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Chapter One

Introduction

1.1 Backgroud to the Study

Public Relations is a strategic communication in any organisation aimed at creating sustained

mutually beneficial relationships1. Public Relations (PR) is therefore critical towards the

enhancement of employee performance, establishing organisational peace, fostering and

developing growth, stability, employee loyalty and commitment. It concerns the total

communication of all organisations. Communication channels and Public Relations practices

are updated to meet both routine and critical needs of organisations, including public tertiary

institutions2. PR is also about knowing how to manage information emanating from an

organisation to avoid misinterpretation of good intentions. It is the art of communicating

effectively the aims and objectives of an organisation to its publics with a view to creating

public awareness of its challenges and achievements to enhance its corporate image and gain

higher productivity through public understanding3.

A corporate organisation is a coordinated social unit that involves people who work together to

achieve a common goal. This social unit is the most hit in the event of a crisis because it

consists of people.The ability of a corporate organisation to remain strong after going through a

crisis determines the strength and success of such organisation.Hence, organisations that are

weak and not able to stand a crisis may die, resulting in loss of vision and mission for both the

organisation and its environment. An effective Public Relationsstrategy is thus very essential to

the success of any organisation. The organisational PR industry has two key resources which

include the management and employees, considered as factors of service production, while

information and communication are the raw materials and the internal and external publics are
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the market for information and communication services4. There are several roles played by

Public Relationsin organisations with regards to organisational communication which also

ensures effectiveness. Public Relations is essentially about positively and systematically using

actions and communication to effectively influence people's attitudes, opinions, beliefs, interests

and behaviours in a given or desired direction (e.g. adopting good environmental behaviours as

well as building a lasting credibility and reputation for individuals and corporate entities such as

profit or non-profit organisations and even nations, states, local governments or communities.

Public Relations now embrace virtually every branch of human activity whether it is promotion

of products or image building for individuals, corporate bodies, governments and even political

parties who wish to project their activities or achievements or policies5.Public Relations analyse

trends and predicts their consequences. It counsels organisation’s leaders. Its processes are to

plan and execute a programme of action; evaluate public attitudes and implement organisational

policies and procedures. Academics have found early forms of public influence and

communication management in ancient civilizations. Aristotle's Rhetoric, for example, explains

core foundations for persuasion which is a form of Public Relations6.

Corporate organisations in contemporary management are often confronted with different crises

of varying degrees and levels. It is immaterial whether impact of these crises is low or not

because such crises have a way of adversely affecting the goals and objectives of organisations.

The toll that crisis has on organisations; be it big or small could be financial, reputational, and

emotional/public safety. There is, therefore, an advantage for organisations to take preventive

actions to mitigate the effect of crises on organisations. The question is no longer whether an

organisation will face a crisis or not, but when it faces one, what will be its responses and

approaches towards handling and reducing the effects. Very often, some managers assume that
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the probability of a crisis happening is so low that the extra effort to plan for it might not be

necessary. However, crisis management has always been a critical exercise in organisations, one

that is more often than not overlooked. In a world which is highly characterised by complexity,

organisations will continue to face a good number of threats and crises emanating from both

internal and external sources. Due to technological, political, economic and socio-cultural

growth of the environment, the degree at which crisis will confront organisations may become

more frequent. For this reason, the ability of organisations to cope and be responsive to crises

while being flexible in their management strategies is of utmost importance.

Effective communication is one of the components of Public Relations. It is very vital in any

organisation. Communication is the live-wire component of virtually every organisation. It is

the instrument through which an entity participates in the exchange of information with the

various components of the business environment. It informs of their presence and the services

offered, to create a favorable attitude and stimulate consumers to purchase services.

Communication makes crucial impacts within or among workgroups in both private and public

organisations7. Communication is the channel for the flow of information, resources, and even

policies. Communication is probably one of the most frequently cited sources of interpersonal

conflict when it is poorly carried out. It is equally an important lifeline in every organisation.

Many of the problems that occur in organisations are the direct result of people failing to

effectively communicate. Crisis management plays an essential role in organisational structure

where crisis has to be managed. Crisis management is an essential aspect of an organisation.

Organisations confront a fast changing environment with complex issues with difficulty in

controlling the easy flow of messages, to manage various stakeholders8. Every organisation has

to give due attention to the concept of crisis management (CM), training, planning and
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communicating to survive and grow9. Moreover, a fast, positive, and effective response to any

crisis cannot only control the situation but also leads to increased market share, improved

employee relations and better public image of the organisation10. Crisis has many characteristics;

violence, difficulties, surprise, low productivity speed in the sequence of events and their results,

lack of information, tension, anxiety, skepticism, confusion, fear of losing control, and rapid

spread of rumours as a result of information technology11.There are many causes of crisis some

of which are related to the human element such as: misunderstanding, miscalculation, wrong

evaluation and interpretation. Administrative reasons such as weak physical and human

resources, ignoring early warning signals and mismanagement could also lead to crises12. In

addition, reasons beyond the control of the organisation leaders like: natural disasters, rumours,

desire to blackmail, the pressure of external influence, conflicts of interest, information

sabotage, terrorist attack, and copyright infringement also lead to crises. Effective crisis

management is determined to a large extent by information and response activities. The role of

information is complex because it shapes the crisis management plan and facilitates the crisis

response activities13.

In crisis management, it is important to act and work carefully to preventa problem from

escalating into a full-blown crisis. It is important to always have a crisis management committee

and plan in place. Together with the four factors, prevention, preparation, response and

revision.The committee can help to reduce the negative aspects of a crisis that will not only

affect the stakeholders, but also the whole organisation14. An organisation must be prepared for

what a crisis can bring. Even though a crisis does not happen every day, it is crucial that once it

does, the organisation has a plan in place and its employees know what actions need to be taken

in order to minimise the damages that can be caused by a crisis15. Crisis management is
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therefore far more than a task that is handled during a crisis. It must be in place in an

organisation during the day to day work. Another pivotal factor relating to organisational crises

is the internal communication, which is the exchange of information between employees within

the organisation which is a significant factor in the day to day operation of an organisation16.

1.2 –Statement of the Problem

Most organisations go through crisis, some frequently, others occasionally but when a crisis is

not well managed, it can cause devastating impact on the organisation. Many scholars have

examined how crisis affects organisations in Nigeria17,18. Most of the studies have been in

private business organisations. Lately, communication scholars have been showing more

interest in studying how public relations affects tertiary institutions but many of them have not

delved into managing crisis using public relations strategies. Yet most tertiary institutions in

Nigeria go through one form of crisis or the other that good PR strategies would have tackled.

Therefore, this study intends to fill this research gap by assessing how crisis is managed in

tertiary institutions using The Federal Polytechnic, Ilaro, Ogun State, as study. This study

therefore assessed the public relations strategies in Crisis Management and Organisational

Performance of The Federal Polytechnic, Ilaro, Ogun State.

1.3 Aim and Objectives of the Study

The aim of this study is to examine the Public Relations strategies in crisis management and

organisational performance of the Federal Polytechnic, Ilaro, Ogun State. The specific

objectives are to:

i. identify the public relations strategies used by the Federal Polytechnic, Ilaro.

ii. find out the causes of crises at The Federal Polytechnic, Ilaro.
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iii. identify the existing methods of handling crises in The Federal Polytechnic, Ilaro.

iv. identify the factors that influence management’s response to crises in the institution.

v. find out the effect of public relations strategies on the organisational performance of The

Federal Polytechnic, Ilaro.

1.4 Research Questions

The following research questions guided this study:

i. What are the public relations strategies used at The Federal Polytechnic, Ilaro?

ii. What are the causes of crises at The Federal Polytechnic, Ilaro?

iii. What are the existing methods of handling crises in The Federal Polytechnic, Ilaro?

iv. What factors influence management’s responses to crises at The Federal Polytechnic,

Ilaro?

v. What are the effects of public relations strategies on organisational performance of The

Federal Polytechnic, Ilaro?

1.5 Significance of the Study

The findings of this study would be of immense benefit to the management of higher institutions

of learning, policy makers, as well as academicians, consultants, and researchers in Nigeria.The

educational institutions and public relations practitioners would likely be motivated by the

findings of this study to invest their utmost creative abilities in marketing communication

commensurate with current image building challenges facing their esteemed profession. It is

expected that the outcome of this research will go a long way in ensuring a turnaround of crisis

management within higher institution of learning especially, Federal Polytechnic, Ilaro as it will

help in identifying existing methods of handling crisis in the institution. The findings showed

how crisis management affects the achievement of organisational objectives. The research would
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also address the factors that influence management’s attitude to crises. Above all, this study

would assist in expanding the scope of existing literature on crisis management and the practice

of public relations in organisations. Finally, the study is important also as it would serve as a

reference point to future researchers.

1.6 Scope of the Study

This study is centered on public relations strategies, crisis management and organisational

performance of The Federal Polytechnic Ilaro, Ogun State. The focus of this study is on the

relationship between the management, employees and students of The Federal Polytechnic Ilaro,

Ogun State.

1.7 Limitation of the Study

The fact that this study is a case study limits its wide applicability. Other polytechnics may have

peculiar or unique contexts that may be different. Nevertheless, the study provides foundational

discoveries which contribute to knowledge in crisis management in polytechnics in Nigeria

which could serve as stimulus for further investigation on the subject matter.

1.8 Operational Definition of Terms

The explanations provided for the operational terms were according to their usage to ensure

clarity and avoid ambiguity.

Communication: This is a proces by which information or ideas are shared between

individuals through a common system or channel with the hope of receiving a feedback.

Conflict:This refers to a disagreement or struggle between two or more parties who have

opposing interests, needs, or goals.
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Conflict Management: This is the process of limiting the negative effects of conflict which

may be turned around to become positive and peaceful co-existence.

Conflict Resolution: The methods and processes involved in facilitating peaceful ending of

conflict and retribution.

Crisis: This refers to any event or period that will lead, or may lead, to an unstable and

dangerous situation affecting an individual, group, or an organisation.

Crisis Management: This refers to the process by which an organisation deals with a

disruptive and unexpected event that threatens to harm the smooth running of an organisation.

Effective Communication: This is a communication between two or more persons wherein the

intended message is successfully delivered, received and understood. It is the connection which

achieves the initiation of the communicator.

Management: This refers to the process of planning, decision making, organising, leading,

motivation and controlling the human resources, financial, physical and information resources

of an organisation to reach its goals efficiently

Organisation: This refers to an entity such as a company, an institution, or an association

comprising one or more people and having a particular purpose.

Organisational Goals: These are strategic intentions that a company's management establishes

to outline expected outcomes and guide employees' efforts.

Performance: Attainment of a particular act or an attempt to attain a goal.

Polytechnic: This refers to an institute of technology that is an institution of tertiary education
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which specialises in engineering, technology, applied science, and natural science

Public Relations: This is a two-way communication between an individual or an organisation

to the public in order to positively affect their public perception. It is also known as all efforts to

improve public image of a person or organisation.

Stakeholders: These are members of groups without whose support the organisation would

cease to exist. In this study it is used interchangeably with Publics.

Strategy: This refers to a general plan to achieve one or more long-term or overall goals under

conditions of uncertainty.

Strategic Public Relations: This always begins with clear goals and objectives. Knowing the

results one wants to guide the other steps of the public relations planning process by helping

one to determine which audiences to reach, and which messages and tactics are most likely to

help achieve the set goals.

Student: This refers to an individual who is engaged in the process of learning and acquiring

knowledge, typically within an educational institution.
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Chapter Two

Literature Review

This chapter covers the conceptual reviews on Public Relations(PR), communication, crisis

management tools, PR strategies used in managing crisis and organisational performance. It

covers the theories related to Public Relations, Crisis management and various empirical work

that had been done by various scholars in relation to the subject matter.

2.1 Conceptual Review

2.1.1 Concept of Public Relations

Public Relations is the management of communication between an organisation and its publics.

Public Relations (PR) is defined as a planned and systematic management function to help

improve the programmes and services of an organisation1. There is an increasing consensus

among industry scholars and practitioners that Public Relations should move beyond its

technician role to one that contributes to strategic management. Public Relations is the

management process whose goal is to attain and maintain accord and positive behaviours

among social groupings on which an organisation depends to achieve its mission2. Its

fundamental responsibility is to build and maintain a hospitable environment for an organisation.

Public Relations(PR) is the way organisations, companies and individuals communicates

positive information with the public and media to enhance the image of an organisation and

individuals. A Public Relations specialist communicates with the target audience directly or

indirectly through the mass media with the aim to create and maintain a positive image

culminating in a strong relationship with the publics of a corporate organisation. Public

Relations strategies often used by organisations include press releases, newsletters, public

appearances, media conference, town hall meetings as well as utilization of the world wide web
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and digital media platforms.

The world of business is characterized by fierce competition and in order to win new customers

and retain the existing ones, the firms have to distinguish themselves from the competition. But

they also need to create and maintain a positive public image. A Public Relations specialist

helps to create and maintain a good reputation among both the media and the customers by

communicating on their behalf and presenting their products, services and the overall operation

in the best light possible. A positive public image helps to create a strong relationship with the

customers which in turn increases sales. A Public Relations specialist uses a number of tools

and techniques to boost the clients' public image and help to form a meaningful relationship

with the target audience. To achieve that, PR often uses tools such as news releases and press

statements, newsletters, organisation and participation at public events, conferences,

conventions, awards etc. PR specialists of Public Relations is known as the art of

communicating effectively the aims and objectives of an organisation to its publics with a view

to creating public awareness on its challenges and achievements to enhance its corporate image

and gain higher productivity through public understanding3. This differentiates it from

advertising as a form of marketing communication. Public Relations is the art of creating media

coverage for clients for free, rather than marketing or advertising. Public Relations and

marketing may be done by the same or different people. However, success in one may be offset

by failure in the other. Both need attention. Both deal with relationships that are prior to the

survival of the organisation: Public Relations builds and maintains a hospitable environment for

an organisation. Marketing builds and maintains a market for the organisation’s products and

services.In an academic context, PR in (tertiary) academic institutions, PR depends on a

comprehensive two-way communication process which involves both internal (e.g., staff and
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students) and external (e.g., general public, parents, communities and the government) publics

with the aim of arousing enhanced grasp of the tasks, goals, accomplishments and needs of the

institution. Hence, PR performs a reinforcement role to organisational communication4.

Public Relations specialists establish and maintain relationships with an organisation’s target

audience, the media and other opinion leaders. Common responsibilities include designing

communications campaigns, writing news releases and other contents for news, working with

the press, arranging interviews for company spokes people, writing speeches for company

leaders, acting as an organisation’s spokesperson, preparing clients for press conferences, media

interviews and speeches; writing website and social media contents, managing company

reputation (crisis management), managing internal communications, and marketing activities

like brand awareness and event management. Success in the field of Public Relations requires a

deep understanding of the interests and concerns of each of the client‘s many publics. The

Public Relations professional must know how to effectively address those concerns using the

most appropriate tools of the PR trade, which is publicity.

2.1.2 Roles of Public Relations in an Organisation

Almost all large organisations either have a Public Relations department or outsource their

Public Relations needs to a company5. Public Relations is seen as a vital part of maintaining the

organisation‘s image and of communicating its message to its customers, investors and the

general public. A positive perception of a company or non-profit can increase its sales and

improve its bottom line. The functions and key tasks of a Public Relations specialist can be

varied. Organisations are systems comprising various roles6. Organisations bundle their

members into different positions, responsibilities and duties to pursue certain goals and

objectives7. A role is defined as recurring actions of an individual, appropriately interrelated
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with the repetitive activities of others so as to yield a predictable outcome.Therefore, roles are

constructed from the observed behaviour and theoretical expectations8. The representation of

organisation itself and its goals are the basis of defining the roles of organisation members.

Roles tell organisation members how to reason about the problems and decisions that face them:

where to look for appropriate and legitimate informational premises and goal (evaluative)

premises, and what techniques to use in processing these premises.

By communicating with internal and external publics, PR professionals support organisational

operations9. In particular, they help bridge the gap between organisational goals and

stakeholders' expectations10.This contributes to organisational decision making,which is

considered one of the most important functions of PR professionals. The role of the PR function

in an organisation has considerable importance for individuals’ roles. However, PR

professionals may not always be regarded as a strategic resource to top management. The

dominant coalition in an organisation, those individuals that affect its strategy and top decisions,

has role expectations concerning the PR function. But in turn, the enacted roles might not have

one-on-one correspondence to the expected professionals' roles. Two of the founding fathers of

research on PR roles are Broom and Ferguson, who separately examined professionals' roles by

the end of the 1970s.Both developed a typology of PR roles, while in the 1980s Dozier, based

on Broom, brought the number of roles back to two11. Following this dichotomy, it would be

logical that PR managers participate in decision making and support communication and

management in organisational problem solving processes, whereas PR technicians are mainly

excluded from the management' decision-making processes and generate only the related

communication products when disseminating the outcomes of the decisions.

The proposed manager-technician dichotomy has since been very often the basis of research in
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the field of PR. But the role dichotomy also evoked lots of criticism. The critique ranges from

methodological to ideological12. The typology of two different roles has been criticised for

oversimplifying the complexity of the role enactment of professionals. Moreover, many of the

role studied had also been conducted in U.S. based organisations only13.

During the past years, PR roles have been studied from several perspectives. About two decades

ago, the excellence study showed that the manager role in practice was more influential than the

role of the technician14. After the turn of the millennium, the roles have been remodelled by

several scholars15. The roles are constantly reinvented through observation of one's day-to-day

work. They were encouraged to further study role implications for the practice and education of

PR. Discussion around the topic has been built around recent quantitative research along with

some qualitative research16. The different roles and focus of PR need further clarification, as the

PR professionals' perceptions of their profession and tasks differ with the expectations within

the organisation regarding the role and outcomes of PR17. PR role theories provides a general

picture of PR in practice, but do not focus specifically on the roles of PR professionals in

decision-making processes18.

Some of the roles of Public Relations are as follows:

i. Public Image Strategy: Public Relations strategists work with top executives in

the organisation to craft an overview of how the company wants to be perceived, and

how it is going to project a positive image. This involves focusing on exactly the right

message and then deciding on the broad outlines of a campaign to disseminate that

message.

ii. Outreach Events: Public Relations professionals often arrange events to raise the

profile of the organisation or lend its brand and name to a charitable event that



17

represents the philosophy of the company. For instance, a corporation sponsoring a

special Olympics event, or a hospital organising a health outreach day in its town.

iii. Media Relations: Talking with the media is a core function of Public Relations

practice. Public Relations professionals field questions from reporters, arrange for

interviews with key individuals in the organisation and write press releases to make the

media aware of company events or achievements.

iv. Social Media: One emerging function of Public Relationsis to maximise an

organisation's positive use of social media to build its image. Managing a Twitter feed,a

Facebook page and a YouTube channel are all vital ways to connect with possible new

customers or stakeholders. Monitoring public comments and opinions about the

organisation on the internet can also give PR professionals early warning of any

emerging trends or problems.

v. Handling Emergencies: Sometimes a company or organisation struck by a

disastrous event that ruins its public image. This might be an oil company that has to

deal with a high profile oil spillage, or a food company that has a contamination event.

Public Relations professionals decide how the organisation will repair the damage to its

image, communicate how it is dealing with the problem and regain control of its

message.

2.1.3 Factors Influencing Growth of Public Relations

i. Public relations industry as a ispecial ifield iof ipractice ihas iwitnessed isteady igrowth

iovertime. There iis ineed ifor ipublic irelations in businesses regardless of whether they iare

ismall, imedium ior ilarge scale businesses. iIn ithe ipolitical iand igovernment ispheres,

ipolitical iiclass iusually ispend ifortunes ito ienhance itheir iimage iand ireputation iin ithe



18

ieyes iiof imembers iof ithe ipublic. iEven iin ithe iarea iof ifaith-based iorganisations.

iPublic irelations istrategies iis inow iused ito ipublicise icongregation’s iprowess iat ihealing

iand iprosperity iand iby iextension, ienhance icredibility iand imembership19. iThis iby

iimplication ishows ithat ithe iindustry iis igrowing irapidly iboth iin iscope iand iareas iof

iinfluence. iA inumber iof ifactors icombine ito ienhance ithe igrowth iand iscope iof ipublic

irelations ipractice and application in both iindividual iand iorganisational iimage iand

ireputation ibuilding iand sustenance20. iSome iof ithe imajor ifactors iinfluencing ithe

igrowth iand ipractice iof ipublic irelations iare ias ifollows21:

ii. Technological advancement which iprovides enabling environment for mass production,

idistribution and imarketing in addition ito iproviding iresources ifor iefficient iand ieffective

iorganisational icommunication iand imore ispecific audiences.

iii. Increases iin ithe inumber iof isufficiently ieducated imiddle iclass iwho ito ia ilarge

iextent iare conscious iof ithe iworld iaround iand idesperate iat igetting iinformation iabout

people and iorganisations.

iv. Growth iof iorganisations ilike iprivate iand ipublic isectors, igovernment iagencies iand

icorporations, itrade iunions, ivoluntary iorganisations iand isundry iorganisations ithat

iinfluence ipeoples‘ ilives.

v. Advancement iin isocial iscience iresearches iwhich ihas iled ito isystematic

iaccumulation iof ireliable, idependable iand isophisticated idata ineeded ito iplan, iexecute

iand ievaluate ipublic irelations icampaigns iand iinterpret ipublic iopinions iand ior

isentiments.

vi. The iprofessionalisation iof ipublic irelations ito ithe iextent ipublic irelations iregulatory
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ibodies inow iexist iat ilocal, inational iand iinternational ilevels.

