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Thischaptersummarizesvariousdefinitionsof crisis-definitionsthat

indicatethe multiplicityof perspectivesin the growing specialtyof

crisiscommunication. It outlinestypes of crisesand describeskey
communicationtheories(e.g.,the theory ofimage restorationdiscourse
and the situationalcrisiscommunicationtheory)and relatedtheoretical

formulationsthatundergirdcrisismanagement (e.g.,the blog-mediated
crisiscommunication model) that practitionerswillcontinue to find

usefulin crisisresponse. Finally,itaddressesthe interplaybetween
societies'dominant culturalpracticesand theirinfluenceon crisis
communication.Itillustratesthatinterplayprimarilyfrom the Asian

perspective,noting that the high-contextattributesand Confucian
principlesdominant inAsian and sub-SaharanAfricanculturesresult
innuanced,indirectcrisiscommunication,whereas communicatorsin
dominant UnitedStates'cultureand those of the United Kingdom,

France,and Germany,withtheirlow-contextattributes,arewont to be

directand sometimes confrontationalintheircommunication.

Introduction

The nearlytwo dozen casesinthisbook,allofwhich arebased on eventsor

incidentsthatoccurredafter2006,have stoked the interestofcommunication

practitioners,teachers,and studentsworldwideinhow best to communicate

in or about a crisis.Each case ispresented in accordancewith the best

practicesinthe field;thatis,a backgroundoranalysisofeach caseisprovided,

then the initialresponse of major stakeholdersispresented and quickly

coupled with the goals,objectives,strategies,and tacticsused by the key

stakeholders,Because each casefocuseson a crisis,we beginour analysisby

describingthat concept and identifyingsome of the key theoriesthat serveas

"heldguides"forcommunicationpractitionersas they develop or implement

plansforrespondingto crises.
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Thischapteriterates
theimportance of theories,which many communication

practitionersuse,sometimes
unwittingly,ina crisis.Thelessonslearnedfrom

each crisisareoutlinedas take-away
gems. The nextchaptertakesreadere

some of the nuts and boltsofcrisiscommunication--setting
the staoe

providingprompt,effective
responsestocrises.

Thischapterhas fivesections.The firstoutlinesthe importance oftheory

tocrisiscommunication.
The second and thirdsummarize sample

definition

characteristics,and types ofcrises.The fourthidentifieskey theoriestha

undergirdthe use ofcrisiscommunication
strategies.And the fifthpresents

theinterplaybetween a socioculturalenvironmnent
and crisiscommunication

Theoryand Crisis

Why aretheoriesimportanttoour understanding
ofhow we can communicate

effectivelyinorabout a crisis?Consider:
You areabout to launcha maior

communications campaign,thistimeon
a nebulous,shiftingterrain.You now

havepersuasivedataon your publics:theirpsychographics(e.g.,
attitudes,use

ofsocialmedia,and qualityand patternsof socialrelationships);
and their

demographics (e-g.,ethnicity,education,
and income).And you know you still

needtoamass,perhapsinshortorder,additional
informationon the campaign

toensurethat itsimplementationisnot tantamount
to a fool'serrand.So you

analyzea welterofdatato decipherrelevantinformation.Enter
theory.

Our knowledge ofrelevantcommunicationtheoriesensuresthat
allpossible

contingencieshave been consideredwellbefore a rollout.That essential

knowledge of theory,Toth (1986)noted,"can providea framework for

copingwithreality"(p.30).From the standpointof "normalscience,"asKuhn

(1996),a philosopherofscience,wrote,theoryisused in"puzzle-solving"
(pp.

35-42);that is,to answer questionsand to solvespecificscientificproblems.

Similarly,from the standpointof the socialsciences,a generaltheoretical

perspective“allowsscientiststo go about solvingthe puzzlestheycontinually

generate" (Eckbergand Hill,1979,p.929).That perspectivecan enable us

todo some stocktakingeven as variousfacetsof our campaign are being

implemented sometimes simultaneously.How? Because theoriesareindeed

alighthouseinthe dark,a GlobalPositioningSystem, of sorts,such asa
Garmin ora TomTom; they tellus preciselyhow we can most effectively

implement our programs and how we can identify,segment, and connect

strategicallywith,say,our publics-without possiblyveeringoffcourse.
Theoriesareindeedour fieldguide.Inessence,they arealsosearchlightsthat
ensurethatwe have astep-by-stepapproachto understanding,anticipating
and addressingstickycampaignorcommunicationsituations.Observations
(orphenomena) on our campaignaredescribed(whatishappeninghere?)and

accountedforand explained(whatarethesecampaign-relatedphenomena and

activities?How dotheyoccur?And why andwhen do they occur?). Wewant

a clearideaof what to expectas our campaign takes on a lifeof itsown
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ehatis,tobe betterableto predictprocessesand constraintson outcomes; to
hedge our bets,ifnecessary;to havesome orderinand controlofeach phase
of the campaign;to identifyhow actionsundertaken inone phase and the
outcomes they engender relateinan organizedway to otheractionsinand
outcomes from otherphases.Thus,the practitionerhas reliabledescriptions
and systematicexplanationsof possiblecampaign processesand outcomes.
Those explanationscontributeto a betterunderstandingof how one partof
thecampaignorprogram relatesto (orinteracts,intersects,orunifieswith)
other parts.They offercompellinginterpretationsofthe significanceof eachurnand each outcome.Armed withtheories,practitionersarenot,as itwere,
operatingin the dark,ina vacuum. Infact,the practitioner'sactionscan
contributeinmeaningfulways totheorybuildinginpublicrelations,as Botan
(1989)noted:

When a publicrelationspractitioneroffersan explanationforwhy a public
relationseffortsucceeded orfailed,he orshe istakingthe firststep in pro

pounding a theory.The generallyaccepted explanationsand ways of
doing thingsthathave evolvedover the years in publicrelationsare
thereforerudimentarytheories.

(Botan,1989,p.102)

Sinceabout the mid-1990s,the scholarlyliteratureon crisiscommunication
has identifiedseveraltheoriesthatcommunicationpractitionersinduseful
in formulatingand identifyingapppropriatecrisis-responsestrategies,in
predictingconstraintson crisisinterventions,and in implementingand
evaluatingcrisis-communicationprograms. Unbeknown to some such

practitioners,however,theiractionswere alreadywellgrounded intheories,
even as crisis-communicationresearchers(e.g.,Coombs, 1999,2007a;Sisco
et al.,2010)bemoan the fragmentationof theoreticalconstructsin our

specialtyand the paucityof investigationsof theirimplicationsforordirect
relevancetocrisiscommunication.

