organ�zat�onal cr�s�s, Tw�tter act�vated the "l�fel�ne" feature
for users �n Japan after the tsunam� �n Japan. Thanks to L�fel�ne,
users were able to eas�ly access the�r emergency accounts
dur�ng cr�s�s per�ods. After th�s work, Tw�tter started �ts efforts to
br�ng l�fel�ne to an �nternat�onal level and created "Tw�tter
alerts". Thanks to “Tw�tter alerts”, �t �s poss�ble to reach prec�se
and �mportant �nformat�on from state a�d organ�zat�ons and
non-governmental organ�zat�ons �n t�mes of cr�s�s such as
earthquakes, tsunam�s, floods, and terror�st attacks. 



As a negat�ve example, we see the example of Dom�no's P�zza
�n 2009. Two employees of Dom�no's P�zza shared the uneth�cal
�mages they created w�th the company's food on Youtube, after
the release of the v�deo, the �mages aroused great
repercuss�ons on the �nternet, and Dom�no's pres�dent Patr�ck
Doyle had to apolog�ze for the bad behav�or of h�s employees
and f�red two of h�s staff. In add�t�on, �t created a track�ng
system called “P�zza Tracker” so that customers can follow the
product�on phase of the�r products when they place an order
and tr�ed to �mprove �ts post-cr�s�s �mage. After th�s cr�s�s of
Dom�no's P�zza, the company; closed the restaurant where the
�nc�dent took place, and all the products �n th�s restaurant were
destroyed. All of �ts restaurants �n the same state were also sold.
Due to the v�deo be�ng watched 700,000 t�mes a day, the
revenue of the bus�ness decreased by 22% �n 2011.
 
Susta�nab�l�ty Commun�cat�on

The last concept to be ment�oned �n terms of the case study �s
the concepts of susta�nab�l�ty and susta�nable commun�cat�on.
The Un�ted Nat�ons (UN) has def�ned "susta�nab�l�ty" as the
handl�ng of econom�c expectat�ons and/or needs w�th
env�ronmental and soc�al sens�t�v�ty. Organ�zat�onal
susta�nab�l�ty, on the other hand, �s an approach that a�ms to
create long-term value �n bus�nesses by focus�ng on eth�cal,
soc�al, env�ronmental, cultural, and econom�c concepts �n
bus�ness strateg�es. (Grenberg & Qu�ll�an, 2012). In th�s context,
susta�nab�l�ty commun�cat�on has been def�ned as a bus�ness
strategy for compan�es that �ntegrate susta�nab�l�ty �nto the�r
operat�onal and strateg�c act�v�t�es. , present�ng projects at
conferences, congresses, and meet�ngs and mak�ng speeches
on corporate purposes, susta�nab�l�ty reports, and �nternat�onal
agreements are some of the commun�cat�on tools and
methods ut�l�zed. (Saydam, 2014)



D�scuss�on

It �s very �mportant for organ�zat�ons not to establ�sh a one-way
commun�cat�on wh�le adapt�ng to the chang�ng l�v�ng and
work�ng cond�t�ons of the�r employees �n cr�ses, to plan the�r
plann�ng w�th part�c�patory methods, �n terms of the
susta�nab�l�ty of the dec�s�ons and the embracement of the
cr�s�s strateg�es of the employees. In add�t�on, �t �s necessary for
organ�zat�ons to choose the commun�cat�on channels correctly
�n cr�ses and to use the commun�cat�on channel they choose
correctly. It �s among the respons�b�l�ty areas of organ�zat�ons
and organ�zat�onal managers to prevent onl�ne messag�ng
tools from be�ng �n a structure that w�ll cause employees to
have work-l�fe balance problems �n bus�nesses that apply a
remote work�ng strategy �n cr�ses. The d�ff�cult�es exper�enced
by the employees �n the�r pr�vate l�ves due to the cr�s�s should
always be taken �nto account, and organ�zat�ons should
cons�der cr�s�s commun�cat�ons �n terms of employee
part�c�pat�on, health and product�v�ty.
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