2.1.4 Functions of Public Relations

Public relations management is all about relationship management with emphasis on

image/reputation ibuilding and sustenance. It serves as a lubricant that galvanises the interaction

between individual/groups (called publics) and corporate organisations;between

government/government iagencies iand itheir iallies/subjects; iand ibetween icommunities iand

the iconstituent igroups iin ithe icommunities22.

The ifunctions ipublics irelations iincluded ibut inot ilimited ito:

a) Identifying, interpreting and evaluating public opinions, attitudes and feelings

i about iprominent iindividuals, icorporate iorganisations, igovernment iand icommunities.

b) Imitating, planning iand iexecuting ispecial ievents ior iprogrammes ion ishort, imedium

iiand long term ibasis ifor ipurpose of winning ipublics’ consent and/or sympathy ifor ia

inoble cause.

c) Sufficiently informing various publics i about the policies, activities and future i plans

of governments, iorganisational iand icommunity ileaders.

d) Engaging iin conflict imanagement iand icrisis isettlement iand iwading ioff inegatively

itrends iand press ireports ilikely ito imar ithe iimage iand ireputation iof ian iorganisation,

igovernment/or icommunity.

e) Providing level playing ground for healthy interactions between management of an

iorganisation and/or igovernment ifunctionaries iand itheir irespective ipublics iand isubjects.
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f) Maintaining ifavourable irelationship ibetween ian iorganisation iand ithe imass imedia

iand iby iso idoing, guard iagainst iengaging iin inegative iand idamaging imass imedia iwar.

g) Helping ito ibalance iorganisational ivis-a-vis igovernment iinterest iwith ithat iof ithe

ipublics-cum subjects ifor ioptimum irelation.

h) iStriving to iachieve safe iorganisational isocial iclimate iby iengaging iin icommunity

irelations ineeded ito ienhance ibusiness imotives iof icorporate iorganisations. iIt iis

iimperative ito inote itherefore ithat ipublic irelations iis iessential -in iachieving iand

isustaining-corporate iand isocial iclimate ifor iharmonious ico-existence iand ifor

ienthroning isustainable-image iand ireputations.

2.1.5 Public iiRelations’ Contributions ito iEffectiveness of iOrganisations

The igoal iof PR iis ito ihelp ian iorganisation ito iachieve iits ibusiness iobjectives iand goals.

iGetting ia iclear iunderstanding iof ian iorganisation‘s ibusiness igoals iis ithe ifirst istep iof iPublic

Relations iactivities ito iset imeasurable iobjectives ifor ia icommunication iprogramme. iIf iPublic

Relations imanagers ido inot iunderstand ibusiness igoals, ithey icannot iachieve icompany‘s

effectiveness. iDifficulties iin ilinking public irelations ito icompany‘s ieffectiveness ican ibe ifound

in the iposition iof ipublic -relations imanagers iin ithe iorganisations, ibecause iPublic Relations

managers iido inot itake ipart iin isetting icompany‘s iobjectives. iAnother ibarrier ito imeasure

public relations iand iconsequently ilink iit ito ithe icompany‘s ieffectiveness ican ibe ifound iin iits

ibenefits, iwhich iin imost icases iare inot itangible, ibut ithis ireason iit ishould ibe iseen ilike ia imyth

iof imeasurement23. iOther ireasons ican ibe ilow ilevel iof iexpertise ifor iconducting isophisticated

ipublic iirelations iresearch iand ilack iof ibudget idedicated ito iPublic Relations. ii

Cutlip, Centreiand iBroom‘s iimodel iis igenerally iaccepted iby ipractitioners ito ishow ithe different
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ilevels ofievaluation ofipublic relations. The three levels are Preparation, Implementation, and

Impact Evaluation24. iOthers ihave idevelopedsimilar imodels. A iMacro iModel iof iPublic

iRelation Evaluation iwas icreated25. This imodel iwas ifirst ioutlined iin a ipaper ipublished iin

International iPublic iRelations iAssociation i(IPRA) iReview iin i1992. I

A ikey ifeature iof ithis imodel iis ithat iit ibreaks ipublic irelations iactivity iinto ithree istages: inputs,

ioutputs iand ioutcomes.Individual ipublic irelations iprogramme iis iconstructed ifrom ia iserious

iset iof iinputs. iOutputs-are ithen produced, iand ifinally ioutcomes iare iachieved. iBriefly, iin

isetting ipublic irelations igoals iand objectives, iit iis iimportant ito idecide iwhether ipublic

irelations ieffectiveness should ibe imeasured ias itotal i-entity ior ieffectiveness iof iindividual

ipublic irelationsiprogram.Outputs imeasure ihow iwell an iorganisation ipresents iitself ito iother,

ithe amount iof iattention ior iexposure ithat ithe iorganisation ireceives. iBroader ioutcomes

measures are iabout iiweather iaudience itarget igroups iactually ireceives ithe imessages idirected iat

ithem, iwere iaware iof ithe imessage, iunderstood iit, iretained iand ieven iacted iupon iits imeaning26.

There iis ia itradition iin ipublic irelations ievaluation iresearch iof iseeking ito ilink ipublic irelations

iactivities ior iinformation icampaigns ito ispecific ibehavioral iand/or iattitude ieffects. iThis is

iprobably ithe imost idifficult iand ithe imost isophisticated ilevel iof ipublic irelations ievaluation27.

iUsually, iit iinvolves ifor idifferent itypes iof ioutcome imeasures: iawareness iand icomprehension

imeasurements, irecall iand iretention imeasurements, iattitude iand ipreference imeasurements iand

ibehavior imeasurements.

2.1.6 Public Relations Practice in Nigeria

The ipractice iof iPR iin iNigeria iis ideveloping irapidly. iHistorically, iPR ican ibe itraced ito ithe

iemergence iof iKano iChronicle, ia ipalace-centered imonthly ipublication iwhich ifirst ipublished

iin iHausa ilanguage i(with iArabic iletters) iin 1503. iPublication iof iKano iChronicle icontinued
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ifor imany iyears ibefore iit istopped. iIt iis ibelieved ithat iKano iChronicle ipredates iIwe iIrohin,

iwhich iwas ifirst ipublished iin i185928. iGenerally, ithree imain icategories iof iPR ipractice iare

iidentified iin iNigeria ias iin iother iparts iof ithe iworld, inamely iin-house iPR iservices, iPR

iconsulting iand ifreelancing29.

In-house iPR iinvolves theiprovision of ireputation iand iimage imanagement iservices ito icorporate

iorganisations suchi as tertiary iinstitutions iof ilearning iby ipromoting ithe iorganisations iin iwhich

ithey iare ilocated. iIn-house iPR iactivities iinclude iplanning, ideveloping iand imanaging ioverall

icorporate iPR iplans ias iwell ias managing iinternal iand-external icommunication iactivities. PR

consultancies involves working with imany icorporate organisations iby contesting iifor iiclienteles

with iother iconsulting icorporations.IHistorically, freelance iPRbasically involves and is iconfined

ito iipress iirelations.I Freelance PR, many of whose practitioners are self employed journalists

originates in the early stages of press journalism in Nigeria.

This isituation iremains ilargely iunchanged inowadays: iwhile ispecialization iis ithe ipractice iin

developed isocieties, iin iNigeria, ithe iPR iindustry iis istill ilargely idominated iby igeneral iPR

practices30 However, ia icouple iof inew itrends iin iPR iconsulting ispecialization iand icorporate

affiliation i(the ilatter iespecially iamong iPR iconsulting ifirms) iare iemerging iin ithe icountry, with

some iPR icorporations icurrently ioffering ispecialized iimage-making iservices i(especially,

media irelations ifinancial iPR, imarketing iPR) for numerous industries as well as many PR

corporations affiliating to giant multinational PR agencies, e.g. JSP Corporate Communications

is affiliated to Hill and Knowlton (UK), iSesema iPublic iRelations iis iaffiliated ito iEdelman

Public iRelations i(a iworld iclass iPR iagency). iThe iaffiliation iis imainly ihinged ion ithe ineed

foritraining, iprofessionalism, imanpower idevelopment iand iaccess ito ia iglobal iaffiliation

network31.



23

2.1.7 The Federal Polytechnic Ilaro Public Relations Department

The iFederal iPolytechnic iIlaro iPublic iRelations idepartment iwas established ifew iyears iafter

ithe iestablishment of ithe iPolytechnic iand iwas imajorly icreated ito ifoster iand imaintain ipeaceful

ico-existence between the itown iand igown i(the ischool and the ihost community), iand ito imanage

istudent-community icrises. iIt ifurther isupervises iand iassesses ipublic iattitudes, iand imaintaining

imutual irelations iand iunderstanding ibetween ithe ischool imanagement iand iits ipublics. iThe iPR

ioffice iof ithe iinstitution ican ibe ifound iin ithe ischool's imain iadministrative ibuilding iand ithe

ihead iof ithe ipublic irelations idepartment iis ia iDeputy iRegistrar, i(Public iRelations).

2.1.8 Crisis ii-Managementii-

Crisis imanagement ican ibe idefined ias a iholistic imanagement iprocess ithat iidentifies ipotential

impacts ithat ithreaten ian iorganisation iand iprovides ia iframework ifor ibuilding iresilience, iwith

the icapability ifor ian ieffective iresponse ithat isafeguards ithe iinterests iof iits ikey istakeholders,

reputation,brandiand value-creating activities as well as effectively irestoring ioperational

capabilities32. Essentially, iit iis ithe iprocess iby iwhich ian iorganisation ideals iwith ia imajor event

that ithreatens ito iharm ithe iorganisation, iits istakeholders, ior ithe igeneral ipublic. iOrganisational

crisis iis iany iemotionally icharged isituation ithat, once iit ibecomes ipublic, iinvites negative

stakeholder ireactions iand ithereby ihaving ithe ipotential ito ithreaten ithe ismooth irunning iof ithe

company: ifinancial iwell-being, ireputation, ior isurvival iof ithe ifirm ior isome iportion ithereof.

When icrisis ihits, iorganisations imust ibe able ito icarry ion iwith itheir ibusiness iin ithe imidst iof

ithe icrisis iwhile isimultaneously planning ifor ihow ithey iwill irecover ifrom ithe idamage ithe

icrisis icaused33. iCrisis ihandlers inot ionly iengage iin icontinuity iplanning i(determining ithe
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ipeople, ifinancial, iand itechnological iresources ineeded ito ikeep ithe iorganisation irunning), ibut

iwill ialso iactively ipursue iorganisational iresilience ito ithe icrisis.

Crisis imanagement iconsists iof:

i. Methods iused ito irespond ito iboth ithe ireality iand iperception iof icrises.

ii. Establishing imetrics ito idefine iwhat iscenarios iconstitute ia icrisis iand ishould

iconsequently itrigger ithe inecessary iresponse imechanisms

iii. Communication ithat ioccurs iwithin ithe iresponse iphase iof iemergency imanagement

iscenarios.

The crisis management methods of a business or an organisation are called crisis management

plan. A crisis mindset requires the ability to think of the worst-case scenario while

simultaneously suggesting numerous solutions. It iis inecessary ito imaintain ia ilist iof

contingency iplans iand ito ibe ialways ion ialert. iOrganisations iand iindividuals ishould ialways ibe

prepared iwith iia irapid iresponse iplan ito iemergencies iwhich iwould irequire ianalysis, idrills iand

exercises34. iDuring ia icrisis iperiod ithat ichallenges ia ibusiness ior iorganisation, ithere imust ibe

open iand iconsistent icommunication ithroughout ithe ihierarchy ito icontribute ito ia isuccessful

crisis icommunication, iprocess.Efficient iand ieffective imanagement iof iconflicts iis ifundamental

to ithe idevelopment iof iany isociety, ibut ithe iprevailing isituations iin iNigeria iconstitute ia ireversal

of ithis ireality. iMany iNigerian ischools either ihigher ior ilower ilevels have ibeen iexperiencing

organisational iconflicts iand iinsecurity ithat iin imost icases ihinder ithem ifrom iachieving ithe

purpose ifor iwhich ithey iwere iestablished. iConflict ican ibe imanaged iin idifferent iways, isome

focusing ion iinterpersonal irelationships iand iothers ion istructural ichanges. iManaging iconflict

toward iconstructive iaction iis ithe ibest iapproach iin iresolving iconflict iin iorganisation35.. iWhen

conflict iarises, iwe ineed ito ibe iable ito imanage ithem iproperly, iso ithat iit ibecomes ia ipositive
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force, irather iithan ia inegative ione, iwhich iwould ithreaten ithe iindividual ior igroup. iIf iconflicts

arise iand iare inot imanaged iproperly, iit iwill ilead ito idelays iof iwork, idisinterest iand ilack iof

action iand iin iextreme icases, iit imight ilead ito icomplete ibreakdown iof ithe igroup.Unmanaged

conflict imay iresult iin iwithdrawal iof iindividuals iand iunwillingness ion itheir iipart itoparticipate

in iother igroups ior iassist iwith ivarious igroup iaction iprogrammes iin ithe iorganisation. Conflict

is ian iattendant ifeature iof ihuman iinteraction iand icannot ibe eliminated; ihowever, iits iproper

management iand itransformation iare iessential ifor ipeace iand iprogress iin ihuman isociety. iThis

is iwhy iconflict iresolution iis ione iof the imost iimportant ichallenges iof igovernance. In resolving

school iconflict, ideveloping i-a iiconstructive icommunication iprocess iand iinfluential iconflict

negotiator's personality are very important. No doubt, schools cannot iavoid iexperiencing ione

conflict ior ithe iother ibut ia igreat ideal iof isuch iconflict ican ibe imanaged iand ibe iguided ifrom

disrupting ischool iefforts itowards iattaining iits imanifest iand ilatent igoals iif ithe iconflicting

parties iare isystematic iin ithe iway ithey icommunicate itheir igrievances, isituation iof ithe iconflict

and itheir ireadiness ito inegotiate for peace and if the negotiator mediating the resolution process

is of good personality36. Conflict management in schools demands iappropriate ileadership istyle

of ithe ischool administrator or chief iexecutive. In addition to i this, school conflict

communication should be devoid of ipropaganda and cognitive idiscrepancy. iCognitive

discrepancy iis ia icondition ithat i occurs iwhen ieach iconflicting igroup idevelops totally iopposite

explanation ifor ithe icauses iand isituation of ithe iconflict. iMessages iof ithe isituation iof iconflict

when ideveloped ion ipropaganda iand icognitive idiscrepancy itends ito ibreed irumour, iit idistort

third iparty's -understanding iof ithe iconflict iand imay ihamper iits iinvolvement iin ithe iresolution

of iithe iconflict.

The icrisis iin ihigher iinstitution iof ilearning idirectly iaffects ithe iregular iteaching iprocess iand
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can damage ithe iuniversity‘s ireputation. Generally, iuniversity icrises iare ilatent ievents ithat ihave

not iyet irevealed ithemselves and whose occurrence ithreatens iregular ieducational

iprogramming.i

The iinterests iof ifaculty, istudents, iand iinstitution istaff iare iclosely irelated ito ithese critical

events. iHigher iinstitution’s icritical ievents iare ioften imore isudden, iemergent, i-harmful, iand

uncontrollable than iinternational icrises. iIn icase iof ian iinstitution icrisis, ias ia idirect isubject, ithe

institution's ifaculty iand istudents itypically ipay imore iattention ito ithe ievent’s iprogress, iand

information ifrom iall iphases iof ithe icrisis imanagement iprocess iis iquickly ishared ibetween

them. iInefficient icrisis imanagement ican ilead ito idissatisfaction iamong ifaculty imembers iand

students, iaggravating ithe isituation. iTherefore, ian iinstitution‘s icrisis imanagement iprogram iis

essential iand imeaningful. iIt imainly iaims ito iprovide iinformation iabout ia ipossible icrisis iand

help icontrol ithe icurrent icrisis ieffectively37. iDeveloping iprotocols iand ia icrisis imanagement

program ican ihelp iinstitution ideal iwith icrises iappropriately38. iIn imost ihigher ieducation

institutions, ilack iof iproper iplanning imakes ithem ivulnerable ito icrises, iaccording ito icrisis

management iexperts38. iOne iof ithe ireasons ifor ithe ilack iof iattention ito icrisis imanagement

programs iin ipolytechnics iis ithe iunfamiliarity iof itheir isenior imanagers iwith irisk imanagement

concepts iin icrises.

2.1.9 Causes of Crises in Higher Institutions

1. Student ii-Crisis

Student icrisis iis iknown ias ithe irampage imade iby istudents iin ipressing ifor itheir idemands ion

certain iissues iwith iauthorities iof ithe ivarious itertiary institutions iof ilearning. The imost

common causes of iistudents' icrises iin ihigher iinstitutions in Nigeria-have ibeen ialleged ito

emanate ifrom iincessant idissatisfaction iof istudents iagainst isome iactions itaken iby ithe ischool
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authorities. iStudents iprotest iabout living conditions, maladministration,iinadequate teaching

and poor teaching facilities, unacceptable disciplinary measures, sanctions against their

colleagues ietc. Experience ihas ishown ithat periods of political crisis often prompt student

protest. Students isometimes iinvolve ithemselves iin igovernment imatters ithat ido ino idirectly

relate ito ieducation. iA itypical iexample iis ithe icrisis iwhich ihappened iin ithe iformer iWestern

region iof iNigeria ibefore ithe i1966 icoup iwhen istudents iof ithe iUniversity iof iIbadan iwho

demonstrated iagainst ithe ivoting isystem, iintimidation iand icorruption iamong ipoliticians32.i In

1978, ithe istudents iprotested iagainst ithe igovernment ipropose iincrease iin isalaries iand ibenefits

of icivil iservants iand isoldiers32. iThe icountry iexperienced iyet ianother icrisis iin i1988 ias

students iwent ion ithe istreet, iprotesting iagainst ithe igovernment iStructural iAdjustment

Programme i(SAP)32. iMost itimes iwhen ithere iis iincrease iin ischool ifees iand ilevies, istudents

always iembark ion istrike.

2.1.9.1 Causes of Crises among Students Causes of Crisis among Students

Some of the crises common among students are as follows:

i. Poor iinfrastructure ifor istudents

In imost ipublic/federal iinstitutions, imany iof ithe istudents iare iold iand idilapidating. Also, iso

many iof ithese ihostels iare inot iwell ikept iwhich ias ia iresult imake ilife iuncomfortable ifor

students iin itheir ischools.

ii. Increase iin iTuition iFees

Whenever ithere iis iincrease iin ituition ifees iin ihigher iinstitutions iin iNigeria, istudents ialso

protest iagainst isuch iin iorder ito iregister itheir igrievances iagainst isuch idecision iby ischool

management.
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2. Staff iCrises

Academic iand inon-academic istaff ialso iknown ias ifaculty imembers are ikey icomponent iof

higher institutions especially thei polytechnics. iThey iare iprofessional ithat ihandles ithe iteaching,

research iprogramme of ithe ihigher iinstitutions iand ialso iperform iacademic, iadministrative iand

technical services. Their irole iin ithe idevelopment of higher iinstitutions icannot ibe

underestimated ibecause ithe iacademic istaff iare ithe iimplementer iof ithe iinstruction iin ithe

educational iinstitutions.In iNigeria, iacademic iand inon-academic istaff iare ifacing imany

challenges iand ithese ichallenges iincludes: ipoor imotivation, iteaching iof ilarge iclass, ipoor istaff

development iprogramme, iinadequate iinfrastructural ifacilities, istrike iactions, iinsecurity, ipoor

computer iliteracy iand ipoor iresearch ifunding.