Two crisis-communicationtheories--both of which willbe addressed in
some detailina subsequent sectionof thischapterarethe theoryof image

restorationdiscourse,which focuses on what corporationscan say when

faced with a crisis(Benoit,199s,1997;Harlow et al.,2011);and the

situationalcrisiscommunication theory (SCCT)(Coombs,2007a, b,c;
Coombs, 2009;Coombs and Holladay,2010),which statesthatsome public
relationscrisesarebestresolvediforganizationsadoptspecifccrisis-response
Strategiesintheirattempt torestoretheirreputations.Coombs (1995)and

Coombs andHolladay(1996)illustrate,forexample,how attributiontheory

S usedto classifycrises,resultingincategoriesthat,inturn,helppractitioners

determinethe response strategiesthatthey should adopt.

Technology company Foxconn'srashof 15 suicides-fromthat of a 19

year-oldmale employee on January23,2010,throughthat ofthe most recent
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inFebruary2011--fallsintoCoombs's (2007a)preventablecrisisclusterin

which the company's community raisesthe question:Why so much painat

thisShenzhen plant?That questionisframed withinthe contextofSCCT. And

organizationalresponsesareappropriatelyidentified.Littlewonder that more

organizationsare benefitingfrom effectivecrisiscommunication and crisis

management, even from theirunwittingapplicationsoftheoreticalperspectives

tocommunicatingand managing theircrises.But,first,what isa crisis?

Crisis:Definitionsand Characteristics

Let us examine brieflythe situationinwhich the world'slargestcontract

manufacturerof electronicsfound itselfearlyin2010.Foxconn Technology

Group,whose parentcompany isTaipei-basedHon Hai PrecisionIndustry

Co. Ltd,has more than 920,000 employees in China and 420,000 in a

sprawlingfactorycomplex inShenzhen, China'scoastalcityin Guangdong

province.That complex alsohas dormitoriesinwhich the company'smigrant

work forcelivesincramped quarters,separatefrom families.The company's

clientsincludeApple,Cisco,Dell,Hewlett-Packard,IBM, Nokia,and Sony.

Duringthe firstsixmonths of 2010,beginningon January23,16 Foxconn

employees at the Shenzhen factoryattempted suicide,12 others killed

themselves,and an additional20 were stopped from committingsuicide.That

was a major crisis,compounded by threefactors.First,austere,bare-bones

employee livingquarters,which,some argued,exacerbatedan intimidating

corporateenvironment.Second, perhaps because of the precedingfactor,

employees'mentalhealthwas inquestion.Third,the company'shard-charging,

take-no-prisoners,suffer-no-fools-gladlycultureprojectedan organizational

environmentnotatonce conduciveto employee well-beingand productivity.

News reportsdubbed the culturemilitaristicand the management non-human

based,resultinginburnoutamong employees (Foxconncase,"2010).But

becauseFoxconnproduceselectronicpartsforhigh-endtechnologycompanies,

itrequiresexcellenceinproductivityand zerotoleranceforfallibility.The crisis

thatemanated from thatcorporatecultureillustratesHermann's (1963)

workingdefinitionofan organizationalcrisisas that which "(1)threatenshigh
priorityvaluesof the organization,(2)presentsa restrictedamount of time

inwhich a responsecan be made, and (3)isunexpected orunanticipatedby
theorganization"(p.64).
Developingeffectivedefinitionsof crisishas been a dynamic effortfor

decades,with earlydefinitionsbeing event-or incident-orientedand some

currentdefinitionstaking a process-orientedapproach,even as both

approaches overlapand are complementary (Jaques,2009).Snyder et l.
(2006)statethatthe vague definitionsoforganizationalcrisisresultinthe lack

of a unifyingconceptualizationof the concept. Even so, the numerous

definitionsofcrisishave a common theme: unexpected eventsthat engender

unwholesome outcomes,Some such definitionsand descriptions:
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Barton(2008)definesa crisisas “anyevent thatcan seriouslyharm the

people,reputation,orfinancialconditionofanoganization"(p.3).
Coombs and Holladay(2010)identifythe followingkey descriptorsof a
crisis:unpredictable,expectations,seriousim�pact/negativeoutcomes,
and perception"(p.238).They alsostate,"The term crisisshould be
reservedforseriouseventsorthreats."
Fearn-Banks(2011)saysthatitisa "majoroccurrencewitha potentially
negativeoutcome affectingthe organization,company,orindustry,aswell
as itspublics,products,services,orgood name. A crisisinterruptsnormal
businesstransactionsand can sometimes threatenthe existenceof the

organization"(p.2).

Fink (2002) statesthat a crisis"isnot necessarilybad news--merely
reality"(p.1),an observationreflectedinhisdefinitionof crisisas “an

unstabletime orstateofaffairsinwhich a decisivechange isimpending
eitherone withthe distinctpossibilityofa highlyundesirableoutcome or

onewiththe distinctpossibilityofa highlydesirableand extremelypositive
outcome. Itisusuallya 50-50-proposition,but you canimprovethe odds"

p.15).
•Eishman (1999)outlinesfive characteristicsof crises:events are

unpredictable;threatsareevidentonan individualor organization;causes

ofthe crisisarediscernible;eventsaretime-sensitive;and occurrencesare

adynamic,multidimensionalsetofrelationships.
Gilpinand Murphy (2010)definecrisesspecificallyfrom a two-pronged

perspective:perceptionand effects.They write:*Thus how an event is

perceivedand how itaffectsthe people linkedto an organization,both
individuallyand as a group,willdeterminewhether ornot itisclassified
as a crisisand how itissubsequentlyhandled"(p.14).They notethat
crisescan alsobe definedfrom a number of perspectivesthatinclude

psychologicalattributes(howdo managers feelabout theirinvolvement

ina crisis?);cause(isitnatural,technological,confrontational,malevolent,

skewed management values,deceptive, or untoward management

conduct?);and businessimpacts(whatpublicperceptionor businessshift

does itengender?)
Heath and Millar(2004)adopta two-dimensional,rhetoricaldefinition

of crisis:technicalormanagerial(forexample,accidents,human errors,

orthreatstotheenvironment);and communicationresponse(forexample,

how an organizationpreparesfor,accommodates to,and recoversfrom

disruptiveoutcomes).
Maitlisand Sonenshein (2010)say that crisesare often situations

characterizedby ambiguity,confusion,and feelingsof disorientation"

(p.S52).
OgilvyPublicRelationsWorldwide identifieseight characteristicsthat

underlieallcorporatecrises:eventsthat occur suddenlyand are
drivenby

mediaexposure;informationthatisshorton relevantfactsofcrisis;flow
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of events that hampers management's understandingof crisisand its

persuasiveresponse;lossofcontroloverperceptionofcrisisand itsimpact

oncompany; scrutinyfrom corporateinsidersand outsiders,includingthe

media, government regulatoryagencies,and activistgroups;onset of

Corporatesiegementalitythatencourages company officialsto hidebehind

legalaspectsofcrisis,making the company more vulnerableto thecrisis:

panic thatparalyzescorporatedecisionmaking; and issuethattends to

be resolvedinthe publicarenato the satisfactionof outsiders,including

the media,governmentregulatoryagencies,and activistgroups,and tothe

detrimentof the company itself(Tortorella,2004).

Pearsonand Clair(1998)defineitstrictlywithinan organizationalcontext

as "alow-probability,high-impactsituationthatisperceivedby critical

stakeholdersto threatenthe viabilityof the organizationand thatis

subjectivelyexperiencedby these individualsas personallyand socially

threatening"(p.66).
Roux-Dufort(2007, 2009)takesa processualapproachto crisis,viewing

it as both an event and a process of the gradual organizational

accumulationofweaknesses,imperfections,and vulnerabilitiesat different

levelsof the organization.Those pre-existingconditionsproduce a

triggeringevent thatleadsto a crisis.Crisisis,thus,conceptualizedas an

organization'sproneness to institutionaland environmentalprerequisites,

which leadto "the transitionfrom a situationof normalityto one of

imbalanceand then to a disruption"(Roux-Dufort,2009,p.5);and reflect

the managerialignorancethatprecedes the eruptionofan event.Earlier,

Turner(1976),inwritingabout “the accumulationof unnoticedevents

that areatodds with beliefssharedon the dangersand means ofavoiding

them" (p.381),spelledout some of the fundamentalsof the processual

theory of crisis.Researchby Shrivastavaet al.(1988)builtupon that

perspective,which viewscrisesas combinationsofseveralloosely
coupled

and interdependentevents,each one preparingthe ground for the other

to occurina chainreaction.

Snyder et al.(2006)define "organizationalcrisisas an extraordinary

conditionthatisdisruptiveand damaging to the existingoperatingstate

ofan organization.Anorganizationcrisis,ifignoredor mismanaged,will
threatencompetitivenessand sustainabilityofthe affectedentity"(p.372).

Ulmer et al.(2011) view crisesas dangerous moments or turning

pointsinan organization'slifecycle"(p.3).Theirworkingdefinitionot

organizationalcrisis:"a specific,unexpected, and nonroutineevent or

seriesofevents that createhighlevelsof uncertaintyand simultaneously

presentan organizationwithboth opportunitiesforand threatsto itsbigh

prioritygoals"(p.7).
Zaremba (2010)identifiesthree «recurringcharacteristics"of the

definitionsof crisesas involvingatypicalevents that might be predictable

but not expected when they occur,as damaging toan organization
or
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individual,and as necessitatingcommunicationswith variousaudiences
to minimizethe falloutfrom the crises.He saysitis"ananomalousevent
that may negativelyaffectan organizationand requiresefficientorgan
�zationalcommunication to reduce the damage relatedto the event"
(p.21).

Itisclearfrom the precedinglistthat, atthe veryleast,acrisisisa situation
or event thatcan be organizationallyunnerving,disruptive,orinterruptive,
even as the Chinese-languagesymbolforcrisis,weiji,means both a crisisand
an opportunity(Ulmeret al.,2011).And, as Augustine (2000)observes,
*Almosteverycrisiscontainswithinitselfthe seedsof successas wellas the

rootsof failure(p.4),making the harnessingof thatsuccess and the
understandingofthatfailurepivotaltoeffectivecrisismanagement. But a crisis,
depending on type,can be more manageablethanothers,a subjectto which
we noW turn.

TypesofCrises

As the literatureon crisisand crisiscommunicationshows, therehave been

a number of descriptionsand characterizationsof what isor constitutesa
crisis.That scholarlydynamic isindicatedin the categoriesor typologies
of crises.The diversityof scholarlydisciplinesinvolvedinresearchincrisis
communicationmay explain""the tower ofBabel'effect"(Shrivastava,1993,
p. 33) on,and the difficultiesinreachinga common understandingof,the
definitionsofterms and concepts inthe specialty(Jaques,2009).

Coombs (2007a,2008)and Coombs and Holladay(2002,2010) drawupon

attributiontheoryto developthreetypesorclustersof crises:( yictimized,

thatis,by naturaldisasters,rumors,and workplaceviolence;(b accidental,
such as challengesand technical-erroraccidents;and(preventable,such as

human-erroraccidentsand organizationalmisconduct.Earlier,Coombs (1995)

developed a two-by-two crisis-typematrix,grounded in attributiontheory

and based on intentionalityand locusofcontrol:ka)accidents(unintentional

and internal),b) transgressions(intentionaland internal),(c) faux pas

(unintentionaland external),and ( terrorism(intentionaland external).

Lerbingery(1997)identifiesseven types of crisessubsumed under three

causes: E natureand technology,both crisesof the physicalworld,as

illustratedinthe still-mysteriousexplosionthatkilled11workerson a British

Petroleum drillingrig off the Louisianacoast on April20, 2010;(6)

confrontationand malevolence,both crisesof the human and social

environment,as illustratedin protestmovements in Iranover the 2009

presidentialelectionthatdeclaredPresidentMahmoud Ahmadinejad vic

toriousoverchallengerMirHosseinMousawi,and inThailandover itsRed

Shirt-YellowShirtconfrontation;and,(çconcernwith corporateprofitsat

theexpenseofotherstakeholderinterest,deception,and
misconduct,allcrises
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ofmanagement failure,as illustratedinthe globalfinancialcrisisthatbegan

inthe summer of2007 and precipitatedby subprimemortgagesinthe United
States.

Ljnke(1989)takes a significantlydifferentapproach to developinga
typologyofcrises,groundinghisinthe amount oftime an organizationhas

to respond to a crisis:(a)exploding;(b) pressing,thatis,immediate;(c)
building;and (d)continuing.
Similarly,Mitroff(2004),Mitrofand Anagnos (2001),and Mitroffand

Pearson(1993)developed a six-itemtypologyof crisesbased on causes:(a)

economic attacks,(b)informationattacks,(c)organizationalmalfunction,(d)
catastrophicmalfunction,(e) “psycho" attack,and (f)occupationalhealth

cris�s.
bkinneretal.(2007)havea three-prongedtypologyofcrises:(a)immediate,
which happens suddenlyand unexpectedly;(b)emerging,which brews over

time;and (c)sustained,which persistsformonths or years.

Ulmer et al.,(2011)categorizedcrisesaccordingtointent(a) intentional
crises,such as terrorism,sabotage,workplace violence,poor employee

relationships,and unethicalmanagement, tend to be human-provoked;

and (b)unintentionalcrises,such as naturaldisasters,disease outbreaks,

unforeseeabletechnicalinteractions,and productfailure,tend to be outside

the realmofintentionalhuman provocation.

Finally,Zaremba (2010)providesa summary ofcategoriesofcrisesculled

from works of severalwriters:naturaldisaster,management/employee mis

conduct,product tampering,megadamage, rumor,technicalbreakdown/

accident,technicalbreakdown/notentirelyaccidental,challenge,human error,

and workplaceviolence.
The triggeringeventsforcrisesarenumerous and diverse,making each crisis

situationan instructiveexperiencefororganizationsas they attempttoalign
the crisistype with the appropriatetheory-informedresponse. Crisis

communication managers have attheirdisposala number oftheoriesthat can

providethe guidinglightto what such response shouldbe.