2.1.9.2 Causes of Crises among Staff of Higher Institutions

Some iof ithe icrises icommon iamong istaff iof ihigher iinstitutions iare ias ifollows:

i. Poor ii–Motivation

Motivation imay ibe iseen ias ithe ipropelling iforce iin ithe ibehaviour iof iindividuals. iIt iis ibelieved

that imotivation iis iwhat imakes ipeople ito iundertake icertain iactivities, ipersist iin isuch iactivities

and ibring ithem ito ia iconclusive iend. iMotivation iis ithe idirection iand-persistence iof iactions of

people iiover ia ilong iperiod iiof itime iand ieven iin ithe iface iof ichallenges. iNigerian iuniversity

employees iare ipoorly imotivated. The iisalaries iand iother ifridge ibenefits iare inot ipaid ion itime.

Motivation igoes iwith imany ithings. iOne iof ithe ifactors ithat imotivate iworkers ito iwork iwell iis
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conducive iworking ienvironment. Comfortable iworkplace iwould ilead iworkers ito iperform itheir

ijobs iwell39. iThe iwork ienvironment ithat imay iinspire iworkers ifor iijob iperformance ito

provision iof iadequate itools iand iequipment isuch ias ipublic iiaddress isystem,computer,iresource

materials ifor iteaching iand i good ioffices. iGood iworking ienvironment iprovides icomfort ito

workers iand iboost itheir imorale. On the iother ihand, ibad iworking ienvironment ibrings

frustration iand iregret iand iit ialso inegatively iaffects ijob iperformance iof iworkers.

ii. Poor iStaff iDevelopment iProgramme

Poor capacity idevelopment iis ianother iproblem ifacing imajority iof ithe iacademic istaff iof

Nigerian higher instutions. Many lecturers iin ithe ihigher institutions are not given the

opportunities to iaccess ifunds ito idevelop ithemselves. Capacity ibuilding iprogrammes ihave been

adjudged ito ibe icritical ifactors iin iNigerian ipolytechnics, iculminating iin itheir ipositions ias

major ideterminants of lecturers’ professional iadvancement. iApart ifrom igaining ipedagogical

and icontent iknowledge, ilecturers’ participation in ithe iprogrammes ienhances icapacity ibuilding

effectiveness iin ipolytechnics. iIt itransforms irole iperformance iabilities iand iskills iof ilecturers

in isuch i-a iway iand imanner ithat ithey imeet iand ifit iadequately iin ithe ichallenges iof itheir

jobs.Without iit, ia imissing gap ievolves iwhereby ipolytechnics ibecome ishadows iof ithemselves.

Capacity ibuilding ihas ithree idifferent idimensions inamely: ibuilding iawareness, ibuilding

analytical icapacity iand ibuilding idecision-making icapacity.Building iawareness iinvolves

offering iactivities, ipresenting inew itopics ior idemonstrating inew imethods ithrough iworkshops,

seminars iand iconferences. The ipresentations iare imeant ito icreate iawareness iabout ia iparticular

activity, itopic ior imethod iso ias ito ienable ibeneficiaries iapply ithem iin iperforming iassigned itasks.

iii. Inadequate iInfrastructural iFacilities
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Inadequate iinfrastructural ifacilities iis ianother ifundamental ichallenge ifacing ithe istaff iof

Nigerian ihigher iinstitutions iof ilearning. iInfrastructural ifacilities irefers ito ithose isocial icapital

that iaids idelivering iof iteaching, iresearching iand iother iacademic iservices iin ithe ieducational

institutions. iInfrastructural ifacilities iincludes iclassrooms, ioffices, ilectures ihalls, isport iground,

light, iwater, igood iroads, iICT ifacilities ietc. iMany iacademic iand inon-academic istaff iin ithe

Nigerian itertiary iinstitutions ido inot ihave ioffices ito idischarge itheir iacademic iservices

effectively idue ito iinadequate iinfrastructural ifacilities iin ithe imany itertiary iinstitutions iin ithe

country.iMany iacademic istaff ishare ioffices iand isome ido inot ieven ihave iwhile imany inon

teaching istaff isit iunder ithe itrees iand iroam iabout ifrom ione ioffice iito ithe iother ibecause ithey

do not ihave ioffice ito isit. iMany istaff ido inot ihave iconstant ilight iin itheir ioffices iand iinternet

services ito isupport itheir ionline iteaching iprogramme. iThe itertiary iinstitutions iin iNigeria iseem

to ibe igrappling iwith ithe ichallenges iof iengaging itheir iworkforce iespecially ithe iacademic istaff

due to frustrating iwork iconditions iarising ifrom iinadequate iior ilack iof iteaching iand iresearch

facilities, ipoor iremuneration, iunfavorable ipolicies ilike ihigh iimposition iof itaxes iand ipoor ijob

security iwith inon ipensionable isalary40.

iv. Confrontation iCrisis

Confrontation icrisis ioccurs iwhen idiscontented iindividuals iand/or igroups ifight iorganisations,

government iand various interest igroups ito iwin iacceptance iof itheir idemands iand iexpectations

as ifrequently happens iin ithe iNiger iDelta iarea iof iNigeria, idisrupting ioil iexplorations iand

drillings. iOther icommon itype iof iconfrontation icrisis iis iboycotts iand ipicketing iby iworkers ior

the labour iunion, isit-ins, ultimatums to ithose iin authority, iblockade ior ioccupation iof

buildings,iand iresisting ior idisobeying ipolice. iExamples iin iNigeria iinclude iultimatums iby
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militant igroups iin ithe iNiger iDelta ito ioil icompanies ito idown itools41.

v. Crisis iof iMalevolence

An iorganisation ifaces ia icrisis iof imalevolence iwhen iopponents ior imiscreant iindividuals iuse

criminal imeans ior iother iextreme itactics ifor ithe ipurpose iof iexpressing ihostility ior ianger

toward, ior iseeking igain ifrom ia icompany, icountry ior ieconomic isystem, iperhaps iwith ithe iaim

of idestabilising ior idestroying iit. iExamples iof icrisis imalevolence iinclude iproduct itampering,

ikidnapping, imalicious irumors, iterrorism, iand iespionage.

vi. Crises of Skewed Management Values

Crises iof iskewed imanagement ivalues iare icaused iwhen imanagers ifavor ishort-term ieconomic

gain iand ineglect ibroader isocial ivalues iand istakeholders iother ithan iinvestors. iThis istate iof

lopsided ivalues iis irooted iin ithe iclassical ibusiness icreed ithat ifocuses ion ithe iinterests iof

stockholders iand itends ito idisregard ithe iinterests iof iits iother istakeholders isuch ias icustomers,

employees iand ithe icommunity.

2.1.10 Crisis Management Strategies (CMS)

Crisis iis iderived ifrom ithe iGreek iword, iwhich iis iusually iwritten asii“Krisis” iin iLatin iletters.

Crisis is idefined ias ian iunstable isituation iin iwhich ia idecisive ichange iis iimpending iwith ithe

distinct ipossibility iof ia ihighly iundesirable ioutcome. iAlso, it is iknown ias ian iabnormal

situation ithat iioccurs iifor ieach iorganisation iwhat icauses ithreatening iits iviability42. iThere iare

three types of icrises, iimmediate; iwhich ioccurs iwithout iwarning, emerging; ithat ino imore
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predictable, iand isustained icrises iwhich ioften iilast ifor iweeks, imonths, ior iyears. iCrises iis

classified iinto icrisis ipredictability iand iinfluence ipossibilities, isuch ias iconventional,

unexpected, iintractable, iand ifundamental icrises43. Moreover, the icrisis ihas imany

characteristics ithat ioccur iviolent, icomplex, isurprise,speed iin ithe isequence iof ievents iand itheir

results, ilack iof iinformation, itension, ianxiety, iskepticism, iconfusion, ifear iof ilosing icontrol,

and irapid ispread ias ia iresult iof iiinformation itechnology. There iare imany icauses iof icrisis isome

of iwhich iare irelated ito iithe ihuman ielement, isuch ias imisunderstanding, imiscalculation i&

evaluation, iand iwrong iiinterpretation. iAs iwell ias, iadministrative ireasons isuch ias iweak

physical and human resources, ignore earlywarning isignals, mismanagement, iand irandomness.I

In iaddition, ithe ireasons ibeyond ithe icontrol iof ithe iiorganisation ilike inatural idisasters, irumors,

desire ito iblackmail, ithe ipressure iof iexternal militarily, conflicts iof iinterest, iinformation

sabotage, iterrorist iattack iand icopyright-infringement44. iAlso, there iis ia irather isurprising ireport

that ithe iglobal ifinancial icrisis iis ithe iresult iof ithe iaccumulation iiof ierrors iin ifinancial ipolicies

and irules iof ithe icapitalist isystem iin ithe iUS, ibecause iof ithe iirresponsible iborrowing iof

individuals iand iinstitutions iin iUS iwhich icreated igaps iin ithe iasset imarkets iand ifinancial

derivatives iand ioccurred ithe iglobal ifinancial icrisis iof i2007 iand i200844. Crisis imanagement iis

defined ias ia iseries iof isteps iperformed iby ian iorganisation ito ideal iwith catastrophic events. iA

crisis idisrupts business operations, threatensito harm people,-damages ireputation, iand inegatively

affects finances. iCrisis imanagement iplanning ibegins ilong ibeforean iissue iarises. iIt ican ibe

tempting ito iput ioff irisk imanagement iwhen ithings iare igoing iwell. However, inadequate

preparation can have serious operational, legal and PR consequences. When creating a crisis

management plan, it is important to analyse the risk an organisation has. Developing a crisis

management plan will help to determine the appropriate techniques to manage the types of crisis
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Management Internal
Publics

one may face.

2.1.11 Crisis Management as a Function of Public Relations

Crisis iis isimply idefined ias ithe iabsence iof ipeace. iIt iis igenerally ithe ioutcome iof ia ibreak

down iiin icommunication. iA icrisis iis isomething iunplanned ifor ithat ican icause ia isudden

change iin ithecourse iof ia iprocedure iespecially iwhen iit ihas ia inegative ieffect on the

organisation. i It ican ibe iidescribed ias ian iunpredictable inegative ioccurrence ithat ibrings iwith

unwholesome ipublicattention, icontempt iand ioutright icondemnation.

Figure ii-2.1: Interrelationship between Management and Internal Publics.

Source: Principles and Practice of Public Relations45

2.1.12 Strategies for Effective Practice of Employee Relations

Some iof ithe istrategies ifor ieffective ipractice iof iemployee irelations iare ias ifollows:

2.1.12.1 Two-way iCommunication iProcess: iThere imust ibe ifree iflow iof icommunication

between the istaff iand imanagement iof iany iorganisation iif isuch ian iorganisation imust iremain

afloat. Specifically, iwith ithe ieffective iemployee irelations, there ishould ibe iregular ifor iafor

dialogues betweenmanagement iand ithe ivarious icares iof istaff iso ithat inothing iwillbe ipresumed

hidden iby ithe imanagement.

2.1.12.2 Good iEmployee iPolicies: i

It iis ioften isaid ithat ia igood iproduct iwill ieasily imarket iitself. When ithere iare igood ipolicies
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that ienhance ithe igrowth iof ithe iorganisation, ithe employees iwill ibe iwilling ito igrow ithe

organisation. iThey iwill ipledge itheir iloyalty iand iwork ifor ithe isuccess iof ithe iorganisation.

However, iwhen iit iis icontrary, ithe ionly ireason istaff ican iremain iin ithe iemployment iof isuch an

organisation imay ibe ireasons iof ilack iof ijob iopenings. iNobody iwill ilike ito iwork iin ia iplace

where idiscrimination iis iengendered iin ithe ipolicy iof ithe iorganisation. iAny iorganisation ithat

works iagainst ithe ifundamental ihuman iright iof ithe ipeople icannot iremain iin ibusiness ifor ilong.

2.1.12.3 Good iWelfare iPackage ifor iStaff: i

A igood iwelfare ipackage iis isacrosanct ito ithe isuccess iof iany iorganisation ibecause iin ia

competitive imarket ienvironment, iit iiis ithe ibest ipaying companies ithat iwill iof icourse ihave ithe

best ihands ito iwork ifor ithe isuccess iof ithe iorganisation46. iWhen ithe ipay ipackage iis igood,

many intelligent iand experienced ihands iwill iautomatically ibe iattracted ito ijoin ithe organisation.

The iwork iwill ibe ibetter idone iand ia -lot iof iresources iwould ibe isaved ifor itraining iand ire-

training iof iun-qualified ihandsthat iwill imake idevelopment iand igrowth iof ithe organisation

islow. iManagement iwill iequally ibe imade ieasy ibecause iit iwill ibe ieasy ito igain the loyalty iof

ithe istaff ifor ieffective performance.

2.1.12.4 Conducive iWorking iEnvironment: i

This means iboth ispiritual iand iphysical ienvironment. iiA ispiritual ienvironment ias ienvisaged

here iis ithe iprovision iof ieffective imechanisms ifor iistaff ito ihear iand ibe ilistened ito. iIn ia

situation iwhere ithere iis ia idivision iin ithe imanagement istyle iof ithe idirectors isuch ithat ithe

departmental iheads ihave isacred icows ithat iare inot iadequately ipunished iwhen inecessary iand

where imanagement ihave itheir iinformants iwithout iallowing isome imark-out istaff ito iair itheir

views iand iopinions iwill inot iaugur well ifor employees iloyalty iand isupport. iSpiritually, isuch

an iorganisation iwill idie ia ipremature ideath. iAlso, iwhen ithe iphysical ienvironment iof ian
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organisation iis idirty iand iun-attractive, iit iis ia ipicture iof -the ibad ileadership iof ian

organisation.It iis ioften isaid ithat icleanliness iis inext ito igodliness. iEfforts imust itherefore ibe

made ito iensure iboth ispiritual iand iphysical icleanliness ifor ieffective iemployee imanagement

and ito gain their isupport.

In iall icases, iPR ispecialist imust iplay ia ileading irole ias ithe ibridge ilinking iboth ithe

management and iother iemployees, irepresenting ithe iviews iof ithe istaff ito ithe management

and ivice iversa. While iinternal icrisis imust ibe imanaged iadministratively, iit is the iduty iof-

the iPR ispecialist ito ensure ithat istories iabout iinternal icrisis iare -not ileaked to ithe ipress

any ihow ibecause isuch iproblems icould ibe iblown iout iof -proportion.

2.1.13 Employee iRelations

Employee Relations (ER) iare iconcerned iwith igenerally imanaging ithe iemployment relationship

and ideveloping ia ipositive ipsychological icontract. In particular they ideal with terms and

conditions iof iemployment, issues arising from employment, iproviding iemployees with ia ivoice

and communicating iwith iemployees. Employees are dealt iwith either directly or ithrough

collective iagreements iwhere itrade iunions iare irecognised. Employee relations cover a wider

spectrum of the employment relationship than industrial relations, which are essentially about

what goes on between management and trade union representatives and officials 47. iEmployee

relations iis ia istudy iof ithe irules, iregulations and iagreements by which employees are managed

both ias iindividuals iand ias ia icollective igroup, ithe ipriority igiven ito i-the iindividual ias iopposed

to ithe icollective iirelationship ivarying ifrom icompany ito icompany idepending iupon ithe ivalues

of imanagement48. As isuch iit iis iconcerned iwith ihow iito igain ipeople’s icommitment ito ithe

achievement iof ian iorganisation’s ibusiness igoals iand iiobjectives iin a inumber iof idifferent

situations. iEmployee iRelations iis iconcerned iwith imaintaining iemployee-employer irelation,
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which contributes ito isatisfactory iproductivity, iincrease iin iemployee imorale iand imotivation49.

Employee iRelations ican ibe iseen iprimarily ias ia iskill-set ior ia iphilosophy, irather ithan ias ia

imanagement ifunction ior iwell-defined iarea iof iactivity50. iEmployee iRelations iskills-and

competencies iare istill iseen iby iemployers ias icritical ito iachieving iperformance ibenefits

through ia ifocus ion iemployee iinvolvement, icommitment iiand iengagement51. iEmployee

Relations iis iseen ias istrategic iin iterms iof imanaging ibusiness irisk: iboth ithe idownside i risk iiof

non-compliance iwith ian iexpanded ibody iof iemployment ilaw, iand ithe-upside irisk iof ifailing ito

deliver imaximum-business iperformance. iiThe iessence iof iemployee irelations iis ito iimanage

relationshipibetween employer iand iemployees iwith iultimate iobjectivity iof iachieving ioptimum

level iof iproductivity iin iterms iof igoods iand iservices, iemployee imotivation itaking ipreventive

measures ito resolve iproblems ithat iaffect iadversely ithe iworking ienvironment. iEmployee

Relations iManagers iexercise itheir iexpertise ito iprovide iguidelines ito ithe iline imanagers ihow

to iimprove iperformance and ibehavior iof ithe iemployees. iEmployeeRelationsmanagers provide

assistance ito ithe ibusiness imanagers iin iresolving iemployee igrievances, idisputes iand ilegal

matters. iThis iis ione iof ithe ibasic iresponsibility iof iemployee irelations idepartment ito iprovide

information ito iinternal icustomers iabout irules, iregulations, ipolicies, igoals iand itargets iof ithe

organisations ito icommunicate ivision iand imission i-of ithe iManagement. iCompanies iprovide

best iquality iservices ienjoy ihigh ilevel iof icustomer iretention iand icomparatively igood irate iof

employee iretention. iCustomers Retention ileads ito igood ibusiness iand iultimately iincreases

employee iretention ilevel. Retention of iemployees irefers ito isatisfied iiemployees ithat iresults

loyal icustomers. iEmployees iare considered ias iinternal icustomer iias ithey irequire ithe isame

level iof -satisfaction iagainst itheir services irendered ifor ithe icompany ias ithe icustomer iof

corporate iservices ior icorporate products irequires.Employee iRelations ideal iits iemployees iias
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its icustomer ibecause iEmployee Relations i(ER) iManagers irun itheir iday ito iday ibusiness iwith

the ihelp iof iits iemployees iand for ithese iemployees. iSatisfied icustomers iexhibit irevenue

growth iand ifirm‘s ilevel iof performance. iProgressive iEmployee iRelations ipractices iare ifound

behind isuccess iof ileading organisations. iER practices are icommonly iknown iby ithe traditional

titles but iit iis iup ito iithe management ithat ichooses iithe ibest practices needed ito ifulfill ithe

requirements imatching the culture iof ithe iorganisation. iOrganisations iimplement iEmployee

Relations practices to ipolish skills of iits employees which ultimately ilead to better iorganisational

performance52. iER practices impart ia isignificant irole ito ienhance iperformance iof iorganisations

indirectly. Performance of employee depends upon job satisfaction, icompensation iand ibenefits

structure, reward plans, promotions, motivation, ienvironment, itraining iand isuccession iplanning.

Along with this imodern itools, itechniques iand isophisticated itechnology iused iby iorganisations

for Employee Relations create competitive advantage over competitors. Performance

Management of iEmployees iis ia icomplex iand iintegrated iprocess iof isetting iup a icommon

employees understanding iabout itargets ito be iachieved iin ian iorganisation iiand ialigning ithe

corporate objectives with ithe imeasures like iskills, competencies irequired for ia ijob, iemployee

development plans iand ithe iultimate iresults idelivered iby ithem. iThe main ifocus- of

performance management iis ion icontinuous iimprovement, ilearning iadvancedand inew

technologies iand skill development ito iachieve iset itargets ithrough overall icorporate istrategy

and ito iconstruct iaworkforce ithat ican iperform iwith ithe ihighest istandards.

2.1.14 Crises and Strategic Planning

In ithe imodern icorporate isetting, ithe ikey ichallenge ifound iin ithe ihandling iof ia icrisis iis ithat

management ishould ibe iprepared ito iassume irisks53. iAs ian iexample, ithe imanagement iof ia iUN

agency ifailed ito iheed ioncoming icrises ias ithey iwere inot iguided iiinto irealizing ithat ithey
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would be isubject ito iserious idifficulties. iCritical i-issues ican iotherwise ilead ito ia icompany‘s

continuing idecline iif ithese iare inot iaddressed iby imanagement, ias iin ithe iUN iagencies ithat

were iaccountable. iThe imore ia icompany iis iprepared ifor icrises iissues, ithe ibetter iit iwill ibe

able ito ihandle ithem. iAs ia iresult, ithey iemphasize ithe isignificance iof imanaging istrategic

schemes ithat iencourage itotal ireadiness ifor iany icrises ithat imight ioccur. iiExternal iand iinternal

strategic iplanning iis iactually inecessary iduring icrises. Consequently, successful icrises

frameworks iare prepared i to iend ievery iiprospective idifficulty iwhile ihandling iany icrisis ithat

is iharmfuli-in ia iway ithat ican iimbue ithe icompany -with ia ibetter ireputation ithan iit ienjoyed

prior ito ithe ievents54.Crisis imanagement iwill inot isucceed iwithout ieffective iplans. iAs ia iresult,

crises istrategy imust ibe conducted appropriately iduring isuch itimes. iIn isimilar icontexts,

strategic iactivities for ihandling icrisis iissues irequire ipracticable itechniques ithat iare isupported

by ipre-emptive iistrategy-oriented iplanning. iThe iactivities ithat iorganisations iperform iduring

crises imust iireflect ithe irealization ithat ithe isubsequent iiprioritizing iof iresponses ishould

support icorporate ineeds iand idesires, icharacterize iuseful iaspects ibased ion icrisis iincidence iand

severity, iprovide irequired ifacilities ito ihandle icrisis, iand imitigate iundesirable iinfluences.