Crisis-communicationTheories

Avery et al.(2010)reportedthata majorityof the researchstudieson cris�s

management and communication inpublicrelationsover an 18-yearperiod

was guidedby two primarytheories:Benoit's(1995,1997)theory of image

restorationor repair,and Coombs's(2007a)situationalcrisiscommunica

tiontheory.Both those theories,as wellas others that undergirdcrists

communication,have been welldocumented (e.g.,Brinsonand Benoit,12
Brown and White, 2011; Coombs, 2007a;Coombs and Holladay,20023

Coombs and Schmidt,2000; Hearit,1999;Jinand Liu,2010;Marsh,2000,

2010;Meng, 2010;Zaremba, 2010);therefore,theirkey featuresand then

illustrationswillbe summarized here inshortorde.
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Theory ofImage RepairDiscourse

An inevitabilityofthe corporateenvironmentisan image crisis;therefore,this
theoryisgroundedintwo key asumptions:(»7thatcommunicationisgoal
directedactivity,and (b thatan importantgoalof communication isto

maintaina favorablereputation.Accordingto thistheory,a startingpointin
resolvinga crisisisto understanditscausalfactorsas wellas thenatureof
thethreat.Benoit's(1995,1997)image restorationtheoryholdsthat,because
image and reputationareessentialto organizationsand �ndividuals,any
(offensive)act that underminesan organization'sstanding withitsstakeholders
could be addressed thfough animage restorationdiscourseto develop and

understandimages that respondto such an image crisis.The theoryextends

Ware and Linkugel's(1973)theoryofapologia,which identifiesfourfactors
in self-defense:denial(thiscompany had nothing to do with the alleged

act);bolstering(thiscompany isa significantemployer inthiscommunity;
differentiation(thiscompany isexpandingitsservicesrapidlyto betterserve
you, our customers who are our top priority);and transcendence (this

company'srapidgrowthinitsservicesand itsgrowingpainscantranslateinto
more community involvementand support).

Benoit's(1995,1997)expansivetheoryfocuseson message options--that
is,the content of crisiscommunication or the messages thatan organization

uses to change stakeholders'perceptionswhen confronted with a crisis.

Accordingto Benoit,fivegeneralself-defensestrategiesunderpinthe messages:
dafdenyingcharges,accusationsorallegations;(b evadingresponsibilityfor
an offensiveact;(e reducingthe severityofthe offensivenessofa wrongful

act;(d)takingcorrectiveactions;and (e admittingorconfessingwrongdoing
and begging forforgiveness(mortification).
Relatingthistheory to Foxconn'sexperienceleads us to the following

conckisions:

The company neitherdenied accusationsand allegationsof its high

pressurework environmentnorthe severityofthe issue.And Foxconndid

not shiftthe blame forthe crisisto someone else.

The company did not evade itsresponsibility;itaccepted it.The events

on itsplant werenot a consequence of defeasibility(thatis,lackof

informationor of the abilityto respond to them). Infact,Foxconn's

immediate response includedwelcoming Apple'sthen-chiefoperating
oficerTim Cook to a fact-findingmissionon the Shenzhen plantinJune
2010;hiringcounselorsforits24-hour carecenter;and attachinglarge

netstofactorybuildings,hopingthat that devicewould serveasa deterrent

to furthersuicideattempts.

The company did not diminishthe offensivenessof the incidents,either

by minimizationby sayingthatthey were intrequentoran aberrationor,

by attackingitsaccusers,or by proposingup frontthat itwould

compensate victims'families.
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The company
took immediate correctiveaction,

promptly seeking

employee contributionsto resolvingthe embarrassing weakness ofi

corporatecultureand
seekingthe servicesof mental-healthcounselors

help createan environment more conducive to employee well-being.And

its U.S.publicrelationsfirm
disseminatedtimelyinformation

oncorrective

measures beingundertaken. shaefembeset.
The company did not seek mortifcation;it'didnot apologizeforthe

realitiesof the cookie-cutterenvironment in
which itsoperationsare

conducted,even as itensuredthatthe situations
in the workplace that

ledto a spateofsuicideswere beingimproved.

On balance,Foxconn'seclecticresponse
strategieshelped createa public

perceptionof a responsivecompany
whose quick actionwas inthe overall

interestofitsemployees.

'SituationalCrisisCommunicationTheory

Coombs's (2007a,2008, 2009) situationalcrisiscommunication
theory

(SCCT),groundedinattributiontheory (Claeys
et al.,2010;Coombs,2007a;

Coombs and Holladay,200S, 2010),positsan audience-centeredapproach

tocrisiscommunication,focusingonhow
stakeholdersrespondto a crisisand

on the bestresponsestrategiesorganizationscan
adopt to restoretheir

reputations.Differentcrisesgenerate different
predictablelevelsof respon

sibilityforthecrises.The more the cause ofa crisisisperceivedas beyond an

organization'sor an individual'scontrol,the lower the attributionof

responsibilityfora crisistothatorganizationorindividual;higherperceptions

of controllabilityleadto higherattributionsof responsibilityfora crisis.

As Jeong (2009)and Zaremba (2010)state,stakeholders'attributions
of

responsibilityincrisiscommunicationareaffectedby relationship
history(that

is,anegativerelationshipleadstoadditionaldamage to corporatereputation),

externalversusinternalcontrol(thatis,whether
a crisisiscaused orcontrolled

by peopleinternalto orexternalto the organization);and personalcontrol

(thatis,whether someone closeto the crisiscouldhave controlledit).

SCCT segments crisesintothree types of clustersvictim(low attribu

tionsof crisisresponsibility),accidental(moderateattributionsof
crisis

responsibility),and preventable(highattributionsof crisisresponsibility

each of which requiresspecificorganizationalresponsesgrouped
intothree

postures:deny,which indicateslowconcernforcrisisvictims;
diminish,which

seeks to reduce organization'svulnerabilityto the crisis;and deal,which

indicateshighconcernforvictimsand highacceptance ofresponsibility.AS

Coombs (2008)notes,the deny postureincludesattackingthe personorgrouP

thatclaimsthatan organizationhas engaged ina wrongfulact;the dimin1s

postureisused by the crisismanager eager to minimize organizationa.

responsibilityor the perceiveddamage itmay have caused: and the deal
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postureinludesingratiation(crisismanagers remindstakeholdersabout the

positivetraitsof organization),concern,compensation,and apology.
SCCT alsomatches crisismanagers'response recommendations to crises,

by situations:forrumors,use denialstrategies;forproducttampering,use
instructinginformation;foraccidentsand human error,dealstrategies;to
victimsofcrisis,demonstrate concern (Coombs,2008).
The resolutionofFoxconn'ssuicidecrisiswas a throwbackto Coombs's

(2007a,2008)SCCT: the company assumed neitherthe deny northe diminish
posture;rather,itadopted pointedlythedealposture,demonstratingutmost,
urgentconcernforvictimsand theirfamilies.The causesofthecrisis(hallmarks
of attributionsof responsibilityfora corporateculture)evoke anger toward
the event (forexample,through employee protests)that in turnleads to
motivationfor action(forexample, Foxconn'sretainingWPP Burson
Marstellertoinvestigateand implementcorrectivemeasures).The degreeto

whichFoxconn didallofthosethingswas atsome levelconsistentwithsome

of the key elements of SCCT; itdemonstrated the latter'sapplicationto a

situationthathad major implicationsforcorporatecommunications.
The remainderofthissectionhighlightsfourrelatedtheoreticalformulations

that areused by crisismanagersto undergirdcrisiscommunication--and,in

one instance,to helpthem trackblog-mediatedorganizationalrumors and

resolvesuch "victimcrises"(Coombs and Holladay,2010,pp.248-249) in

the blogosphere,which isexplodingwithactivitieslargeand small.