Crisis iStrategic iPlanning i(CSP) ihas ithus ibecome iessential ito isupporting iresilient ibehaviors,

i.e. ithe icapability ito iimmediately ipersevere ithrough ieach icrisis.Resilient iorganisations ishow

much igreater ireadiness iand iflexibility iwhen ihandling icrisis ievents,while iless iresilient

organisations ifall ishort iin istrategic ireadiness55. iResilient ibehavior ienhances ithe iability iof ia

company iito inot ionly isurvive ibut ito ialso iprosper icollectively, ias iit ifaces ieach icrisis iin ireal

time. iNotwithstanding ithat ithe ieffectiveness iof istrategy-oriented iplanning iis iiinseparable from

effective icrisis imanagement, ithere iremains ithe inecessity ito iconsider ithe ilimiting ielements i of

coordinating iactions, iwhich imust iperform iefficiently ivia ithe idevelopment iiof ifacile iand
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flexible approaches, accommodative-qualities, iand iresort ito ion-going iimprovisation iand

innovations. iThe iroot iof ithe itechnique iis ifound iin iits iability ito iforesee ia iprospective icrisis,

the istance iof iinvolved iparties, iand iithus ithose iindirect iand iidirect iconditions ithat ibypass

crises iand imitigate iimpacts ion ithe ieffectiveness iof itheir iadministration. Through a strategic

coordination, ian organisation iseeks ito irealize igreater iperformance. iThe ivirtual ielement iof irisk

will irequire imaking ioptions imore ieffective56. iA idynamic ievaluation iof irelated iissues iwill

provide iorganisations iwith imore iactive imanagement iduring icrises.For iany iorganisation ito

confront icrises iand ito iremain iready ito imeet icontinuous idifficulties, ithe iimanagement iof ia

firm ishould ibe iprepared ito anticipate, iconfirm, iand irespond ito itroubling itransitions in ithe

internal iand iexternal environments. iThe rise iof iadditional challenges iis ialmost icertain iand ifor

ijust ithis ireason, imanagement ishould iencourage ithe iuse iof iactive itechniques ithat allow

modifications and variance in activities-that can ibring iadvantages istemming ifrom isuch

transitions. iThis iprocess iis itermed ias ithe istrategic iplanning imethod. iAssociations ibetween

both idisciplines ihave iseen istrategic iplanning idevelop ias ia ipractice iapart ifrom icrisis

management. iThe dual iplanning iprocessessee iconsiderable -overlap. iCrisis imanagement

specialises iin enhancing iithe iability iof iorganisations ito -survive, iwhile istrategy-oriented

planning specialises iin ienhancing iits iability ito iprosper57. iSurvival iis ithe ikey isustenance

aspect, iwhile iprosperity ipertains ito ithe opportunistic igrowth iaspects iof istrategy-oriented

planning. iStrategy-oriented iplanning iusually isupports ithe iidea ithat ithe ifuture iwill iarrive

much ilike itoday, iwhereas icrisis imanagement iforesees ifuture iadversity. iWith itoday‘s

corporate isettings, ithe ifuture icannot ibe ireadily iascertained ifrom ipresent iday itrends.

2.1.15 Formation of Crisis Management Committee

The iChief iExecutive iOfficer i(CEO) iis iusually ithe inumber ione ipublic irelations iofficer ifor ithe
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organisation. iHe itherefore, itakes iresponsibility ifor iboth ipositive iand inegative imedia ireports

about ihis iestablishment. iFor ithis ireason, iit iis iimportant ifor ithe ipublic irelations iofficers ito

advice ion iwhat isteps ito itake ito iminimize itension iduring icrisis45. iNobody iwill iideliberately

like iito ihave inegative ireports iabout his/her iperson iand ior ithe iorganisation. iIt iis ithe iduty iof

the ipublic irelations iOfficer i(PRO) itherefore, ito iseek ito ienhance iconstant ipositive ireports iand

to do-everything to completely ieliminate inegative iimedia ireports. iWhile iit iis ithe iresponsibility

of the-Public Relations officer to redeem the i good i image iof i the iorganisation however, i a

holistic crisis imanagement iiprocess ishould ibe-one iof ithe iareas ito iwatch iout ifor. iThis iis

where ithe iprofessional icompetence iof -the ipublic irelations iofficer iwill ibe imeasured45. The

PRO iimust iget icracking iand ienvisage ipossible ifrictions iin ithe iorganisation iand imust ibe

prepared ito ifacilitate ithe iestablishment iof ia iCrisis iManagement iCommittee i(CMC) iif ithere

was inone ion iground. iIt iis iusually ibetter ito iplan iahead irather ithan iwaiting iuntil ithere iis

problem ibefore iestablishing ione. iIn iview iof ithe iimportance iof iensuring ithat ipeace ireigns iin

an iatmosphere iof iimutual itrust ito iguarantee iloyalty iand iefficiency iof istaff, ithe iCEO ior ihis

deputy imust inecessarily ichair ithe iCMC. iFunctions iof ithe iCMC iwill include:

i. Ensuring ithat iall iinformation ivolunteered ito ithe ipress iare iissued iby ithe iCMC,

iwhile iall ipress ireleases iabout ithe icrisis imust ibe iduly isigned iby ithe iappropriate

iofficer.

ii. Avoiding imisquotations, islanting iand ideliberate ifalsehood ihence, ithere ishould inot

ibe itoo imany iinformation ioutlets ito ithe imedia.

iii. Concrete isteps ibeing itaken ito isolve ithe iproblem imust ibe imade iknown ito ithe istaff

and ithe igeneral ipublic. iIn iother iwords, ithere imust ibe iconstant iand iregular

communication iwith ithe istaff iand iother iexternal ipublics.
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iv. A ikind iof isituation ioffice imust ibe icreated iand iopened i24 ihours ito ireceive iqueries

form ijournalists iand iother iinterested igroups isuch ias ihuman irights iorganisations, ithe

government and even other istakeholders ie.g. iboard imembers,i-international

collaborators iof ithe iorganisation iand iits isponsors.

The ifunctions iof ithe ioffice would ibe ito iremain iopened ito ithe ipublic iat iall itimes iiand

ito ibe prepared ito ianswer iqueries iwithout icompromising istandards iand ifacts iof ithe icase.

The istaff who iishould iman ithe ioffice ishould ieither ibe ithe itop-most iPR ispecialist iin the

organisation who iis iiable ito iliaise iwith iithe iCEO iwith ireach iand ifurnish ithe public

with readily available facts and figures about ithe ion-going icrisis. But all these constitute the

fire brigade approach.

2.1.16 Rebuilding Crisis Response Strategy (RCRS) Rationale and Reputational
Sustainability

Reputation iis icrucial, iand iif iallowed ito ibe idamaged icould iresult iin iorganisational extinction.

Till inow, ithe iNigerian i ihigher iinstitution's itraditional ipedagogical iapproach -has ibeen idown

trodden ias ia iresult iof iinadequate ifunding, ifrequent istrikes iactions, -decline iin ithe iquality iof

research, lack iof-Information iand Communication Technologyiintegration iin ithe-university

system, iinadequate infrastructural ifacilities, iinsecurity, iand icultism, iand ipolitical-interferences

among ipublic iiinstitutions iof ilearning. Unfortunately, ithe ioutbreak iof ithe iCOVID-19

pandemic iexposed iand iheightened ithe existing isituation, iposing ia ipotential ithreat ito iNigerian

Public Institutions’ Reputation58. Consequently, ithere iis ia ineed ifor icompensation iand iapology

to ibe iadministered iby iboth the institutions and ithe iNigerian igovernment ito ithe irelevant

stakeholders. Based ion ithe characteristics iof iRebuilding iCrisis iResponse iStrategy i(RCRS),

this ican be made possible ithrough ischool ifees discount, iprovision iof ilearning ifacilities ito meet



42

the icurrent iacademic ichallenges, iand ire-establishment iof itrust, icredibility, ipositive

stakeholder irelationships, iand ismooth iperformance ito irestore ithe image of the institutions.i-

During isevere icrises ias ipandemics, icaring ifor ithe istakeholders' iexpectations irestore ithe

reputation this iis iwhat irebuilding icrisis iresponse istrategy idoes59.Stakeholders iare ialways

perceived ias ibeing iinfluential and a significant ifacet itowards ireputational isustainability during

a icrisis. iTherefore, ia iresponse istrategy ithat iputs istakeholders iat iits itop ipriority is paramount

during a pandemic crisis. iOrganisational ireputation iconsiders ithe irelationship between

stakeholders i and organisation image in performativity, interactivity, i anddynamic standpoint60.

iScholars ifound ithat iduring ia ipandemic icrisis, istakeholders iprefer organisations with itheir

iinterests iat iheart imostly. Thus, Rebuilding iCrisis iResponse iStrategy (RCRS) iis necessary ito

irebuild istakeholders' icredibility iand isustain ireputation iin itimes iof ipandemic crises, iand iit iis

ifit ifor ian iemergency ithat ipresents ia isevere ireputational ithreat. iCrisis communication ischolars

iposited-that iRCRS igenerates ithe imost ieffective ireputational restoration iduring ia icrisis-61.Due

ito ithe ipoor iconditions ithat isurround iNigeria iPolytechnics, stakeholders iplay ia ivital irole iin

iireputational ijudgment iduring isevere icrises. iTo ithis ieffect, accommodative icrisis iresponse

istrategies ithat iprioritize istakeholders' iinterest iand ibuild ithe publics’ iconfidence iduring

iserious ipandemic icrises,should ibe -employed ito isustain reputation62. iRebuilding icrisis

iresponse istrategies iRCRS iin ithe iform iof icompensation iand apology imaintain istakeholders‘i-

relationships, iisustain ithe ireputation iand icreate ia ipositive publics’ iperception ifor

iorganisations iduring ia isevere icrisis iirrespective iof ithe itype iof icrisis and icrisis

iresponsibility63. iiBased ion ithe ireviewed iliterature, iin iexamining ithe iinterplay iof crisis

iresponse istrategies iand ireputational isustainability, istakeholders iprefer irebuilding icrisis

response istrategies iduring isevere icrises64.Consequently, ipandemics icrises iimpact ia
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university‘s ireputation iand icause ireputational ithreats ialong iwith inegative ipublic iperceptions.

In -response, iRCRS imaintains istakeholders‘ irelationships, isustains ireputation, iand iestablishes

positive ipublic iperceptions. iHence, ithis imakes iRCRS imore iappropriate iamong iother iSCCT‘s

response istrategies, ias ipolytechnics iirespond ito ipandemic icrises. iiResponding ito ithe iprevious

findings, iRCRS iis irecommended iin iother ito isustain ithe ireputation iiand imaintain

stakeholders‘ relationships iamong iNigeria iPolytechnics, ialongside ipositive

ipublics‘ iiperception iduring crises.

2.1.17 The Concept of Communication

Communication icovers iall iactivities ithat ian iindividual idoes iwhen ihe iwants ito imake ia

transformation iin isomeone ielse‘s imind. iThis imeans ia ibridge ibetween ian iindividual ior

individuals iand ian iorganisation. iCommunication icontains iexpressing, ilistening iand

understanding. It iis ifurther itheorised ithat iemployees iare ilikely ito ibe i-more iproductive iif iitheir

performance iis rewarded. iAssuming ithat ithe ireward ireceived ihas ivalue ito ithem, ias iargued iby

the iexpectancy theory. Communication is vital in organisations such that that it has a vital role

in the accomplishment or failure of any organisation. It is used to resolve the contradictions in

work-organisation in order that such organisation may progress65. Communication iis ithe

exchange iof iideas, iemotions iand iopinions ithrough iwords, iletters iand isymbols iamong itwo ior

more ipeople. iThis imay ibe idefined ias ia itechnical ifact66. Without communication, through

readings, listening (the receptive skills), speaking and writing (the productive skills) mankind

would find it difficult to unravel some of the mysteries of life. Those ithings ithat iwe iare

iignorant iof ior ihave iknowledge iof, ior ithat iwe ihave idoubts iabout ican be iexplained ito ius

better ithrough icommunication. iCommunication iis ia imeans ithrough iwhich ithe i task iand ithe

resources i-needed ito icarry iout ian iassignment, ithe iroles iand iduties iand ithe iexpected iresults
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are imade iknown ito ithe-subordinates. iCommunication iis ithe ilifewire iof ihuman iculture iwhich

is icharacterised iwith-many iactivities. Indeed, communication as the lifewire of human culture

as demonstrated in numerous human activities and organisations beginning from individuals to

family as the basic social organisation, villages, towns, communities, societies, countries

including corporate organisations, non-profit organisations, institutions, religious organisations

notably churches among others in the social setting in the contemporary global environment can

be likened to human heart as the organ which pumps blood in human body. iCommunication can

simply iibe idefined ias ia iprocess iby iwhich ipeople iexchange iinformation, iexpress itheir

thoughts, ifeelings, iideas iand views iin idiscussion iwith iother ipeople iusing iverbal ior inonverbal

expressions, isigns iand iwriting ito iconvey imessage iamong ithemselves iin ithe isociety.

Communication iis iviewed ias ithe itransfer iof iinformation ifrom iia isender ito ia ireceiver iwho

must iunderstand ithe iinformation ibeing ireceived67. iThe iimplication iof -this iis ithat iinformation

originates ifrom isomebody iand iit iis ireceived iby another -person iwho ihas ito iunderstand

information ibeing ireceived iin iorder ito iensure ithat-communication iis icomplete iin ihuman

environment. Communication is viewed as the means through which people of a community are

linked together in order to achieve a common purpose of improving their living conditions in

the participating community. Communication iis ia ivery ipowerful itool ifor igroup idynamics iand

coordination iof iactivities iin isocial isettings iin ihuman ienvironment. Communication iis ian

integral ipart iof iithe iorganisational iprocess ias ithe iflow of icommunication iup iand idown ithe

organisational ihierarchy ihas iits ieffects ion iefficiency, decision imaking iand imorale iof

organisations. iCommunication istrategies iare icommon iin ithe ibusiness iworld, iwhere itheyi-are

used ias ipart iof ia ibusiness iplan, idetailing how to icommunicate iwith ivarious igroupsI iof ipeople.

A isingle ibusiness imay ihave imultiple istrategies ifor idifferent icategories iof ipeople, isuch ias
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clients, iinvestors, icompetitors ior iemployees. iSome icompanies ieven ihave ian iinternal

communication istrategy ifor icommunicating iwithin ithe iibusiness iitself. iThese strategies iare

used ito idetermine ithings ilike iwhat iinformation ito i-share iwith ithe iclients ior iinvestors, ias iwell

as ihow ithat i information ishould ibe ipresented. iCommunication istrategy iarticulates, iexplains

and ipromotes ia ivision iand ia iset iof iwell-defined igoals. iIt icreates ia iconsistent, unified

voice that ilinks idiverse iactivities and igoals in ia iway ithat iappeals ito iyour ipartners ior

stakeholders. Strategic communication has become an important element of the communicative

competence that a second or foreign language learner needs in order to communicate

effectively68. iiIntra icommunication iequipment iwhich iincludes iemails iand imemos iare -

ignored iby isome iorganisationswhich iends iup icausing ilack iof iknowledge ifor ithe

employees ion ithe iimission iand ivision iof ithe iorganisation. Studies ihave ishown ithat

effective icommunication ihelps iorganisations ito iachieve igoals. iThis ialso iincludes

decision-making, iproblem isolving iand ichange-management iprocess ietc.This ienables

members iof iian iorganisation ior iinstitution ito iwork itowards ia icommon igoal iand purpose.

Organisations-with icommunication ichallenges icontinue ito ifind ithe imost ieffective channels

ifor icommunicating iacross ithe isubordinates. iCommunication ichannels iplay ian important

irole iin iisustainable idevelopment iof ian iorganisation ibecause iit ihelps iin achieving iits

igoals iand iobjectives. iOrganisations ineed ian ieffective iand iefficient iinflow of

icommunication iand icommunication isystems iin iorder ito ibe iable ito ipass iinformation

across ito ithe isociety.

2.1.18 Concept of Crisis Communication

Crisis communication is a multidisciplinary area of study that encompasses a variety of

practices by which organisations communicate before, during, and after crises to bring about a
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level of normal operations. Crises iare iunique imoments ithat move ibeyond icommon, unpleasant

calamities, iciting iHermann‘s ithree idistinguishing imarkers69:

(1) surprise, iexceeds iexpectations,

(2) threat, irisk iexceeds istandard ioperations, iand

(3) organisations imust irespond iquickly iand ieffectively.

Crisis communication in organisations is part of the larger interdisciplinary field of disaster

response and emergency management that includes organisational communication, public

relations and strategic communication,issues management, organisational rhetoric, crisis

management, and management science disciplines. The iplurality iof ithe idisciplines converges

in ithe iinvestigation iof ibest ipractices iin the icomplex iiorganisational iecologies iof

organisational crises. iIt iis icommonly iaccepted ithat ia ireturn ito iia iprecrisis inormal

operational istatus iis inot always iachievable. iThus, ireaching ia iform iof ioperational stability

or ia new inormal iis ia imore accomplishable iresult ifor isuccessful icrisiscommunication.

Chaos itheory ihas ibeen isuggested as ione iexplanatory iframework ifor icrisesand ihow ithey

alter ithe inormal ioperations iof organisations70. Many icrisis icommunication ischolars iuse ia

three-stage imodel, i(1) ii–pre-crisis, i(2) icrisis, iand i(3) ii–post-crisis, iwhich icorresponds

with iTurner‘s isix istages: i(1) inormal ioperations, i(2) icrisisincubation, i(3) iprecipitating

event i(4) ionset iof icrisis, i(5) rescue iand isalvage, iand i(6) ire-adjustment iof ibelief

system71. iIn ithe ipre-crisis istage iorganisations ishould iseek iout ipotential ithreats, iestablish

prevention models iand ipractices, idevelop imanagement iplans-and iprocedures, ibuild healthy

relationships iwith istakeholders, iand -prepare through isimulations iand iother iforms iof

training. This stage is foundational for ieffective icrisis imanagement iand icommunication.

Also, iother istages iidentified iare i(1) iincubation, i(2) icritical and i(3) aftermath iand
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describes ithe itransition ifrom iincubation, ior iprecrisis, ito icritical, ior icrisis ievent, ias ithe

trigger ievent. Stage imodels iplace iemphasis ion ithe ibuild up ito ithe icrisis. iThus,

understanding ithe ievent ithat itriggered ithe icrisis iis iessential; ihowever, iit iis iequally

critical ito iunderstand iithe iripple ieffects ithat ioccur iduring ithe icritical istage iof ia icrisis.

Simply, ia icrisis ican iifoster iother icrises ithat ican have iequal ior igreater iimpact ion

organisations. iAs ia iresult, iihow ileaders icommunicate iduring ithe icrisis iabout irisk,

strategy, isense-making, iand iresponsibility ibecomes ia imajor ipart iof ithe istudy iof

organisational crisis communication.Consequently, organisational crisis communication

encompasses iinternal icommunication iabout irisks iand icrisesas iiwell ias-external

communication iwith istakeholders ithroughout ithese istages:

i. Crisis Communication Processes

Systematically iexplaining iand istudying icrisis icommunication iis iexamined iusing ia ivariety

of iapproaches, isome iof iwhich iare ireviewed iin isubsequent isections. iA icentral ipart iof

crisis icommunication iis ithe isafety iof iactors iinvolved iin iand iinfluenced iby ithe iicrisis.

Actors iare icommonly iknown ias istakeholders. Stakeholder theory accentuates the complex

relationships and responsibilities of organisations to internal and external stakeholders.