Blog-mediatedCrisisCommunication Model

Granted,models and theorieshave overlappingfeatures;however,the former

do not necessarilyhave explanatoryand predictivecharacteristics,two

hallmarksofalltheories.But the descriptiveand interactivefeaturesofmodels

areso palpablethatthe blog-mediatedcrisiscommunication
(BMCC) model,

torexample,helps crisismanagers identifyinfluentialexternalblogs and

bloggersand toengage them.Itplacespriorityonusingblog-mediatedpublic

relations'strategiesand tacticsto reachkey publicsassociatedwith a crisis

andtofosterrelationshipswiththem inlightoforganizations'limitedresources

to addresscrisesand to connect with those publicsthroughthe crisis

intormationflowsgenerated by influentialexternalblogsor user-orpublic

generatedcontent (Jinand Liu,2010).While
understandinginfluentialblogs

(that is,blog content)is important,
itis equallyimportantthat crisis

Communication managersidentifythe disseminationprocess
ofthat content,

forexample,whether itisthroughe-word-of-mouth
communication.

Additionaly,Jinand Liu(2010)proposed two types of blogger involve

ments: a)issueinvolvement,which
occurswhen bloggers'director indirect

Cxperienceswith an issuemotivatethem to talkwith others about an

Organizationtorelievethe excitementordisappointmentcaused
by the issue;

a(self-involvement,which occurswhen bloggersseekself-affirmation
by

and



14 CorneliusB.Pratt

talkingwithothersabout a service,orproduct,thus buildingtheircredentials
as leadersorauthoritieson the subject.

StakeholderTheory

To the degree thata crisisisusuallynoteworthylargelybecause ofitseffects
orconsequenceson an organization'sdiversestakeholders,stakeholdertheory
isa bedrock ofpublicrelationsand the fulcrumofcrisiscommunication.And
because such stakeholdershave disparate concernsabout,interestsin,and
demands on the organization,it is importantthat stakeholdertheorybe
brought tobearinsegmenting publicsforspecificforms ofcommunication.
Crisis-responsestrategiesare invariablysensitiveto the importance of

stakeholdersinthe organization'senvironment.As Ulmer(2001)observes,
*The benefitsofinvestinginstakeholderrelationshipsprecrisishas profound
implicationsforcrisis-strickenorganizations"(p.593).
Freeman's(1984)seminalwork on stakeholdertheoryconcludedthat

because environmental"shifts"were occurringamong internalstakeholders

(customers,employees,and suppliers)and externalstakeholders(regulatory
agencies,competitors,and special-interestgroups),effectiveorganizations
need to "takeinto account allof those groups and individualsthat can

affect,orareaffectedby, the accomplishment of the business enterprise"
(p.25).Therefore,such a listofstakeholders--whatFreeman (2010)calls"the
stakeholdermap of an organization"(p.67)-canenable communication
practitionerstoplacestakeholdersatthecenterofstrategicthinking,to assign
rankstothe stakeholders,and todevelopa relationalview of organizational
communication.Crisismanagers can thencommunicate effectivelyinorabout
acrisis.Grunigand Repper (1992)wrote:"Communicationatthe stakeholder
stage ideallybefore conflict[read:crisis]has occurred-isespecially
importantbecause ithelpsto developthe stable,long-termrelationshipsthat
an organizationneeds to buildsupport from stakeholdersand to manage
conflictwhen itoccurs"(pp.126-127).Along thatvein,Freeman (2010)
arguedthatintegratingstakeholderconcernsintobusinessoperationsmakes
corporatesocialresponsibilityas adistinct,separateactivitymoot.The point
hereisthatadoptingordisregardingstakeholdertheory by crisismanagers
can facilitaterecoveryfroma crisisinaturbulentorganizationalenvironment
orexacerbatethatcrisis.

/SituationalTheoryofPublics
Relatedto stakeholdertheory is a theory that helps us assess the com
municationbehaviorsofdifferentpublics.The situationaltheory ofpublicstellsus what stakeholdersorpublics-willdo ifthey recognizea problemn(ora riskor crisis),ifthey perceivethemselves as beinginvolvedwith theproblem,orifthey thinkthey areconstrainedinresolvingthe problem.Will
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astakeholderwho recognizesa riskmerelyprocessoractivelyseekinformation
on it?How likelywillriskmessagesthat is,those on communicatingthe
seriousnessof the safety,environmental,or healthrisksassociatedwith
consuming orusinga product,on engaging inan activity,oron buying into
an idea- encouragestakeholderstoseekmore informationabout threats?And
what additionalmeasures willriskcommunicators take in response to
stakeholderriskconcerns and needs?

Crisisand riskcommunications are so tightlywoven intoeach other

inpracticeand areboth so undergirdedby the situationaltheoryof publics
that one can serve as a substituteforthe other.The definitionof risk

communicationclarifiesthatinterface:*. a dialoguebetween organizations
creatingrisksand the constituentsthat must beartherisk...[O]rganizations
explainwhat theriskis..whileriskbearerstryto voicetheirconcernsand
fearsabout the risk"(Coombs and Holladay,2010,p. 219).The theory

purportsthatcertainfactors--problemrecognition,levelofinvolvement,and
constraintrecognition-influencewhether individualswillmerely process

informationabout a problemorwhether individualswillactivelyseekoutmore
informationabout a problem.Thus thistheory isthe degree to which a

perceivedriskcan evolveintoa problem and quicklymorphs intoa crisis
(problemrecognition),and callsforan assessmentofan organization'sstrategic

responsesto that problem (constraintrecognition),and necessitatesassessing

organizationalinvolvementwiththatproblem(levelofinvolvement),followed

by stakeholders'processingorseekinginformationon the problemorrisk.