The theory identifies primary and secondary stakeholders for which pre-crisis communication

may enable advocacy, resources and political support; but during a crisis, stakeholders may be

negatively affected, thus underscoring the need for effective crisis communication. iAs ia result,

communicating iwith those istakeholders iabout itheir irespective isafety iis icritical. iSafety iis

the ipractice iof iminimizing irisks iin ithe ileast iamount iof itime. iEven ithough isafety iis ia

paramount iconcern iin icrisis icommunication itheories, iit iis ioften ian iunderlying

assumption, iwhile iemphasis ifocuses imore ion iother ikey iorganisational icommunication
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processes: i(1) idecision imaking iprocesses, i(2) irisk iawareness iand imanagement iprocesses,

(3) icrisis iand iemergency iresponse iprocesses, iand i(4) ioutcomes iand iprocesses iof renewal.

ii. Decision Making Processes

Decision imaking ican iinclude ia ivariety iof iorganisational iactivities isuch ias icrisis iplanning iand

strategising, risk iassessment, irunning icrisis isimulations, iand itraining iorganisational imembers.

During a icrisis, idecision imaking iprocesses imay ibe icomplicated iby ithe imagnitude iof ithe crisis

and the degree of organisationalipreparedness. iAs such, sense-makingibecomes an iessential

process iwithin icrisis icommunication ipractices. iThrough itaking iaction itoward ian ioutcome,

one can iretrospectively imake isense iof ithe isituation. iEnactment icomprises iusing irecipes ior

mental imodels iand iselecting imodels ithat ilead ito ithe ibest ipossible ioutcome. iAs iretrospective

sense iis made iof iactions itaken, inew irecipes iare iconstructed ifor ifuture enactment. In turn,

actors become as complex as their highly equivocal environments. iLearning, inot ijust ias ian

individual but ias ia icollective, iis ia ipart iof inavigating ithrough ithese ienvironments.

Organisational ilearning ishould ibe ian iongoing iand ireflexive iprocess iof iseeking, inoticing, iand

documenting ifeedback iin iorder ito iimplement ichange. iScholars iagree ithat ifailures, iespecially

minor ifailures ior inear ifailures, iare iimportant iwindows iinto ithe iorganisation ithat ican igarner

the organisation‘s iattention iand igenerate imeaningful iorganisational iaction. iFurther

contributing ito iorganisation idecision imaking, isituational icrisis icommunication itheory i(SCCT)

is ia ipredictive, irather ithan idescriptive, imodel ithat ianticipates istakeholder i-responses ito ia

crisis ibased ion ireputational ithreats. iIn idoing iso, iSCCT isuggests iappropriate icrisis
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communication istrategies ito iprotect iorganisational ireputation. iThe iinitial icrisis iresponsibility,

crisis ihistory, iand iprior irelational ireputation iinteractively construct ithe ireputational ithreat ito

the iorganisation iduring ia icrisis. iDrawing ion iattribution itheory, iCoombs iargues ithat

stakeholders iwill iattribute iresponsibility ifor ia icrisis, iwhich iis iwhy iorganisations ineed ito

anticipate istakeholder iattributions.Responsibility ifalls iwithin ithree icategories: i(1) organisation

as ithe ivictim, i(2) iorganisation ias iexperiencing iaccident, iand i(3) iorganisation ias iculpable.

The igreater ithe iresponsibility ior iculpability istakeholders iattribute ito ithe iorganisation, ithe

greater ithe ineed ifor ithe iorganisation ito iaccept iresponsibility iand respond ito

istakeholders‘ safety iand ipsychological ineeds. iAccordingto iSCCT, iorganisations imay ievoke

ione ior imore iof four ipostures: ideny, idiminish, irebuild, iorbolster.

iii. Risk Awareness and Management Processes

Crisis icommunication iprocesses iinclude irisk iawareness iand imanagement iprocesses ithat

have been iheavily iinfluenced iby iboth imanagement iscience i(i.e., inormal iaccident itheory

and ihigh reliability itheory) iand emergency imanagement i(i.e., iwarning isystems) scholarship.

iThe normal iaccident itheory argues ithat ihighly icomplex ienvironments iare iby nature

iaccident prone. iSimply, ecologies iwhere interactive icomplexity i(unexpected ievents are inot

ialways clear) iand itight icoupling (high iinterdependence) iexist iwill iexperience normal

iaccidents iwhere the isystem ioutputs iiare ipaused ior ilimited.

Technology creates ithese ibreakdowns iin ithe isystem. iThese itypes iof iorganisations imusti-

operate iireliably. IHigh Reliability Organisation (HRO) iliterature ihas icontributed ito irisk

mitigation iand icrisis iresponse. iHROs ioperate inearly ierror ifree iin ihigh irisk environments,

subsequently ifunctioning ias imodels iof ireliable iorganising. iScholars ihave studied ia

ivariety iof HROs iincluding inuclear iaircraft icarriers, wild land ifirefighters, ipolice units,
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iurban isearch iand irescue itask iforces, iand iemergency irooms72. iIn iextant iresearch, the

icrux iof ireliability ihas ibeen iexplained i-through icollective imind, which iwas iargued can

ibe iapplied ito iall iorganisations ito ienhance iorganisational ireliability and icrisis response

iby iproviding irisk iawareness ibefore, iduring,and iafter icrisis. iHowever, ithe essence iof

icollective imind iis ito iprevent ifailure iregardless iof ithecomplexities ipresent within

organising iprocesses72. iMindfulness iis iconceived iof iin iterms iof iits iopposite heedless,

iunquestioned ihabits. iWhen iheedful ioperation iis icoupled iwith iinterrelatedness,or

collective I action, iorganisations ican ioperate iin ia ihighly iireliable iway. iCollective mind iis

operationalised ithrough ifive iprocesses: i(1) preoccupation with failure, (2) sensitivity to

operations, (3) reluctance to simplify interpretations, (4) commitment to resilience and (5)

deference to expertise. When organisational actors simultaneously enact these five mindful

processes, they are constituting a collective mind that is able to anticipate risk, mitigate

emerging risk and respond to crises with resilience and expertise. Finally, a inoted istrength iof

HRO iwork resides iin ithe irecognition iof iimprovisation iwithin organisational icrisis decision

making and iengagement ito navigate irisks. Improvisation displays how experts are capable of

adhering to organisational scripts and deviating from those scripts in innovative and effective

ways that do not disrupt organisational flow and enable response in order to overcome or avoid

risk.

iv. Crisis and Emergency Response Processes

Organisations not only make sense of, learn from and communicate about risks, but also

communicatively respond to the crisis event and its aftermath. Organisational rhetoric features

organisational representatives, usually leaders, constructing messages about the organisation's

role in the crisis, and is primarily studied with regard to crisis and post-crisis communication73.



51

Dependency ion istakeholders inecessitates iorganisational iicrisis iresponses ito iimage iif ithe

organisation iis ito iresume ia inew inormal iwith iits istakeholders. iTo iintroduce iimage irestoration

theory, attention ishould iturn ito iapologia. Corporate apologia ipaved ithe iway ifor icrisis

communication iresearch iand ipractices ito iconcentrate ion iissues iof iorganisational ireputation ior

image iand isocial ilegitimacy.

v. Outcomes and Processes of Renewal

Post-crisis icommunication iprocesses inot ionly iseek ito iestablish ia iplan itoward ihope and

understanding ithe ieffect iof ia icrisis, ibut ialso iare ikey ito iunderstanding ioutcomes ithat ilead-to

organisational istability, isuccess, iand irenewal. iThe idiscourse iof irenewal iis ipositioned ito frame

crises iwith iregard ito iorganisational iimage, ilearning, iand ichange. iIn iterms iof iorganisational

image, iimage irestoration iis ia ipost-crisis icommunication iorganisational ieffort ito ipositively

affect iistakeholder iperceptions iof ithe iorganisation. iNext, ipost-crisis idiscourse imay iframe

crises ias icritical ilearning ievents iin ithe ihistory iof ithe iorganisation. iFinally, ipost-crisis

discourse may renew iby ishifting ithe itypical iretrospective idiscourse ito ithe ifuture,

reconstituting ithe iorganisation,responding iprovisionally iwith ithe iperception iof iauthenticity,

and affirming ithe ivoice iand ivisionof iorganisational ileadership. Discourses of irenewal

idemonstrate ithat ifrom idestruction iand idifficulty ican iemerge-learning, ia inew inormal, iand

opportunities ifor ichange.

2.1.19 Role of Communication in Management

Communication imakes ipossible ithe interaction ibetween members of ithe working team. iA

manager should be the first to establish bridges between the members of the organisation,

through a careful and effective communication.Through communication, organisation iactivities

scroll correctly. A good manager will use communication iin iorder ito imake iit understandable
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to iconvey iits message receptor exactly as thought in iorder ito iobtain ithe expected ifeedback

at the itime iof ithe initiation of ithe icommunicative iprocess74. All these elements form the

basis of communication processes, whereby individuals of an organisation will be able to

establish interpersonal connections, which are the basis of good management activities, both

internally and externally. As a imanagement itool, icommunication intends ito iestablish igood

interpersonal irelationships, non-confrontational iand ibased ion ithe iachievement iof common

goals: ito iincrease ithe ilevel iof iskills, ithe ineed ito imobilize iemployees ion ithe ipath iof

changing goals, iin iorder ito iexploit ito ithe ifullest iof itheir iwork iforce ithe ievolution iof

forms iof iproduction. iIt iresembles isome iof ithe factors that icould iexplain ithe iobjective iof

increasing ithe irole iof icommunication. Managerial icommunication imust itake iinto iaccount a

number iof iconditions:

i. a iconcise iand iprecise iformulation iof ithe imessage ito ibe iunderstood ieasily

and iin ifull;

ii. rapid itransmission iof ithe imessage;

iii. fluency iand iassurance iof ireversibility iof icommunication;

iv. use iof ia icommon ilanguage iof ithe itransmitter iand ireceiver;

v. simplifying ithe icommunication ichannels;

vi. ensuring flexibility iand adaptability iof ithe isystem of communication to be used

in any situation. Only effective communication can enable the successful

completion of these requirements,which are necessary for conducting tool

organisation. Communication management is a form of interpersonal leadership, a

tool with which the manager may exercise specific powers: forecasting, training,

organisation, coordination, control and evaluation. According ito ithese iboundaries
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of icommunication imanagement, ithe imanager ican iarrange itasks iin ia imore

efficient imanner, he can communicate imore ieasily-with iemployees, ihave ia

starting ipoint iin imaking idecisions, a iwell ideveloped plan. Furthermore, ithe

managerial icommunication ihas ia itriple irole:

i. Interpersonal irole: imanagers iact ias ileaders iof ithe iorganisation, iinteracting iwith

peers, subordinates, customers from the organisation and ifrom outside. Specialized

studies mention that managers use about 45% of the time for communication, in

discussions with colleagues at the same hierarchical level, 45% communicating with

employees in their organisation and only 10% of the time, to communicate with

superiors.

ii. Informational irole, iwhereby imanagers icollected iinformation ifrom icolleagues,

from isubordinates iand ithrough iother icontacts, itrying ito ikeep ithemselves

informed iabout ianything ithat imight iaffect itheir iwork iand iresponsibility. iAlso,

they iin iturn, idisseminate, iand iprovide iimportant iinformation.

iii. The role of decision-making: managers implement inew iprojects, iallocate iresources

on individuals iand iwork icompartments iwithin ithe iorganisation. Some iof ithe

decisions iare iitaken iin iprivate, ibut ithey iare ibased ion iinformation ithat ihas

been idisclosed ibefore.
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Figure 2.2: Model of Communication105 ii

Aristotle iModel iis imainly ifocused ion ispeaker iand ispeech. iIt ican ibe ibroadly idivided iinto ifive

primary ielements: iSpeaker, iSpeech, iOccasion, Audience and Effect. iThe iAristotle‘s

communication imodel iis irevolves iaround ithe ispeaker ias ithe imain iconcept iof ithis itheory iis

that, ispeaker iplays ithe imost iimportant irole iin icommunication iand iit iiis ithe ionly ione iwho

holds ithe iresponsibility ito iinfluence ihis/her iaudience ithrough ipublic ispeaking. iIt iis ithe

speaker‘s irole ito ideliver ia ispeech ito ithe iaudience. iThe iaudience iis ipassive, iinfluenced iby ithe

speech. iThis imakes ithe icommunication iprocess ione iway, ifrom ispeakerto ireceiver.

The ispeaker imust iorganise iand iprepare ihis/her ispeech ibeforehand, iaccording ito ithe itarget

audience iand isituation i(occasion). iEven iif ithe imodel iis ispeaker ioriented iand ifocuses ion

audience iinteraction iin icommunication, ithere iis ino iconcept iof ifeedbacks. iFor iinstance, ia

politician i(speaker) igives ia ispeech ito iget ivotes ifrom ithe icivilians i(audience) iat ithe itime iof

election i(occasion). The icivilians ionly ivote iif ithey iare iinfluenced iby ithe ithings ithe

politician isays i-in ihis iispeech iso ithe icontent imust ibe ivery iimpressive ito iinfluence ithe imass

and ithe ispeaker imust idesign ithe imessage ivery icarefully. iThe ispeech imust ibe iclear ias iwell as

the ispeaker imust ihave ia ivery igood inon-verbal icommunication iwith ithe iaudience ilike ieye

contact. iThis iexample iis ia iclassic icase iof iAristotle iModel of iCommunication idepicting iall the

elements iin ithe imodel.

2.1.20 The Communication Process

Communication iprocess iinvolves ithe ifollowing:

a. Sender: iThe isender/encoder iis ithe iinitiator iof ithe imessage. iThe isender ican ibe ian

iindividual, igroup ior iorganisation iwith iideas, idesires, ineeds ito itransmit ito iother

iparties.
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b. Encoding: iThis iis ia iprocess ithat iselects ithe iappropriate ilanguage iwhich ithe

receiver iunderstands. iExamples iof iencoding iinclude imaking isignals, isymbols, iand

letters.

c.Message: iMessage irefers ito iidea, ithoughts, iemotions ietc, iput iinto ia isymbol, ifigure,

sign, ietc.

d.Channel: iThis iis ia imeans iby iwhich ia imessage iis iconveyed ifrom ione iparty ito ithe

other iparties.The isender imust imake isure ithat ithe iappropriate ichannel is iused ito

transmit ia imessage.

e. Receiver: iThis iis ithe irecipient(s) iof ithe itransmitted iinformation. iIf ithe iinformation

iis inot ireceived iby ithe ireceiver, ithen ithere iis ino icommunication.

f. Decoding: iDecoding iis ia iprocess ithat ioccurs iat ithe ireception ilevel iwhere iimpulses,

ifigures and symbols iare iinterpreted iand itranslated iinto imeaningful iinformation.

iCommunication ican ionly ioccur iwhen iboth ithe iencoder i(sender) iand decoder i(receiver)

iattach ithe isame ior iat ileast isimilar imeanings ito ithe isymbols that imake iup ithe

imessage.

g. Noise: iNoise iis ianything ithat idisturbs iand iinterferes iwith ithe iflow iof

icommunication iNoise ican ioccur ieither iinternally i(wrong iencoding, itransmission,

iinterruption ietc) ior iexternally i(confined ienvironment).

2.1.21 Roles of Communication in Organisational Development

The roles of communication in organisational development are very enormous in

organisations.The roles of communication are as follows:
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1. Conscientisation of employees within an organisation

Communication has the potential to stimulate conscientisation of employees of an organisation

in development initiatives. Communication, indeed, has igreat ipotential ito conscientise

employees iof ian iorganisation ito ireally iunderstand ithat they ihave ithe capabilities ito

identify itheir iproblems, ineeds iand iprioritise ithem iappropriately. iThe iencouragement iof

employee initiatives iin iidentifying iproblems iand iproffering iappropriate ipossible isolutions,

and isubsequent prioritisation iof ineeds iis ibased ion iusing icommunication ieffectively ito

stimulate awareness icreation iamong iemployees. iUnderstandably, ithe ivalue iof iorganisation

and group solidarity ias iameans iof ipromoting ipeople-oriented idevelopment iprojects ican

equallyibe attributed ito igeneral critical iawareness iof iemployees ito ireally iunderstand itheir

prevailing realities. This awareness icreation iamong imembers iof ithe iparticipating imembers

in development iinitiatives owes imuch ito the iwork iof ithe ifamous iBrazilian ieducationalist,

Paulo Freire who was ithe ioriginator iof ithe iconcept iof iconscientisation iin ian iorganisation.

Awareness icreation iis iconscientisation iin i critical ithinking iof istimulating iconsciousness

among iemployees iin iorder ito ienable ipeople ito iunderstand iand irespond iappropriately ito

prevailing isituationsiin any organisational setting iin ithe society. iA iperson idoes notichange

his ior iher ii–reality iiwithout ifirst iunderstanding iit. It iis inot ieasy ito idevelop a inew

consciousness iin ithe isociety. iThis, iindeed, irequires a lot of commitment and sacrifice ito

imbibe a new culture of consciousness and conscientisation iin human

environment.Conscientisation, itherefore, iplays ivery iimportant irole ito consceintise ithe

people iof various isocial settings ito iunderstand ithe ireality iof itheir ilives iin itheir ilocal

environment. iConscientisation iplays ian iimportant irole ito iconscientise ithe iminds iof

isilent majority iin iorder iunderstand ithe iproblems ithat iconfront employees. Conscientisation

ias communication iprocess iin iorganisational idevelopment, itherefore, irepositions ihuman
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thinking ito iclearly iunderstand ithat ithe ipeople ihave iproblems iin itheir ivarious ilocalities

iand that ithe ipower ito iaddress isuch iproblems ilies iin itheir iown ihands iin itheir iown

iimmediate environment iand inot from outside their iorganisation. The ipower iof

iconsceintisation iin communication iprocess ireminds employees ias itarget ipopulation ior

iaudience iin organisational idevelopment ithat ithey ihave ia iduty ito iidentify itheir iown

iproblems iand ia duty ito iaddress ithe iidentified iorganisational iproblems iappropriately iand

isubsequent prioritisation iof isuch iproblems iin iorder ito iimprove iemployees‘ iworking

icondition iin isuch organisation. Conscientisation iis iemployed ito iconscientise ihuman iminds

iin ivarious organisations ito iunderstand ithe iurgent ineed ito iengage iin imeaningful

iorganisational development75. Conscientisation is a process which helps people to develop

themselves, their consciousness and critical awareness of their problems and environment76.

iThe icentral ifocus of iconscientisation iin icommunication iprocess iis ito ireposition ihuman

ithinking ito irealize that ipeoplehave ia iduty ito idevelop ithemselves iin iorder ito ibe

iconscious iand iaware iof itheir problems.

2. Provision of Relevant Information

The iprovision iof irelevant iinformation iis ianother irole iof icommunication iin iorganisational

idevelopment. iWithout iprovision iof irelevant iinformation iin icommunication, iemployees iwill

inot ibe istimulated ito itake iaction iin iorganisational idevelopment ithat iwill iimprove ithe iworking

iconditions iof iemployees iwithin ian iorganisation. The ipurpose iof iproviding iinformation iis,

indeed, ito ienable ipeople ito itake icertain iactions. iHowever, isuch iinformation ithat iwill iusually

istimulate ipeople ito itake iaction iin ipromoting iorganisational idevelopment iinitiatives ias ia

iprocess whereby ithe iiefforts iof ithe ipeople iconcerned iare iunited iwith ithose iof imanagement,

icorporate iorganisations, iwealthy iindividuals iamong iother istakeholders iin organisational
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idevelopment idrive imust iendeavour ito ibe irelevant ito ithe itarget ipopulation.