RhetoricalStasisTheory

Thistheory fallssquarelyinthe genre ofrhetoricaltheoriesof self-defense

whose strategiesWare and Linkugel(1973)articulatedas (a)denying,that is,

statingcategoricallythat the allegedwrong act didnot occur;(b)bolstering,

thatis,reinforcingfavorabletraitstoencourage stakeholders'
positivefeelings

towardan allegedwrongdoer;(c)differentiating,that is,redefiningthe facts

ofa largercontext;and (d)transcending,that is,persuadingstakeholdersto

lookat a crisisfrom a broader perspectiveof the organization'soverall

strengths.

Stasistheoryhelpscrisismanagers
identifycore issuesin a crisisand

providesa hierarchicalstructureforselectingresponse
strategiestoit,and for

Identifyingspecificactionswithinthose
strategies(Marsh,2006),particularly

nthe theory'sapplicationtocorporate
apologia,whichHearit(1994)

defines

as "adefense that seeks to present a compellingcounter descriptionof

Organizationalactions"(p.115).(Stasis
means an issue.)Marsh presentsfour

Torms ofstasis:(a)stasisoffact,
by which an organizationacknowledges

or

deniesitsresponsibilityfora crisisorshiftsblame to another target(didBP

�amage the GulfofMexico?):(b)stasisof
definition,by whichan organization

placesa crisisin a large,absolvingcontext
(didBP'spollutionof

the Gulf of
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Mexicoconstitutea sociallyirresponsibleact?);(c)stasisof quality,by which
an organizationminimizesitsresponsibilityforacrisis(didthe circumstances
ofthisenvironmentalcrisismitigateBP'sguilt?);and (d)stasisofjurisdiction

by which we questiontheappropriatenessof,say,thecourtofpublicopinion
asthe propervenue forjudgingcrisis-relatedactions.

/SocioculturalContextsofCrisisCommunication

Erezand Earley(1993)argue thatorganizationalculture,asidefromdebates
on itsexistenceormeaning,isa product ofsocietalculture:. cultureacts

as a moderator inthe relationshipbetween managerialtechniquesand
employee behavior"(p.4).Similarly,cultureshave moderating effectson

organizationalbehavior-thatis,on the attainmentof organizationalgroup
goals,on intragroupcommunication,on group performance,and oneconomic
incentives(orrewards)forgroup goalattainment,which,inturn,enhance the

levelofmotivation(Erezand Somech, 1996).
Therefore,in the same breath,culturaldifferencesaccount for com

municationdifferences.Thereisa growing body of researchthatconcludes

that culturalfactorsinfluencetheory buildingand perspectivesinand the

practiceof publicrelations(Botan,1992;Gruniget al.,1995;Kent and

Taylor,1999;Kim and Kim, 2010;Rhee, 2002;Sriramesh,2007;Sriramesh
and Kim,1999;Vasquez and Taylor,2000),and crisisresponsestrategies(An
etal.,2010;Taylor,2000).Communicatorsindominant sub-SaharanAfrican

cultures,likethose inAsia,because oftheirhigh-contextattributes,arelikely
to engage innuanced,indirectcommunications whereas those indominant

UnitedStates'cultureand in the UnitedKingdom, France,Germany, and
Switzerland,withtheirlow-contextattributes,arewont tobe open and direct
intheircrisiscommunication.Severalstudies(e.g.,Kang and Mastin,2008;
Kim and Kim,2010;Vasquez and Taylor,2000) have,forexample, investi
gated the effectsof most of Hofstede's(2001,2011)and Hofstedeet al.'s
(2010)sixdimensions of nationalcultures(power distance,uncertainty
avoidance,individualism-collectivism,masculinity-femininity,long-toshort
term orientation,and indulgence-restraint)on communication valuesand
practices.Power distanceistheacknowledgement and acceptance ofunequal
power distributionor statusdifferencesina community,organization,or

socialsetting.Examples of high power-distancecountriesincludeMalaysia,
Guatemala,Panama, and the Philippines.Low power-distancecountries
includeAustria,Israel,and Denmark.
Uncertaintyavoidancefocuses on how culturesrespond toambiguity,

change, and uncertainties.Cultureshigh in uncertaintyavoidance seek
consensus,whereas people inlow uncertainty-avoidanceculturestend to be

more willingto take risks.Countrieshighon thisindex includeGreece,
Poland,and Belgium.Some lowuncertainty-avoidancecountriesareSingapore
and those inthe West.
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The individualisn-collectivismdimensionmeasures the extentto which a

societyencourages independentthought and actionversusone that encourages
interdependence and conformity.High-individualismcountriesinclude
Australia,Belgium,the Netherlands,and the UnitedStates.,whileIndonesia,
Venezuela,and Guatemala arehighcollectivisticcountries.
The masculinity-femininitydimensionrefersto whether a societyvalues

masculinetraits(e-g.,competitionand ambition)more thanitdoes feminine

traits(e.g.,serviceto othersand quality-of-lifeissues).Countrieswith high
scoreson the masculineindexincludeJapan,Austria,Venezuela,Italy,and
Switzerland.Those thatscoreloweston that indexincludeSweden, Norway,
and the Netherlands.

Long- toshort-termorientation,earlierlabeledConfucianwork dynamism,
focuseson perseverance,sense of shame, and thrift,enablingus to pose

questionssuch as:(a)Do Iwant instantordelayedgratification?(b)Are we
planningforthe next year orforthe nextfiveyears?
Indulgenceversus restraint,the newest of the six dimensions,describes

indulgentculturesas primarilyconcerned with encouragingindividualsto

expressopinionsfreely,tofeelhealthierand happier,and toengage ina leisure

ethic,whereas restraintculturesareprimarilyconcerned with curbingsuch

human drives.High-indulgentnationsincludeVenezuela, Mexico,Puerto

Rico,and ElSalvador;high-restraintnationsincludeUkraine,Latvia,Egypt,
and Pakistan.
Allof those dimensionsinfluenceindividualcommunicationand,inturn,

organizationalcommunication(Gudykunst,1997),and,by extension,provide
theframeworkforcrisiscommunication.High power-distancecountriessuch

asSouth Korea,Singapore,Malaysia,Japan,and Taiwanuse newscastingto

convey authoritativeand officialnarratives,whereas low power-distance
countriessuch as Spain,the Netherlands,Denmark and Sweden use casual

narrativesthatprojectmore personalrelationships(Kangand Mastin,2008).