3. Provision of Opportunities for Dialogue and Discussion

Additionally, the iprovision iof iopportunities ifor idialogue iand idiscussion iwith irrelevant

stakeholders iin iorganisational idevelopment iis ian iimportant irole iof icommunication iin

development iprocess. iIt iis iobvious ithat ipeople iin ivarious iparticipating idevelopment iprocess

cannot ibe iengaged iin idialogue iand idiscussion iwith ia iview ito ifacilitating ithe iresolution iof

organisational development issues without communicationibetween employees and stakeholders

working ito istimulate iorganisational idevelopment iin ithe iorganisation, ibetween icorporate

organisations’ idevelopment iworkers iand imanagement iof ithe iconcerned icompanies, ibetween

ifunding -agencies iand ifield iworkers iwho iwork iwith iproject iparticipants iin ivarious

iparticipating iorganisations. iCommunication ican ibe iused iin iOrganisational idevelopment iin

idialogue iand idiscussion isession, iespecially iduring iconsultations, iengagements iand imeetings

ito iconscientise iemployees ito iunderstand ithe irealities iof -the iproblems iin itheir iorganisations.

iIt iis iusually i observed ithat icommunication iin dialogue -and idiscussion iis iguided iby

idisposition iof ithe iaudience iin the meeting. Through the process of discussion,new ideas and

opinion sare indeed, highlighted iin order ito ientrench ithe inew iideas iand iopinions ior isometimes

ito ichange iviews iand attitudes in the meeting77. The development ipartners, corporate

iorganisations iand iagencies iengaged iin idevelopment process usually iemploy idialogue iand

idiscussions during engagements ias imeans iof ireaching ithe project participants iat iorganisational

ilevel iito iresolve iissues iwhich ihinder idevelopment iin ithe iconcerned iorganisation. iIt is iusually

iobserved ithat icommunication iin idialogue iand idiscussions iis ithrough iverbal iexpressions ifor

ithe ibenefit iof ithe iaudience iand itarget ipopulation. This iindicates ithat iideas iand iopinions iare

iexchanged iamong ithe iparticipants iin ispeech iand iin ithe icourse iiof idiscussion, inew iideas iand
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iopinions iemerge78. iThe iemergence iof inew iideas iand opinions iin icertain icases ipositively

iinfluence ithe iviews iof itarget iaudience iin ithe icourse iof idiscussion.

4. Provision of Opportunities for Sharing Information and Ideas

The iprovision iof ian iopportunity ifor isharing iinformation and iideas iamong iemployees iof

ivarious organisation iremains ian iimportant irole iof icommunication iwhich iemployees ireceive

ito facilitate organisational-oriented idevelopment iprojects. Indeed, organisational idevelopment

idepends igreatly ion icommunication, especially iin isharing irelevant iinformation iand iideas

inecessary ienough ito enhance idevelopment iactivities iin iorganisations. Communication

provides people with opportunities to share information and experience relating to

organisational development activities such as employee performance appraisal, explanation of

development process, identifying the needs of employees and prioritisation, organisational

development planning, implementation, management and evaluation. iThe sharing of

iinformation, iideas, iand iexperience iis iobviously ipart iof ihuman iculture iwhich imust ibe iused

iadequately ito iaddress iprevailing iisimilar iproblems iin iother iorganisations. Communication

itries ito icreate ian ienabling ienvironment ifor ia idevelopment iprogramme iand iproject iin ithe

iorganisation, communication is very critical ifor ipromotion of development in an

iorganisation79.iCommunication iis indeed, an indispensable tool iin idevelopment iprocess

iwithin ian iorganisation.

5. Communication as a Unifying Factor in Organisational Development Activities

Communication iis ian iimportant iunifying ifactor iin iorganisational idevelopment iactivities

in various iorganisations. iCommunication iis ia iunifier iof idevelopment iactivities iin ivarious

organisations. Indeed, icommunication ias ia iunifier iof iorganisational idevelopment, activities
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must be clearly iunderstood iby ithe iproject imanagers iand irelevant istakeholders in various

organisations.There is no organisational development without communication. Through

communication ithe ifollowings iare iachieved iin iorganisational idevelopment:

a. Conscientisation iof iemployees iof ivarious iorganisations.

b. Attitudinal ichange

c. Re-orientation

d. Mobilization ifor ipromotion iof iorganisational idevelopment iand ipolicies.

e. Ideas are icommunicated ior imade iavailable ifor ipromotion iof iorganisational

idevelopment

f. Information iis imade iavailable ito iemployees ifor iuse

g. Promotion iof iachievement iof iorganisational idevelopment iobjectives iand

igoals.

Through icommunication, the isocial iinputs are iprovided iinto ithe isocial isystems, ichange of

behaviour iis iapparent, iinformation appears to be more productive iand ieffective, change iis

achieved, iobjectives iand igoals iof iorganisations iare iachieved ias iwell ias itotal iquality

management ior itotal iquality iassurance iis ialso iachieved80. I

Communication iis ian iindispensable tool iin iall istages of organisational development.

Communication is an indispensable tool for employees in organisations and applies to all-stages

of organisational development starting from conscientisation for awareness creation to

organisational needs assessment, identification of employees needs and prioritisation,

organisational development planning, implementation of organisational development projects

and programmes, management of organisational development projects and programmes, project

monitoring and evaluation.
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2.1.22 Organisational Branding

Organisational branding refers to what members perceive, feel and think about their

organisations as well as a collective, commonly-shared understanding of the organisation's

distinctive values and characteristics.iCommunication istrategies ithat ican ibuild iidentification

include ithe icommon iground itechnique, iwhich iinvolves iexpressing iconcern ifor ithe iemployee,

ipromoting ishared ivalues, isharing ipraise iby ioutsiders ior itestimonials iby iiemployees. iThe

iterm iexemplification ito idescribe ithe iuse iof iemployee itestimonials iin ithe icontext iof ichange

imanagement, ispecifically irecommending ithat companies identify employees who have

isuccessfully iadopted iand iembraced ithe ichange. iThe ipower iof istories ito icommunicate ithe

iorganisation’s values iand iencourage ibehavior, iand ithey ican ibe imore-effective ithan isupervisor

idirectives. Building organisation iidentity iand ihelping iemployees iunderstand organisational

iichange ihave iboth ibeen ipreviously iidentified ias ithe iresponsibilities iof internal

icommunication. However, internal communication will only be effective if employees perceive

it to have integrity meaning the actions of leaders are consistent with organisational values.iThe

icore values i as deeply ingrained principles that guide all of a company‘s actions i and serve

as icultural icornerstones.Values iare istrongly iheld iqualities, ivirtues, ior ipersonal icharacteristics

ithat iwe iadmire, idefend, iand iin iwhich iwe iare iwilling ito iinvest iourselves. They added ithat

ihow ithose ivalues iare ilived iis iwhat imakes ithem iuseful. Consistent iwith ithat imindset, ischolars

ihave suggested ithat iinternal communication represents the fundamental values of an

iorganisation‖ iand iis itangible ievidence iabout iwhat ithe ileadership ibelieves iand the ivalues ifor

iwhich ileadership istands.

2.1.23 Effects of Public Relations on Organisational Performance

Regardless iof ihow ieffective ian iorganisation iis, iit idoes inot ihave the idesired iimpact iif
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the public iand iconsumers iare inot iaware iof ithe ibusiness's ibrand, isuccesses ior

contributions. iA public irelations icampaign ithat ieducates iand iinforms people iabout ithe

contributions iof ithe organisation ienhances iits ibrand irecognition iand imakes iit imore

relevant iin ithe ipublic ieye. However, inot ionly i to ithe iorganisation, ibut ipublic irelations

also ihave ia igreat iimpact ion its iemployees ias ibelow:

i. Public iImage iStrategy: iPublic irelations istrategists iwill iwork iwith itop

iexecutives iin ithe iorganisation ito icraft ian ioverview iof ihow ithe icompany

iwants ito ibe iperceived, iand ihow iit iis igoing ito iproject ia ipositive iimage.

iThis ican iinvolve ifocusing iin ion iexactly i the iright imessage iand ithen

ideciding ion ithe ibroad ioutlines iof ia icampaign ito idisseminate ithat imessage.

ii. Outreach iEvents: Public relations professionals often arrange events to raise the

profile of the organisation or lend its brand and name to a charitable event that

represents the philosophy of the company.Think of a corporation sponsoring a

Special Olympics event, or a hospital organising a health outreach day in its town.

iii. Media iRelations: iTalking iwith ithe imedia iis ia icore ifunction iof ipublic

irelations idepartments. Public relations professionals ifield iquestions ifrom

ireporters, iarrange ifor iinterviews iwith ikey iindividuals iin ithe iorganisation

iand iwrite ipress releases ito imake ithe imedia iaware iof icompany ievents ior

iachievements.

iv. Handling iEmergencies: iSometimes ia icompany ior iorganisation iis istruck iby

ia idisastrous ievent ithat iruins iits ipublic iimage. iThis imight ibe ian ioil

icompany ithat ihas to ideal with ia high iprofile ispill, or ia ifood icompany ithat

ihas ia icontamination ievent. iPublic irelations iprofessionals idecide ihow ithe
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iorganisation iwill irepair ithe idamage to iits iimage, communicate ihow iit iis

idealing iwith ithe iproblem iand iregaincontrol iof iits imessage.

v. Innovation: A PR initiative that touts a small business’ innovations can attract

attention, investors and potential business partners.iRegular iforms iof

icommunication iin ithe iform iof ifeature inews iarticles, ipublic iappearances

iand ipresentations, iand iservice ion iexpert iindustry ipanels iestablish ia ismall

ibusiness's iplace iin itheir iindustry's ispotlight. iThis ipositive iperception ican

ihelp iimprove ioverall ieffectiveness iby idemonstrating ithe icompany's iongoing

isuccesses.

vi. Internal iPerceptions: iInternal ipublic irelations icampaigns ihave ithe

potentiali-to ibolster istaff imorale, iimprove icommunications iand imotivate i-

employees. Public relations efforts that keep all employees in the loop about

company activities and strategic plans and invite feedback can get significant buy-

in from employees. This ican imake ithem imore isupportive iof ithe icompany's

efforts iand imore ieffective iperforming itheir ijobs.

2.1.24 Relationship between Public Relations and Performance in Organisations

i. Emerging use of internal communications. Since ithe ilast idecade ithe iarea iof

internal icommunications ihas iexpanded iand iis inow irecognised ias -integral inot

only to effective publicirelations practice but also to iorganisational success. Internal

communications, specifically employee communication, has been credited as being

integral to internal brand-building and integrated communication.

ii. The Internal Publics: Communication iactivities and processes undertaken iwithin an
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iorganisational icontext imay be defined as i“internal communications”. Other

references to this field may include the more general “organisational

communication”, “corporate communication”,i“internal Public Relations”ior the

more ispecific i“employee icommunication”.

iii. Effect on Returns: iiBut internal communications is inot ionly regarded as an indicator

of ii'soft' measures. Watson Wyatt's third Communication ROI study i(2007/2008)

irevealed iithat ieffective iemployee communication is a “Leading ii-indicator of

ifinancial iperformance".

iv. Diversity in Workplace: Regardless, internal communications will include traditional

public relations iactivities isuch ias iresearch, iconstruction iof imessages, selection

of imedia ichannels iand ievaluation ifor iinternal istakeholders, ias iwell as the

more contemporary involvement iin organisational iprocesses, such ias culture

change iand ivalues idevelopment. The advancement iin inew media technology,

globalisation and an increasingly diverse workforce are major factors in

organisational change and the iincreased iinterest in internal icommunication.

v. Employee iEngagement: Practitioner idefinitions ifocus ion iemployees i'going ithe

extra mile' as a ifeature of employee iengagement. Engagement iis i"a icondition that

exists when people are willing to go the extra mile to make itheir iorganisation

successful because, in part, they passionately believe iin ithe ivalues and purpose of

the organisation. Employees are iengaged iwhen ithe employee is willing ito igo the

extra mile to help their companies succeed.iHowever employee engagement is
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defined, iit iis-vital ito iacknowledge ithat iemployees want ito ibe iincluded iand ito

participate in organisational processes if they are expected to become iadvocates ior

ambassadors for itheir respective organisations.

vi. New iApproaches iin iInternal iCommunication: iFrom ithe itime iwhen iit ihas ibeen

irecognised ithat iemployees ineed ito imake isense iand ifind imeaning iin ithe iworld

iaround ithem, imany iorganisations ihave iapproached internal icommunications iusing

ian iold itool i- istorytelling. iMore irecently, istorytelling ihas ibeen iused ito igenerate

commitment ito ichange, ito iprovide ia icontext ito iorganisational ivalues, iproducts and

iservices iand ithe ioverall iculture, ior ias ia itool ifor i organisational ileaders ito iinspire

itheir employees iand itheir iexternal istakeholders. iAnother istudy iby ithe iUK-based

iIRS iEmployment iReview ifound ithat iteam imeetings, iattitude isurveys iand ifocus

igroups iwere ithe imost ipopular iways iof iencouraging iemployee iinvolvement. The

istudy ialso ifound ithat ithree iof ithe ifour irespondents ihad istaff ifeedbackmechanisms

iin itheir iworkplaces, iwhich iranged ifrom iintranet iforums ito iexecutive time ion the

ifloor, a confidential iemail iaddress, ian iopen-door ipolicy, ipizza iclinics and ibreakfast

ibante.

2.1.25 Measuring Public Relations Effectiveness

Public irelations iprofessionals ihave attempted ito imeasure IPublic Relations effectiveness ias

they iincreasingly ihave ifaced ithe ichallenge of idemonstrating ithe ivalue iof ipublic irelations

to their iorganisations. For example, Practitioners are challenged from their organisations as

follows:

CEOs’ idemands ifor iaccountability iof ipublic irelations have ibecome imore itenacious than

ever ibecause iof irecent budget icuts iin ithe ipublic irelations iindustry. iScholars ihave ithe
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luxury ito ideliberate ithe inature iof ipublic irelations ihowever, idespite ithe icritical inature iof

demonstrating ipublic irelations ivalue iat ithe -organisational ilevel, ia icommon ibelief iis ithat

the value of public relations is difficult to measure isince imost iof iits ielements are intangible.

Moreover, ithe ifunction iof ipublic practitioners ideal ion ia idaily ibasis iwith ithe immediate

problem of justifying the value of itheir programs. However, ithe ifunction iof public irelations

traditionally ihas ibeen iconsidered to be a means of reducing costs rather than ias ia imeans iof

generating iorganisational irevenues. The dilemma of assessing ipublic relations ivalue iin detail:

3 i. The question of the value of PR has been of great concern to professional

communicators for many years because of the perception among both communicators and

other managers that PR is an intangible management function in comparison with other

functions whose value can be described, measured and evaluated through systematic

research. iBecause iof iits iintangibility, ipublic irelations often ihas ibeen ibelieved ito

suffer iat ibudget itime iand iparticularly iduring ifinancial crises, ibecause ithere iis ino

way to demonstrate its worth.

4 ii. iConsequently, ipublic irelations ischolars iand iprofessionals ihave ilong istrived ito iseek

iout ithe ikey iconcept ito idemonstrate ipublic irelations ivalue iand ito idevelop imeasures iof

ithe iconcept ibecause i the isearch ifor isuch ikey iconcepts ihas ibecome iprevalent iin ipublic

irelations. iPublic irelations ihas iadopted ione ifaddish iterm iafter ianother, ibeginning iiwith

ipublicity iin ithe iearly ihistory iof ipublic irelations: iFirst iit iwas iimage, ithen iidentity iand

iimage itogether. iNow ithe ipopular iterms iare ireputation iand ibrand. iThe iresult iof ithe

isearch ifor ithe iHoly iGrail iappears, iat ithis itime, to be that organisation-public

irelationships iand iorganisational ireputation ihave ibecome ithe icentral ifocus iin ithe iistudy

iand iipractice iof ipublic irelations. I
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5 iii. Additionally,ias ileading scholars idefined iPublic Relations as ia imanagement ifunction

iin itextbooks iof ipublic irelations, scholars and iprofessionals inow regularly iuse ithe iterms

i“relationship imanagement” ior i“reputation imanagement” ito describe ipublic irelations

ipractice. More specifically, the concept of relationships plays ia ipivotal irole iin imeasuring

ithe value of ipublicirelations at the iorganisational level. iThe ipopularity iof ithe irelationship

iconcept iin ithe ifield of ipublic irelations ias ifollows: iMany ischolars iand ipractitioners say

ithat Public Relations is all iabout building and maintaining an organisation‘s irelationships

with iits ipublics. iThe relational imanagement inow iis ithe idominant iparadigm iin ipublic

irelations ischolarship and ipractice iabout itwo idecades iago, icalled ifor a paradigmatic

ishifti-of ipublic relations iresearch ito irelationships ibetween iorganisations iand ipublics.

iSecondly, about ireputation,the Public Relations professionals have widely embraced

ireputation imanagement ito idemonstrate iithe ieconomic iviability iof ithe ipublic irelations

ifunction. The accountability iof ipublic irelations iat iithe iorganisational ilevel icould ibe

idemonstrated iwell iby ishowing ithe ieffect iof ireputation ion ifinancial iperformance iof ithe

iorganisation. iIndeed, ipublic irelations ipractitioners iadvocate ireputation imanagement

imore ithan iprofessionals iin iany iother ifield. iMajor iinternational ipublic irelations

agenciesihave iembraced ithe iconcept iof ireputation imanagement iin ivarying idegrees81.

2.1.26 Organisational Effectiveness

The ifollowing ifour iapproaches iare iiidentified ifrom iorganisational itheory:

1. The igoal iattainment approach: iOrganisations iare ieffective iwhen ithey imeet itheir i-goals.

iThe goal-attainment approach is limited, however, because it cannot explain ieffectiveness

iwhen an organisation ihas imultiple igoals iand idifferent istakeholders iof ian iorganisation

ihave conflicting igoals. It also cannot iexplain ithe irole iof ithe ienvironment i in
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iorganisational effectiveness.

2. The isystems iapproach: iOrganisations iare ieffective iwhen ithey isurvive iin itheir

ienvironment iand successfully bring in resources inecessary for itheir isurvival. The-systems

iapproach, therefore, iiadds ithe ienvironment ito ithe iequation iof iorganisational

effectiveness, ibut iit iis limited ibecause isurvival iis ian iextremely iweak igoal. iThe

isystems iapproach ialso idefines ithe environment iin ivague iterms. It idoes inot ianswer

ithe iquestion iof ihow ian iorganisation determines iwhat ielements iof ithe ienvironment

iare iimportant ifor iits isuccess.

3. The strategic constituencies approach: This approach puts meaning into the term

“environment” by specifying ithe iparts iof ithe ienvironment ithat iare icrucial ifor

iorganisational isurvival iand isuccess. iStrategic iconstituencies iare ithe ielements iof ithe

ienvironment iwhose iopposition ior isupport ican ithreaten ithe iorganisation‘s goals ior

ihelp ito iattain ithem. iTaken ibroadly the environment iis iboth iexternal iand iinternal iso

iemployee igroups iand imanagement ifunctions ican ibe istrategic iconstituencies ias imuch

ias ican iexternal igroups.

4. The icompeting ivalues iapproach: iThis iapproach iprovides ia ibridge ibetween istrategic

iconstituencies iand igoal. iIt istates ithat ian iorganisation imust iincorporate ithe ivalues iof

istrategic iconstituencies iinto iits igoals iso ithe iorganisation iattains ithe igoals iof imost

ivalue ito iits istrategic iconstituencies. iThus, different iorganisations iwith idifferent igoals,

iand itheir ieffectiveness iwill ibe idefined iin different iways. Organisational ieffectiveness

iis ithe idegree ito iwhich ian iorganisation realizes its goals. -Effectiveness iis ia ibroad

iconcept. It implicitly takes into consideration arrays of variables at both the organisational
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iand departmental levels. Effectiveness evaluates the extent ito iwhich imultiple igoals

iwhether iofficial ior ioperative are attained.

2.1.27 Levels of Analysis in Public Relations Effectiveness

To iclarify the iways ito idemonstrate ithe ivalue iof ipublic irelations, ithe ilevels iof ianalysis

in Public Relations effectiveness at the program level, the ifunctional ilevel, ithe iorganisational

ilevel and ithe isocietal ilevel ias ifollows:

1. The iprogram ilevel: iIndividual icommunication iprograms isuch ias imedia irelations,

icommunity irelations, or customer irelations iare isuccessful iwhen ithey affect the

icognitions, iattitudes, iand ibehaviors iof iboth ipublics iand imembers iof ithe iorganisation

ithat iis, ithe cognitive, attitudinal and behavioral irelationships among organisations iand

their ipublics.

2. The ifunctional ilevel: iThe ipublic irelations ior icommunication ifunction ias ia iwhole

ican be audited iby comparing ithe structure iand iprocesses iof the idepartment ior

idepartments ithat iimplement ithe function iwith ithe ibest ipractices iof ithe ipublic

irelations ifunction iin iother iorganisations ior iwith itheoretical iprinciples ifrom ischolarly

iresearch.

3. The organisational level: iTo ishow ithat ipublic irelations ihas ivalue ito ithe iorganisation,

iwe imust ibe iable ito ishow ithat ieffective icommunication iprograms iand ifunctions

icontribute ito iorganisational ieffectiveness.
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The societal level: iOrganisations have ian iimpact beyond itheir iown bottom line.They ialso

iaffect other organisations, individuals and publics in society. As ia iresult, iorganisations

cannot be isaid ito ibe ieffective iunless ithey ialso iare isocially iresponsible iand ipublic

irelations can ibe isaid ito ihave ivalue iwhen iit icontributes ito ithe isocial iresponsibility iof

iorganisations.The iprogram ilevel ihas ibeen ithe itraditional ifocus iiof ievaluative iresearch

iin ipublic irelations. iHowever, effective communication iprograms imay ior imaynot

contribute ito organisational effectiveness; many operate independently iof ithe

iorganisation’s imission iand igoals. iThis imeans ithat IPublic Relations ieffectiveness at ithe

iprogram ilevel ialone icannot iensure i the ivalue iof ipublic irelations iat ithe iorganisational

ilevel, ialthough ieffectiveness iat ithe iprogram level is ithe istarting ipoint iof ieffectiveness.

iThus, ifor ipublic irelations ito ihave ivalue ito iorganisations, public irelations iprofessionals

ineed ito iconsider ihigher levels iof ianalysis iin ieffectiveness relationship imanagement

with istrategic ipublics ithan short-term ioutputs ior ioutcomes iat ithe iprogram ilevel. Based

on the ifindings of the Excellence istudy, ithe ivalue iof ipublic irelations iis iin relationships-

that an organisation develops and imaintains with istrategic publics. iThis iis ibecause

iorganisations ibecome ieffective iwhen iachieving itheir igoals; iby imeans iof iquality

relationships, iorganisation ican iachieve igoals ibecause ithey ichoose igoals ivalued iby

istrategic ipublics. iIn iaddition ito ithe ifocus ion ithe ivalue iof ipublic iirelations iat ithe

iorganisational ilevel, ipublic irelations ischolars ihave also iextended ithe ivalue iof ipublic

irelations ito isociety iin igeneral ibased ion ithe irelationship iconcept, ifor iexample, icalled

ifor ia icommunitarian iapproach iin ipublic irelations. iThey iexplained ithat ithe irole iof

ipublic irelations iis ito irestore iand imaintain ia isense iof icommunity iithat ihad ibeen ilost

ibecause iof ithe idevelopment iof imodern imeans iof icommunication/transportation.
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iBecause iof iquality irelationship imanagement ibetween ian iorganisation iand iits ipublics,

effective iorganisations ican iselect igoals ivalued iby ipublics; iconsequently, ithey ican

iachieve their igoals because ipublics isupport ithem. iIneffective iorganisations iicannot

iachieve itheir igoals, at least iin ipart, because itheir ipublics ido inot isupport iand itypically

ioppose management efforts to achieve iwhat ipublics iconsider iillegitimate igoals. iThus,

for ian iorganisation to ibe ieffective, iit ishould ibehave iethically iand ibe isocially

iresponsible, which imeans ithat ian iorganisation iengages in quality relationship

imanagement with iits ipublics. Based on ithe ifindings iof ithe iliterature ion iorganisational

ieffectiveness and conceptualisation of levels of ianalysis iin ipublic irelations ieffectiveness,

the iExcellence iresearch iteam concluded: iEffective iorganisations iachieve itheir igoals

iand ipublic irelations ihas value ito an iorganisation iwhen iit iihelps ian iorganisation

iselect and iachieve organisational goals ithat icreate less iconflicts iwith istrategic

iconstituencies iin ithe ienvironment.

2.1.28 Strategic Publics and Symmetrical Public Relations

The iterms i“stakeholders” iand i“publics” iare ioften iused isynonymously iin ithe ipublic

irelations iliterature. iA isubtle idifference ibetween ithese iterms ihelps ito iunderstand

istrategic iplanning iof Public IRelations.

i. Stakeholders

The ikey icharacteristic iof istakeholders iis ithe ilinkage iwith ian iorganisation iresulting from

iconsequences, ior i“stakes”. iStakeholders iand ian iorganisation iare ilinked ibecause ithey

iand ithe iorganisation ihave iconsequences ion ieach iother. iStakeholders are ithose iwho iare

iaffected iby idecisions iof ian iorganisation, ior ithose iwho iaffect the iorganisation iby itheir

idecisions. iA istakeholder iis iany igroup iwithin ior ioutside an iorganisation ithat ihas ia

istake iin ithe iorganisation’s iperformance. iAbout ithe iimplications iof istakeholders ifor ian
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iorganisation‘s imanagement: iIt iis itaken ifor igranted iin ithe imanagement iliterature ithat

iorganisations ihave istakeholders iand ithat ithe imanagement iof ithese istakeholders iaffect

ithe iorganisation’s iviability.

ii. Publics

A ipublic iis ia igroup iof ipeople iwho iface ia iproblem, iare idivided ion iits isolution, iand

iorganise-to idiscuss iit. iThe iterm ipublics irefers ito ipeople iin ia imore iactive istage iof

iinteractions iwith ian organisation ithan istakeholders. iIn iother iwords, i-publics iare isome

iactive istakeholders iwho iorganise ito ideal iwith iproblems ithrough their iactive

icommunication ibehaviors; ipublics iengage iin iactive icommunication ibased ion itheir

isituations. iThe iterm ipublic igenerally irefers ito ia isituational icollection iof iindividuals

iwho iemerge iand iorganise iin iresponse ito ia iproblem. iIn iexplicating ithe iconcept iof

ipublics iis iknown ias:

1) behavior iis ithe ikey iand

2) consequences icreate ipublics.iPublics iconsist iof iindividuals iwho idetect ithe isame

iproblems iand iplan isimilar ibehaviors ito ideal iwith ithose iproblems‖. iOrganisational

iconsequences icreate iproblems iand ilead ipublics ito iform. iIn iturn, iorganisations ihave ia

ipublic irelations iproblem i because iof ithe ipresence iof isuch ipublics82.

2.1.29 The Relationship between Public Relations Strategies and Corporate Image

The relationship ibetween iPR iStrategies iand icorporate iimage icannot ibe iactualized without

an iadequate comprehension iof iidentifying iand defining ithe ipublics iof ian organisation. iAn
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organisation’s ipublics iis iany iperson ior igroups iof ipersons ithat iexert iany iform iof

influence ito ithe iability iof ian iorganisation ito iachieve iits iobjectives. iIn ireality, ian

organisation ihas itwo itypes iof ipublics, iinternal ipublics iwho iinclude istaff imembers iand

other internal stakeholders iand external ipublics iwho imay iinclude itheir icustomers,potential

customers, iinvestors, iand ithe icommunity at large. iOrganisations are encouraged ito inurture

healthy irelationships iwith itheir ipublics iand icommunities.

Public Relations units have a strategic irole in organisational management through the

identification of publics and segmenting them according ito ithe iobjectives iof ian organisation.

Keeping iin imind ithe iend igoal ito iunderstand ithe iutilization iof iadvertising in overseeing

corporate iimage, ithere iis ithe ineed ito iconsider ithe ipart of iPR iand itheir iassociation iwith

ithe corporate iimage. iIt iwas iemphasized ithat ithe iimportance iof ibusinesses iand

organisations ito icomprehend itheir ioperational ienvironments iand iaudiencei-when

undertaking iany iactivities iand idecisions. iMedia iwas icites ias ione iof ithe iaudiences which

needs an extraordinary care regarding building and keeping iup iconnections iand iadditionally

co-working. iOrganisations iconstantly imake iprogress itoward ibuilding iup itheir iimage iand

enhancing their long-haul association with ikey ipublics. iMorals iand itrustworthiness iupgrade

positive-"media iexposure" iwhile imanaging ipublics. iThis ipositive imedia iexposure ishould

be taken iinto ithe icenter iof ieach association exercises, ikeeping iin imind ithe iend igoal ito

build odds of enhancing corporate iimage. iAlong ithese ilines, ientrenched imedia irelations

offer associations and organizations a higher presentation to public and group. Notwithstanding,

managing igroup ipicture iwon't ioccur iunless iassociations have isolid imedia irelations.

Accordingly, ithey ishould ibe ion-line, iin ipapers, ion iTV iand iradios iwith ipositive iremarks

on ithem. iAs iit iwould inot igenerally ibe iconceivable ito ihave iuplifting inews; idispersal iof



74

awful inews ishould ibe iall iaround organised iand idefended ikeeping iin imind ithe iend igoal

to spare associations ipicture iand inotoriety83. iMedia irelations iis istill iignored iby ia

isignificant inumber iof iorganisations iand ipractitioners. iTo iclear iup ithe ineed iof imedia

irelations and its effect. iGreat media relations would iadd ito ikey idestinations iof iassociations

iwhere, idistinctive ichannels would be utilised iby iassociation ifor ivarious ipurposes. iOfficial

istatements imake ian iideal ipicture iin ithe ipublics' ibrains; iwhich iwould profit the ilong

ihaul ikey ivision iof-an iassociation. Under “compelling icorrespondence iframeworks” where

iassociations iutilise idifferent icorrespondence ichannels ito iachieve itheir iintended iinterest

igroup.

2.1.30 History of The Federal Polytechnic Ilaro

The iFederal iPolytechnic, iIlaro was iestablished iby iDecree iNo. i33 iof iJuly i25, i1979. iThe

Polytechnic iopened ito istudents ion iNovember i15, i1979 ion ia itemporary isite iprovided iby

its host icommunity, ithe iancient itown iof iIlaro, iOgun State. iThe ifirst isite iof ithe

polytechnic iwas the icompound iof ithe iAnglican iGrammar iSchool, iIlaro iabout ihalf ia

kilometre ifrom iIlaro township ijunction. iThe ipolytechnic iwas ion ithis itemporary i-site itill

1983 iwhen iit imoved ito iits permanent site ialong iIlaro/Oja-Odan iRoad, iabout ithree

kilometres ifrom iIlaro iTownship. iIt iis also iabout i60 ikilometers ifrom iIdiroko, ia iNigerian

Border itown iwith iBenin iRepublic. iIlaro town iitself iis an iancient itown, iland ilocked

between iLagos iand iAbeokuta, ithe icapital iof Ogun State. iThe ipolytechnic ioccupies ia

total iof i898.116 ihectares iland iarea ion iits ipermanent isite. The ivision istatement iof ithe

polytechnic iis i"To ibe ia imarket ileader iin ithe iprovision iof technically iskilled imanpower

for iNigeria iand ithe iglobal icompetitive ieconomy" iwhile ithe mission istatement iis i"To

provide iopportunities iof iqualitative itechnical ieducation iin ia iserene and iconducive learning
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environment ifor iall ieligible Nigerians iwho iwill idrive ithe inational industrial ieconomy".

The imaster iplan iof ithe ipolytechnic idepicts itwo idistinct icampuses iof ithe iinstitution ii.e.

east iand iWest icampuses. iThe iEast icampus ihas iinfrastructure iin ithe iform iof staff

quarters, istudent ihostels, -sport ifacilities, ithe iMain iLibrary, iDirectorate iof iStudent Affairs,

iMedical iCentre, iPolyconsult i and iIndustrial iServices, iPost iOffice, iWorks iand Services

iDepartment, Petrol iStation, iStaff iSchools i(Nursery, iPrimary iand iSecondary), Student

Computer iCentre, iSchool iof iApplied iScience, iSchool iof iManagement iStudies, iIlaro

Polytechnic iMicrofinance iBank iLtd, iUnited i–Bank iof iAfrica iPlc, iand iSkye iBank. iThe

iWest Campus itoo ihas ithe iSchools iof iEngineering iand iEnvironmental iStudies, the iMain

Administrative iBuilding iand iAnnexes, iRecord iand iData iControl iUnit, iInformation iand

iCommunication iTechnology i(ICT) iCentre, iPhysical iand iAcademic Planning iUnit,

iCentral iExamination i\Building, iLibrary iAnnex, iMulti-purpose iHall, iPublic iToilets, iStaff

iQuarters, iGuest iHouse iand ia idam iand iwaterworks. iThis icampus ialso ihosts ithe iMass

iCommunication iStudios, iwhere ithe iSchool iRadio iStation, iPoly iIlaro i92.1 iFM iis

i located, ithe iEntrepreneur iDevelopment iCentre iand ia i500-seater iAuditorium.

Both icampuses iare ilinked iinternally iwith imotorable itarred iroads iprovided iwith istreet

ilights iand sidewalks ifor ipedestrians. iBuildings iare iconnected iby ipedestrian iwalkways

iand iwell-grassed ilawns iwith ibeautiful ilandscaping icar ipacks iare iprovided iin istrategic

iareas iwithin ithe icampuses.The iarea icurrently ioccupied iphysically iby ithe ipolytechnic iis

ia ismall iproportion iof ithe ientire iland iarea iit ihas; ithus, ithere iis iroom ifor iexpansion.

iThe iinstitution ihas ia imaster iplan iprepared iat iits iinception iand iit ihas iguided

idevelopment iof ithe iinstitution, iespecially iin iher iearly iyears iof iestablishment. iIn iview

iof ithe idownturn iin ithe ieconomy iof ithe ination, ithe imaster iplan ihassince ireviewed ito
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ireflect ithe icurrent istate iof ifunding iand iessential ineeds. iConsequently, idevelopment iof

ithe iinstitution iis inow ibeing iguided iby ithe irevised iplan. Meanwhile, ithe ipolytechnic

ifurther ihas ia iteam iof itrained isecurity ipersonnel iand icontrolled iaccess iat iall ientrances

iwith ilockable igates. The institution's Fire Service iwith iFire iextinguishers iand isand

ibuckets iare iavailable iat istrategic iplaces ion ithe icampus iin icase iof ifire ioutbreak.

iIndeed, ithe iPolytechnic enjoys ian iappreciable ilevel iof isecurity iand isafety. iAs ibackup,

ithe ipolytechnic imaintains ian insurance ipolicy iwith iNICON, iIGI, ietc. ifor isecurity iof iits

iassets. iThe maintenance iand igeneral isanitation istandards iare igood. iThe ipolytechnic‘s

work i& services idepartment iwith ifull complement iof iqualified itechnical ipersonnel iand

Sanitary InspectioniOfficer is still coping efficiently iwith ithe proper iand iroutine

maintenance of ibuildings, iroads, ivehicles iand ielectrical iinstallations iand iappliances.

There iare iadequate ifacilitiesi-for idislodging iseptic itanks iand isoak- iaway pits iand ithe

solid iwastes idisposal iarrangement iis isatisfactory. iAlbeit, iaccess ito iIlaro iand iindeed ithe

Polytechnic ican ibe igained ifrom iAbeokuta ithrough iAbeokuta-Lagos iRoad ivia iPapalanto

[22 ikm] ior ithrough iAbeokuta-Owode iroad ivia iIbese i[10km], ifrom iLagos ithrough

Sango-Ota-Idiroko iRoad ivia iOwode i[15km] iand ifrom Sagamu ithrough iSagamu-Obele

Road ivia iPapalanto. iThe ilocation iof ithe iFederal iPolytechnic, iIlaro imakes ifor ieasy

access iof iroad itraffic. iThere iis ia irailway istation iin iIlaro itownship.

2.1.31 Management Structure, Organisation and Administration of the Federal
Polytechnic, Ilaro

The iFederal iPolytechnic i(Amendment) iDecree iof iJanuary i1, i1993 iprovides ias ifollows:

i. The iMinister iof iEducation ishall ibe ithe iVisitor ito ithe iPolytechnic;

ii. The ivisitor ishall, inot iless ithan ionce iin ievery ifive iyears, iconduct ia ivisitation iof ithe
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iPolytechnic ior iappoint ia iVisitation iPanel, iconsisting iof inot iless ithan ifive iexperts, ito

iconduct ithe ivisitation;

iii.Or ithe ipurpose iof ievaluating ithe iacademic iand iadministration iperformance iof ithe

iPolytechnic iand ifor isuch iother ipurpose iin irespect iof iany iother iaffairs iof ithe iPolytechnic

ias ithe ivisitor imay ideem ifit.

The iManagement, iorganisation iand iadministrative istructure iof ithe iFederal iPolytechnic, iIlaro

iis i as ifollows:

(a) The iGoverning iCouncil: iSubject ito ithe iprovisions iof ithe iFederal iPolytechnics iDecree

No.33 iof i July i 1979, i and without i prejudice i to any specific iministerial i policies i and

directives, the Governing Council iacts ifor ithe iFederal iMinistry iof iEducation iin iformulating

broad ipolicies iand iguidelines ifor ithe igeneral icontrol iand imanagement iof ithe idisposition iof

all ithe iproperty iand ifinances iof ithe iPolytechnic iand iexcept ias imay iotherwise ibe iprovided

in ithe iDecree ishall imanage iand isupervise igenerally,the iaffairs iof ithe iPolytechnic iin isuch

manner ias iappears ito iit, ibest icalculated ito ipromote ithe iinterest, iaims iand ifunctions iof

Polytechnic. iThe iGoverning iCouncil iconsists iof ia iChairman, ia iSecretary iwho iis ithe

Registrar iof ithe iPolytechnic, iand ithirteen iother imembers iincluding ithe iRector iof ithe

Polytechnic idrawn ifrom iCommerce iand iIndustry, iMinistries, iand ithe iCommunity ias

provided iby ithe iDecree.

(b) The iAcademic iBoard: iThere iis ian iAcademic iBoard iwhose ifunctions iare ito idirect iand

imanage iacademic imatters iin ithe iPolytechnic iincluding ithe iregulation iof ithe iadmission iof

students, the award iof iCertificate iand iDiplomas, Scholarships, iPrizes iand iother iAcademic

Distinctions. iAlso, iit imakes iperiodic ireports ion isuch iacademic ito ithe iGoverning iCouncil
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as ithe icase imay ibe. iIt also iperforms iany iother ifunctions idelegated iby ithe iGoverning

Council. iMembers iof ithe iBoard iare ithe iRector i(Chairman), iDeputy iRector, iall iHeads iof

academic idepartments, ithe iPolytechnic iLibrarian iand itwo ico-opted imembers iof ithe

academic istaff. iIn iattendance iare iall ithe iChief iLecturers iin ithe iInstitution iwhile ithe

Registrar iof ithe iInstitution iis ithe iSecretary ito ithe iBoard.

(c) The iPolytechnic iManagement iCommittee: iThe iPrincipal iOfficers iof ithe iPolytechnic iare

ithe iRector, iDeputy iRector, iRegistrar, iBursar iand ithe iPolytechnic iLibrarian. iThey imanage

imatters iaffecting ithe iPolytechnic iother ithan iacademic.

(d) -School iBoard iof iStudies: iEach iSchool ihas ia iBoard iof iStudies icomprising iof iall

iHeads iof idepartment iin ithe iSchool ias imembers. iThe iDean iheads ithe iBoard ias iChairman.

iAcademic imatters iincluding iexaminations, icurriculum development iand istaff imatters

iincluding istaff idevelopment iare iconsidered ibefore ithey iare itabled iat ithe iAcademic

iBoardor ipolytechnic iManagement iCommittee.

(e) Organisation and Administration: iThe iorganisational istructure iof ithe iPolytechnic

iindicatesthat ifive i academic ischools iand iseventeen iservice iunits iincluding ithe iPublic

RelationsiUnit imake iup ithe imain icomponents iof ithe iInstitution. i–

The iHeads iof iSchools iand iServices ireport idirectly ito i–the iRector iwho iis ithe iChief iExecutive

iof ithe iInstitution. iThe iservice iunits iare ithe iRegistry, iLibrary, iBursary, ithe iWorks i& iServices,

ithe iMedical iCentre; iPhysical i& iAcademic iPlanning; i Linkages i& iAffiliations: iTraining,

iProtocol iand iVisitors; iStep iB iProject; iResearch i& iDevelopment; iCentre ifor

iEntrepreneurship; iUNESCO iCentre; the iDirectorate iof iStudent iAffairs; i and iPolyconsult

i&Industrial iServices. iThe iSchool iof iApplied iScience icomprises iof ithe ifollowing iDepartments;
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iScience iLaboratory iTechnology; iComputer iScience; iFood iTechnology; iMaths i& iStatistics;

Hotel iManagement iTechnology; Nutrition & Dietetics.The iSchool iof iCommunication i&

iInformation iTechnology icomprises iof iOffice iTechnology i& iManagement, iMass

iCommunication, iLibrary i& iInformation iScience; iSchool iof iEngineering icomprises iof

iDepartments iof iComputer iEngineering; iCivil iEngineering; iElectrical/Electronics iEngineering;

iMechanical iEngineering; iAgricultural iBiological iEngineering. i

The School of Environmental Studies comprises of Departments of Building Technology;

Architectural Technology; Estate Management; Quantity Surveying, Surveying & Geo-

informatics; Arts & Design; Transportation Management; Town & Regional Planning. The

School of Management Studies comprises of Departments of Accountancy; Banking & Finance;

Insurance; Taxation; Business Administration, Public Administration andMarketing.