Because organizationsinteractwithculturallydiversestakeholders,they can

avoidcrisesby acknowledgingglobalization,respectingthe multiethnicnature
of theirwork force,and avoidingethnocentrism (Kent and Taylor,1999;

Zaremba,2010).Cast againstthe precedingbackground,then,what isthe

interplaybetween culturesand crisiscommunication?To answer that question,

the remainderof thischapterfocuseson illustrationsfrom Asiaand Africa.

llustratingCulturalInfluenceson CrisisCommunication
inAsia

Itmust be statedunequivocallythatChinese publicrelationsisinfluenced
by

Westerntheories,concepts,and practices(Liuetal.,2009;Zhang etal.,2009)

and alsoby the country'scultural,political,and economic environments.In

September 2006, the U,S,Food and Drug Administration(FDA)recalledpet

foodsimportedfrom China because of reportsof renalfailureinsome pets.
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SimilarrecallsoccurredinEurope and South Africa.The crisiscame to a head
inMarch 2007 when a Canadian-basedpetfoodmanufactureralertedthe FDA

about pets' physicalwell beingafterthey had consumed pet foods made in
China.The Chinese government'sinitialimage-repairstrategywas to deny
responsibilityforitand toshiftblame toothers:thatthe petfoods from China
didnotcause the deaths inpets(Peijuanet al.,2009).Such a denialstrategy,
aswellas a distancingstrategy,iseffectiveonlyincasesinwhichthereisclear.,
unequivocalevidence thatan organizationisnot at fault.If,however,a
company were responsible,eitherinpartorinwhole,for an incident,then
denialordistancingwillexacerbatethe situation.
The Chinese governmentthen engaged inbolstering,assertingthat China

had strictsupervisionofexportedfoods.Inthe same breath,the government
attackedthe accuser,namely,the U.S.news media.Inthe faceofa mountain
ofevidence,China finallytookcorrectiveaction,revokingthe businesslicenses
oftwo companiesimplicatedinthe exportof the taintedfood.
What istheculturalexplanationforthe initialdenialof exportingtoxicpet

foods and the significantturnaroundinresponsesby the same government?
Withinthe contextoftheConfuciantradition,face-savingand "softlanding
arepreferredtodirect,brazenconfrontation.And the government's attackon
themedia ispremisedon the principleofinequalityinthe power relationships
between a governmentand news organizations.Accordingto Hofstede and
Bond (1987),Confucianphilosophyhas four principles:

1.“The stabilityofsocietyisbased on unequalrelationshipsbetween
people

2. "Thefamilyisthe prototypeofallsocialorganizations
3. Virtuousbehaviortoward othersconsistsoftreatingothersas one

wouldliketo be treatedoneself.
4. *Virtuewithregardto one'stasksinlifeconsistsoftryingto acquire

skillsand education,workinghard,notspendingmore thannecessary,
beingpatient,and persevering"(p.8,emphasis inoriginal).

By extension,neo-Confucianornew Confucianismnotonlyassertsthe value
of the precedingcenturies-oldprinciplesas geographicallybound, but also
seeks to advancethem as a universalmodel forand as a contributorto a

mutualunderstandingina worldcommunity (Tsai,2008).
Incontrastto the preventablecrisisof toxicpet foods,the Sichuan

earthquakecrisisin2008 providedthe Chinesegovernment withopportunities

toattractmuch-needed positivepublicity,to improveitsglobalimage,and to

translatea naturaldisaster into an opportunity(Chen,2009). The
government'sresponses(a)emphasized open, timelycommunicationwiththe
nation;(b)adoptedtwo-way asymmetricalcommunication,by which itset
and framed the agenda onthe crisis;(c)definedthe crisisinways that indicated

thatthe government was incontrolof the crisis;(d)sought to strengthen
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stakeholderrelations;(e)used the new media only moderately;()tookaction
tobuildand cultivaterelationships;and (g)sought to be compassionateand
empathic toward victims.
In a factor-analyticstudy of Taiwan'stop S00 companies' crisis

communicativestrategies-theactualresponsesorganizationsuse to address
crises-fivefactorsemerged, four of which were consistentwith those in
Western organizationalcultures(Huanget al.,2005).A new,Taiwan-specific

factor,diversion,indicatesthe Chinese emphasis on interpersonalrelation
ships(orquanxi),making diversiona means of avoidingdirectconfrontation
intheAsiancontext.Informationstrategydidnot emerge as a distinctfactor,
suggestingthat,whereasWestern companiesuse communicationforinforma
tionexchange,Chinese communication isgeared toward maintainingand

cultivatingrelationships,more commonly known as quanxi.
Culturalinfluenceswere alsobroughtto the foreinthe aftermathofcharges

by both consumersand the Osaka CityHallthatSnow BrandMilkProducts
Co.,Ltd,ofJapan,soldpoisonousmilkproductsin2000.Butthe inflexibility
ofthe company'sculture,fueledinlargemeasure by societalpracticesofhigh

power distance,highlevelsofuncertaintyavoidance,harmoniousinterpersonal

relationships,and group solidarity,preventedopen communicationabout the

issueand stifledwarningsfrom employees about a possibleproblemwiththe

product(Wrigleyet al.,2006).Itisthisinterplaybetween culturalvaluesand

the immediatedemands of crisesthatprompts us to consideritas a major

tactorin assessingthe effectivenessof crisiscommunication and of crisis

management withinculturaland organizationalcontexts.

ConfucianWork Dynamism

There issome associationbetween primarilyConfucianculturalvaluesand

economícgrowth inAsianeconomies,includingthose
in MainlandChina,

Hong Kong and Taiwan (Ahlstromet al.,2010).Thus,given the Confucian

virtueofidealhuman relations,characterizedby the principlesof "humanity"

or "ren"and offamilistic(notWestern individual)patternsofdecisionmaking

(Fan,2002, 2010),concernshave been expressed about the relevanceto

Eastern valuesof the resultsof Hofstede's (1980)seminalsurvey of work

relatedvalues:the possibilitythatthey could be culture-boundand that they

reflectedthe impositionof *mentalprogramming" (Yeh,1988,p. 150)on

Chineseand Japanese values(TheChinese CultureConnection,1987;Yeh,

1988).A 22-countrysurveyundertakenby the Chinese CultureConnection

(1987)reportedthatan additionaldimension--Confucian
work dynamism

dldnot correlatewith any of Hofstede et al.'s(2010)dimensions developed

rom a surveyoftheworkplacein50 countries
and threeregions,suggesting

that,fromthe Asian perspective,it was a separatedimension
initsown right.

onsequently,Hofstede and Bond (1987)reportedthat nationsthat
scorehigh

n Confucianwork dynamism emphasized long-termcharacteristicssuch as
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being persistentand thrifty,and observingorder.Ithas alsobeen reported

thatsuch Confucianattributesare evidentas harmonious,tolerantChinese

management style,loyaltyto top management, and reciprocalloyaltyto

productiveemployees and valuedsuppliers(Ahlstromet al.,2010).

Similarly,Confucianism,on the one hand,haspositiveinfluenceson public

relationsinsome Asiancountries(e.g.,Rhee,2002);on the other,itinfluences

media relationsnegatively(Kim and Kim, 2010).The Chinese Confucian

traditionstend to hindereffectivecrisismanagement and communication.

Those traditionsemphasizefaceand harmony andexpect the Chineseto save
face and avoidshame and conflicts(Chen,1996;Moon and Franke,2000).

De Mente (1998)noted thatConfucianisminfluencedSouth Koreanbusiness

culture:"The firstpriorityisto avoidany kindof directconfrontation.In
business situationsthismay includenot tellingthe truthabout something,

withholdingbad news and not bringingup mistakesthat have been made"

(p.55).Thus,incrises,an organizationor a government thatadheres to

Confuciantraditionstendstowithholdinformationon a crisisfrom the public

and attempts to resolvethe crisisprivatelyto save itsown faceorreputation.

One example isthatof SanluGroup,which was criticizedby the publicfor

coveringup a contaminationissue,an actionthatprecipitateditscollapse(see

Cao'schapter,"China'sSanlu'sInfantFormulaProvesFatal,"inthisbook).

AnotherisChinese government'scoveringup the outbreakofSARS in2003.
But as China evolvesintoan even more formidable,influentialplayeron the

globalscene and engages the restof the worldmore politically,itislikelythat

itsmindseton liberalism,humanistictendencies,and benevolentcommunism

willalsoevolveto a pointinwhich itsgovernment and people couldbetter

understandthe enduringissuesinConfuciantraditions.Chen (2009)concluded

thatthe Chinese government'scommunicationinthe aftermathofthe Sichuan

earthquakein2008 was 100 timesmore effectivethanthat ofSARS in2003,

because the government "placedunprecedented emphasis onopen,timelyand
directcommunicationwith the publics"(p.191).
Insum, Asia'seclectic,yet selective,use of Western and Easternpractices

incrisiscommunicationaffordsitthe bestofboth worlds,formulatingstrategic

responsesto criseslargelydetermined by the typologyand cause of a crisis.

Ilustrationsfromn Sub-SaharanAfrica

Crisiscommunicationinsub-SaharanAfrica,a regionthat sharessome ofthe

high-contextculturaltraitsand ConfucianprinciplesdominantinAsia,isas

globalas itis localin both structureand delivery.Global,inthatcrisis
managersavailthemselvesofallthe strategicoptionsinherentinthe theories

presented in thischapter,yet local,in that they are susceptibleto the

constraintsand limitationsof a communication environmentinfluencedby
culturalvalues.Denying,draggingone'sfoot,and distancingoneselffrom a

crisis,even when those actionscouldbe detrimentalto the reputationof an
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organization,arereflectiveof the tendency of sub-SaharanAfricansnot to

*wash theirdirtylineninpublic."On the other hand,making amends and
takingcorrectiveactionare consistentwith the Africanculturalvalueof

Ubuntu,which translatesinto"Because we areone community,Iam because

we are."Therefore,crisiscommunicationinsub-SaharanAfricastrivesforthe
properbalancebetween beingforthrightabout a situationand sharingselective
sensitiveorganizationalinformationon it.At one extreme, Olaniranand

Williams(2008) found that ShellPetroleum Development Company's
responsestoitsoilspillsinNigeria'sDeltaregioncontradicted“guidelinesfor
arelationallyorientedcrisisresponse"(p.58).The strategiesused were

scapegoating,thatis,blamingcommunitiesforthe sabotage that ledto the

oilspills;and denyingand evadingresponsibility,thatis,denyingresponsibility
forenvironmentalpollutionand degradation.
At the other extreme are Nigeriangovernments' communicationefforts

to reinin the country'sethno-religiouscrises,which the governments

acknowledged coulddeepen ethnicdividesinthe country.Withinthe contexts
of Benoit's(1995)and Coombs's (2007a) crisis-responsestrategies,the

governments employed correctiveactionsanda dealposture.As part of their

communicationresponsesto the crisis,the governments set up commissions

of inquiry,which calledfor memoranda, organizedpublichearings,and

visitedcrisesareas.Nigeria'sInstituteofGovernanceand SocialResearch,the

NigerianInstituteof InternationalAffairs,and the NigerianRed Cross

organizedseveralfora,peaceconferences,roundtables,and workshops
on how

best the country can addressthe ethniccrisis.

Discussionand Conclusion

Thischapterpresentsthe growing scholarshipincrisiscommunicationthat

offerscrisesmanagers theory-and evidence-basedstrategicoptionsforbuilding

and protectingthe reputationsof theirorganizationsor clients.The broad,

interdisciplinarycharacterofthoseoptionsindicatesthe opportunities,broad

interestand appealthatthe specialtyattracts.But the advances in crisis

Communication researchare not without limitations,one of which, as

Shrivastava(1993)put it,isfragmentation that resultsfrom buildingnew

vOcabulariesand frameworks thatdo not cohere:...the lack of effortsto

buildsystematicconnections with past researchgives the fieldan ad hoc

character.Itis abarrierto developingcumulativeunderstanding
of crises"

(p.33).Those difficultiesarealsoreflectedinthe dearthofthe applicationof

theoriestocrisis-communicationactivities.Coombs (2008)emphasizes the

need to linktheory more directlyto practice:“Crisiscommunication
theory

Shouldbe ableto tellcrisismanagers
what to expectina crisisand how best

tO respond communicativelyto the crisis"(p.263).Thischapter
provides

theoreticalguidanceinthatregard,
notingtheeminence ofbothBenoit'stheory

Orimage repairdiscourse(1995,1997)
and Coombs's (2007a,2008)

SCCT.
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But theapplicationofthe crisis-responsestrategiesindicatedinthe theories

presented inthischapterisalsocontingentupon socioculturaldimensions

advanced inpartby Hofstede(1980,2001,2011).Thischapteruses Asia's
culturallandscapeas a platformfordiscussingthe extent to which those

dimensions influencecorporatevaluesand practices.At some level,the

globalizingrealitiesof the workplacemake unnecessary a rigidseparationof
Westernand Easterncultures.So,on the ground,crisiscommunication in,say,
AsiaintegratesWesternand domesticcommunication values;thelatterinsome

ways are alsoresponsiveto globalizinginfluences.The point here is that

Benoit's(1995,1997)image-restorationstrategiesorCoombs's(2007a) crisis
response strategiesby posturesareboth enrichingand expandingthebody of

knowledge and the toolswith which crisismanagers fightto safeguardor
enhance reputations.While both those theoriesare applied tocrisis

communication insub-SaharanAfrica,thatregionshows extremesinthe use

ofmanagement'sresponsestrategies,which depend largelyon crisistype and
on specificstakeholdersaffectedby it.

The nextchapterpresentsguidelinesfordevelopingstrategicorganizational
plansformanaging criseseffectively.Key elements ofsuch plansincludecrisis
management teams and crisis-operationscenters.Planningforcrisescan be

instructiveto organizationswhose crisispreparednessrequiresimprovement

and to those such as German nonproftorganizationsthat tend to be

substantiallylackingincrisispreparedness,with fewer than one-thirdusing
crisisplans,crisismanagement teams,orcrisisscenarios(Schwarzand Pforr,
2011).The pointhere isto establisha company-wide framework thatensures

thatorganizationscan preventsome crisesup frontorcannot be blindsided

by theoccurrence,complexity,and consequences ofcrises,and areatthe ready

to respondto them.
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