2.2 Theoretical Review

2.2.1 Situational Crisis Communication Theory (SCCT)

SCCT iprovides crisis communication imanagers iwithin ian iorganisation ian iunderstanding iof

the different icrisis isituations iand irecommends ipost-crisis icommunication iresponse

strategies based ion ithe ilevel iof icrisis iresponsibility, icrisis ihistory, iand ireputation84.

Broadly, iSCCT is a prescriptive system ifor imatching icrisis iiresponse istrategies ito icrises

based ion iattribution theory85. SCCT is premised on the fact that during a crisis, stakeholders

assign responsibility for the crisis..Different crisis situations result in different levels of

attributions for crisis responsibility. iThe SCCT articulates a isystem ifor ievaluating ithe ilevel

of iattribution ifor crisis responsibility iand isubsequently imatching ithe icrisis iresponse

strategy ito ithe icrisis isituation. In SCCT, ithe ilevel iof istakeholder iattribution ifor ithe icrisis

is ievaluated iusing ia itwo-step process. iThe ifirst istep iin ithis iprocess iis itoidentify ithe
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crisis itype. SCCT identifies ten types of crises: natural disasters; rumors; product tampering;

workplace violence; technical errors (product recall and accidents); human error (product recall

and accident) and organisational misdeeds. This list was initially based on an accommodative-

defensive continuum developed86. The accommodative defensive continuum proved problematic

since ithe idistinction ibetween iprotecting ithe ivictims iversus iprotecting ithe iorganisation was

not iclear. iThe icrises iwere ire-grouped iinto ithree icategories ibased ion ithe strength iof ithe

stakeholders’ attribution iof ithe icrisis iresponsibility: Strong Attributions; Moderate

Attributions and Weak Attributions. This theory iis i relevant i to this i study because it helps in

prescribing crisis management techniques ito icrisis iwithin organisations and institutions iand this

can ibe iapplicable ito ithe Federal iPolytechnic Ilaro iin imanaging icrisis within the institution iof

learning.

2.2.2 Stakeholder Theory

Several researchers have explained the concepts of stakeholder, stakeholder imodel, stakeholder

management, and istakeholder itheory iusing different approaches, with ithe iresult ithat diverse

and often contradictory arguments have been forwarded in the explanation for each. Although

stakeholder theorists disagree about ithe iscope, ithe iprecise ipurpose, iand implication iof ithe

different characterisations of ithese ostensibly idifferent ibut iarguably irelated iconcepts, the

diversity and its implications are rarely recognised iand idiscussed. iThe idiversity iobserved iin

the conceptualisation of istakeholder theory iis iin ipart idue ito ithe idifferent ijustifications of

its epistemological roots as a theory of the firm. iThe multiplicity in iapproach to explaining the

nature iand ipurpose of the stakeholders of an organisation ihas iresulted iin ithree idistinct

perspectives of stakeholder theory: descriptive, instrumental, iand inormative. The descriptive

approach describes stakeholders in terms of competing and co-operative group of interests
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integral to the organization. The instrumental approach presents a framework for examining the

linkages, if any, between stakeholder management and attainment of corporate performance

goals. iThe inormative iapproach idescribes istakeholders ias igroups iof ipersons iwho ihave ia

legitimate iinterest iin ithe ifunctioning iof ithe iorganisation, iirrespective of the organisation‘s

corresponding iinterest iin ithem. In an attempt to integrate ithe three distinct lines of research

to stakeholder theory, ithe three iaspects of ithe stakeholder theory iare nested within each other.

The iexternal ishell iof ithe theory iis iits idescriptive iaspect; ithe itheory presents iand

explains relationships ipresent ior iobserved iin ithe iexternal world.IThe theory’s descriptive

attribute iis isupported iat ithe isecond ilevel iby iits iinstrumental iand ipredictive value; ithat is,

iif certain ipractices iare icarried iout, ithen icertain iresults iwill ibe iobtained. iThe icentral

core iof ithe itheory, however, is normative. iThe descriptive attribute assumes that all managers

and agents behave ias iif iall istakeholders have ian iintrinsic ivalue.In iturn, recognition iof

these iultimate imoral ivalues iand iobligation igives istakeholder itheory-its inormative core.

Descriptive approaches to stakeholder theory describe and explain specific corporate

characteristics and behavior of the stakeholders. I

The description of ithe stakeholder itheory iof ithe firm iexplains ihow iorganisations ioperate

and helps to predictiorganisational ibehavior. iInstrumental iapproaches ito istakeholder itheory

describe stakeholder-relationships and establish a connection between stakeholder imanagement

and ithe iachievement of corporate objectives. iResearchers itaking ia inormative iapproach to

stakeholder theory propose moral or philosophical iguidelines ifor ithe ioperation iand

management iof ithe iorganisation. iWith ithe stakeholder itheory, ithere iis ithe iexpectation

that iinstitutions iwill imake iefforts ito imitigate ior ireduce iconflicts ibetween istakeholders.

The itheory ialso iincorporates ithe iinterests iof iany ithird iparties ithat ihave isome ilevel iof
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dependence on ithe iinstitution. iThe itheory iis irelevant ito ithis istudy ibecause iit iwill ihelpi-

reduce iconflicts ibetween istaff, ischool imanagements iand istudents.

2.2.3 Relationship Management Theory

Relationship imanagement itheory was iproposed iby ia ireknown ischolar87. By icombining

exchange itheory iand idialectical iperspectives, iagreed iwith iearlier iworks iby iBaxter ithat ia

relationship iis ian iongoing iprocess iand ithat ithe irelationships idevelopment iis iaffected iby

the state iof ithe iprevious iprocess. An iorganisations irelationship iand iinvolvement iwith ithe

public starts iwhen ian iorganisation irealizes iits iinterdependence iwith iother iunits iin ithe

institutional environment iappreciates the irole ithat ieach iof ithe istakeholders iplay iin ian

effective ioperation of ithe ifirm. Hence ithe itypes iof irelationship ithat ian iorganisation

wishes ito idevelop iwith iits public idetermine ithe iuse iof ithe icultivation istrategies ithough

the itypes iof ithe irelationship ithat ensue imight ibe idifferent ifrom ithe ioriginal iexpectations

that ithe iorganisation iexpected. Associations open irelationship iemerge iwhen iassociations

and itheir ikey iopen iare ireliant iand that ithis ireliance ibrings iabout ioutcomes iin ieach other

that iassociations ineed ito ioversee. iIn i-this iline, ithe irelationship iadministration ihypothesis

clarifies ithat icommon iadvantage ihappens when iorganisation– iopen iconnections iare viably

overseen, iand idepicts ihow ia isymmetrical relationship rises ithrough ithe iadministration

engaged, iafter isome itime, ion ibasic iinterests iand shared iobjectives. iThe ihypothes is

determines iquantifiable iresults, ifor i-example, icommon advantage ifor iassociating iand

contribution iassociations iand ipublics. iThis iposition ihas ibeen bolstered by iexamine

concerning irelationship iadministration iin icontrasting isettings icompleted by ispecialists. i

The irelationship ihypothes is idistinguishes ithe idemonstration i(successful iadministration)

that creates ian ioutcome i(shared icomprehension iand iadvantage) iunder iindicated
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iconditions i(an attention ion ishared iobjectives iand inormal iinterests iafter isome itime).

iThis itheory ihelps ito promote ia ipositive iand iproductive irelationship ibetween an

iorganisation iand iits ibusiness partners. iIt iseeks ito ibuild itrust, isolidify irules iand

iexpectations, iand iestablish iboundaries. iThe theory itherefore iis irelevance ito ithis istudy

ibecause iit ipromote ia ia ipositive iandproductive relationship ibetween ithe institution, ithe

imanagement, istaff iand istudents.

2.3 Review of Empirical Studies

2.3.1 Public Relations Strategies used by Organisations

The role of ipublic irelations in resolving conflict in iFederal iMedical Centre i(FMC) was

examined in iAsaba, iNigeria97. iThe iobjectives iof ithis istudy iwere ito iexamine ithe iextent

ito iwhich ipublic relations iprograms ihave isignificant ieffect iin iresolving iconflicts ibetween

iFMC and her patients; the extent to which adequate information available to management

significantly assist in resolving conflicts; and to ascertain whether Public Relations play a

significant role in resolving conflicts in FMC. iThe istudy iadopted ithe idescriptive isurvey

iresearch idesign. The major iinstrument ithat iwas iused iin ithe idata icollection iwas

iquestionnaire. The study population consists of senior and junior staff of FMC Asaba. iTaro

iYamani iformula iwas iused ito determineia isample isize iof ithree ihundred iand ififty i(350)

irespondents iand ithe iT-test iand iChi square inon iparametric istatistic iwas iused ito itest ithe

ihypotheses. iThe ifindings iof ithe istudy revealed iamong iothers ithat iPublic

Relationsiprograms ihave isignificant ieffect iin iresolving conflicts ibetween iFMC iAsaba iand

her ipatients i(t=12.312, ip = 0.0012); iadequate information available ito imanagement

significantly iassists iin iresolving iconflicts iin iFMC i(t = i2.692, ip -= i0.004) iand; ipublic

relations iplay ia i significant irole iin iresolving iconflicts iin FMC i(chi iwith i4 degree iof
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freedom i376.36, ip i0.000).The istudy itherefore iconcludes iamongst iothers ithat ithe

existence iof idistinct ipublic irelations iunit-with ireadily iavailable iqualified Public Relations

personnel iat ithe iFMC iAsaba ibe icreated -to iensures ieffective ipublic irelations practices iin

the organisation. iThus, imanagement ishould iensure ithat ithe ipublic irelations iteam ishould

be continually itrained iand iretrained iso ias ito ibe iequipped iwith imodern ipublic irelations

knowledge iand iskills. iThis iwill iensure ithat ithey ikeep iabreast iwith idevelopment iin

modern public irelations ipractice. iA istudy ion ithe iapplication iof iPublic iRelations iTools

iin iCrisis Management iof iMajor iInternational iOil iCompanies iwas iconducted iin iNigeria98.

iThis istudy was ion ia icritical ianalysis iof ithe iapplication iof ipublic irelations itools iin

icrisis imanagement iby major iinternational ioil icompanies iin iNigeria. iIt iwas imotivated iby

ithe idilemma of ceaseless clashes iand-crises iinvolving iinternational ioil icorporations iand

itheir ihost community ipublics, which iusually iresult iin ikillings iand ishutdown iof ioil

ifacilities, imilitancy, ikidnapping iof ioil workers, ivandalization ioffacilities, iwith ithe

iconsequent iloss iin irevenue igeneration iby ithe country. iThe iresearch iaimed iat iexploring

ithe ivarious ipublic irelations icrisis imanagement tools used iby ithe iIOCs iin iNigeria iin

idealing with itheir ihost icommunity ipublics; ievaluate ithe ieffect of ithe iPR icrisis

imanagement tools ithe icompanies iuse ito imaintain ia ihealthy irelationship between ithe-

IOCs iand itheir ihost icommunity; ias iwell ias iassess ihow ithe iidentified icrisis management

itools iaffect ithe icorporate iperformance iof iIOCs. iFor ithe imethodology opinion isurvey

idesign iof iinterviews iwas iadopted iinthe istudy.

A inon-probability isampling imethod iof ipurposive ior ijudgmental isampling itechnique iwas

iused to arrive iat ithe isample isize. iiThe idata iprocured iwere ianalyzed iqualitatively.

iResults iindicate that ithe iinternational ioil icorporations ioperating iin iNigeria, ihave ia iwide
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iarray iof ipublic relations itools iand istrategies ifor icheckmating iand imanaging icrises iand

iconflict iwith itheir host icommunity ipublics. iThat ithe ipublic irelations icrisis imanagement

itools iemployed iby ithe IOCs ido inot ihave isignificant ieffect iin imaintaining imutual

iunderstanding ibetween ithem iand majority iof itheir ihost icommunity ipublics.That ithe

ipublic -relations icrisis imanagement itools of the iIOCs ihave icontributed isignificantly ito

their icorporate iperformance iover ithe iyears. iBased on ithis iit iwas irecommended iamong

iother ithings: iThe iIOCs iin iNigeria imust ido ieverything possible ito iwin iover iand carry

along ithe iaggrieved iyouths iby imeans iof ishrewd ipublic relations icrisis imanagement

strategies. iA istudy ion iPublic iRelations i(PR) iStrategy iin Improving iInstitution iImage iwas

carried iout iin iUin iSumatera iUtara, iMedan99. iPublic Relations iis ian iimportant ipart iof ian

institution, iincluding iin iUniversitas iIslam iNegeri Sumatera iUtara i(UIN-SU), iwhich iis

responsible ifor idisseminating iinformation ion iinquiry, both iinternally iand iexternally. iSuch

a iway ias ian ieffort ito iintroduce ithe iinstitution ito ithe public. The iPR ijob iis ito iintroduce

UIN-SU iin iNorth iSumatra iand iglobally.Thus, iin ithis istudy further idiscussed ithe iPR

strategy iin iimproving ithe iimage iof itheuniversity, iwith ithe iissue: how ifar idoes ithe irole

of iPR iin iimproving ithe iimage iof ithe iuniversity? iThis iresearch iis ia qualitative iresearch

with idescriptive-qualitative imethod. iFrom ithis iresearch ican ibe iseen that the irole iof iPR

still inot imaximal. iIt ican ibe iseen ithat ione iof ithem iis -the ilack iof publication ior

documentation irelated ito ithe iactivities iof iUIN-SU iwhich ican iactually ibe published ias ian

attractiveness iof ithis iinstitution. In addition, the PR has several obstacles, such as the lack of

funds and adequate facilities, ithus ibecoming ian iobstacle ifor ithe optimization iof iPR iwork.

Organisations’ internal ipublics, iwhich igenerally icomprises itwo icategories iof ipersonnel,

namely imanagement istaff iand iemployees iconstitute isome iof ithe ikey ielements ithat
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icontribute toward irealising the goals and objectives of the organisation. i i

Organisations’ iinstitutions iof ihigher i(academic) ilearning ihave itwo iadditional icategories

of iinternal ipublics iacademic istaff iand istudents. iThis imakes isuch iinstitutions ia ibit

unique. Public iRelations i(PR) ias ia imanagement ifunction iand itool iis iutilised iby ithe

management between iitself iand iall icategories iof iinternal ipublics ito ifacilitate ismooth

information dissemination iand icommunication ifor ienhanced ijob iperformance. iHence, ia

unique itype iof-PR practice icapable iof iaddressing ithe icharacteristic ineeds iof ithe

academic istaff i(who iaredirectly involved iwith ithe istudents) iin iaddition ito ithose iof ithe

non-academic istaff iwill ibe irequired. i A istudy iof iprimary iquantitative iresearch iaimed iat

determining ithe idegree iof iuse iof ivarious Public iRelations itools iand ievaluating itheir

perceived ieffectiveness iwith ithe ipublic iwas conducted iin iCzech iChemical iCompanies106.

The irespondents iwere imanagers iof ichemical industrial icompanies iin ithe iCzech iRepublic.

It icompares ithe iuse iand iperceived ieffectiveness of ithe imonitored iPR itools iand identifies

those ithat ishould ibe imaintained, ithose ithat ineed ito be ideveloped iand ialso ithose ithat

should be restrained. Thisiprovides imanagers iwith ia suitable iguide ifor ieffective

management of iPR communication. iThe findings irevealed ithat PR itools iand idigital i

platforms iare iplaying ian iincreasingly important irole iin isupporting iPR efforts ito ireach the

ipublic. iThe itools isupplemented iby ian ianalysis iof idifferences iin ithe iuse of monitored PR

itools iby ithe isize iof icompanies iand idifferences iin ithe iperception iof ithe effectiveness of

ithe imonitored iPR itools iaccording ito idifferent icharacteristics iof irespondents. It iwas

confirmed ithat iPR itools iaimed iat ithe ipublic iare iused ito ia igreater iextent iby ilarger

companies i(more ithan i250 iemployees) iand irespondents' iviews idiffer ithe imost iin ithe

perceived ieffectiveness iof ipress ireleases.
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2.3.2 The Methods of Handling Crises

A istudy to iexamine ithe icrisis imanagement istrategy iand iits impact ion ithe iperformance

of employees of iproduction iindustry iwas icarried iin iJordan88. iThe data icollected ifrom

248 workers ishows ithat ip-value iis iless ithan i0.05 iand ithere iis ia istatistically isignificant

impact iof Crisis iManagement iby iits idimensions iin iimproving ithe iperformance iof ithe

workers. iThe study iwas idigging ideeper iin ithe imicro istrategies iandfound ithat idifferent

strategies isuch ias changing ipath, iReserve imobilization, icrisis ifragmentation, icrisis

containment, and ispecialised groups ihave ia idirect iimpact iin ithe iemployees’ iperformance

and productivity. A istudy ion Crisis iManagement iStrategy iand iits ieffects ion Organisational

Performance iof iMultinational Corporations iwas carried iout in iNigeria89. i There iwas ia

strong, ipositive ipartial icorrelation between icrisis imanagement iistrategy iand iorganisation

performance, iwhile icontrolling ifor ithe effect iof ithe ichallenges of icrisis imanagement

strategy, ir i= i-0.875, in i= i312, ip i< i.0005. iAn inspection iof ithe izero iorder icorrelation i(r

i= i0.805) isuggested ithat icontrolling ifor ichallenges of icrisis imanagement istrategy ihad

significant ieffect ion ithe istrength iof ithe irelationship between icrisis imanagement istrategy

and organisation iperformance. iA istudy ion iImpact iof Strategic iPlanning ion iCrisis

Management iin ithe iProfit iand iNon-Profit iSector iwas iexamined in iJordan102. iThe igoal of

this istudy iis ito isurvey ithe iimpact iof istrategic iplanning iregarding crisis imanagement iin

the iJordanian ibusiness ienvironment iand ithe imanner iinwhich iit iis utilised iduring itimes of

crisis. iA isurvey iof ithe iliterature iof icrisis imanagement iandstrategic planning ias ipracticed

in developing icountries iwas iimplemented iin ithis iresearch. iThe qualitative iapproach iwas

employed iin ithis ireport, ias iit iallows ithe iresearcher ito iobtain imore data iand ideeper

recognition iof idevelopments iin ithe ifield. iFirst iof iall, ithe imanagement of businesses iwill
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evolve itheir iown ipractical imethods ifor iending icrises ior minimise itheir iinfluences.

Furthermore, imanagement iwill ibe ienabled ito imanage iin ia istrategic manner ifor ithe

duration iof imost icrises, ito ioperate iwith igreater ieffectiveness. iFinally, ifirms will ibe iable

to idevelop icapable imanagers iand iworkers iwho ican iencourage iothers iwith further hopes

and ioverall iprogress. iManagement ishould ipursue iand ievolve ithe ibest imodern ipractices

for iuse iby ifirms iin iaverting icrisis ias iwell ias imoderating itheir iinfluences.

2.3.3 Causes of Crises

A istudy iwas iconducted on ithe causes iof iconflicts iand crisis iin ischool management107. iThe

qualitative research design was iadopted iin igathering ithe information iused. iEssentially, ithe

related iliteratures ireviewed irevealed ithat the causes of conflicts and crisisiin school

management ias iin iother ispheres iof ihuman iexistence irevolve iaround istatus, ipower, iand

resource. iBut ithe icauses iof ispecific icases iof iconflicts iand icrisis ivary iwith iplaces, itimes,

and circumstances; iwhile ithe ieffects ion isocial irelations, ioutput, iand iproductivity ilargely

depend ion ihow ithey iare imanaged. iA istudy iwas icarried iout ion iSchool iConflicts: iCauses

and Management iStrategies in iClassroom iRelationships108. iConflicts icannot icease ito iexist,

as they iare intrinsic ito ihuman ibeings, iforming ian integral ipart iof itheir imoral iand

emotional growth. iLikewise, ithey iexist in iall ischools. iThe ischool is inserted in ia ispace

where ithe iconflict imanifests itself idaily iand iassumes irelevance, ibeing ithe iresult iof ithe

imultiple interpersonal irelationships ithat ioccur in ithe ischool icontext. iThus, conflict is ipart

of ischool ilife, which implies ithat iteachers must ihave ithe iskills ito imanage iconflict

constructively. Recognising ithe idiversity iof ischool iconflicts, ithis study iaimed ito ipresent its

causes, highlighting ithe imain in ithe iclassroom in ithe iteacher-student irelationship. iHarmony
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and appreciation ishould icoexist in ia iclassroom ienvironment iand iconflict ishould inot

interfere, inegatively in ithe iteaching iand ilearning iprocess.

2.3.4 The Factors that Influence Management Response to Crises in the Institution

A basic research to identify the factors of crisis management effectiveness in construction

projects was examined90. It was found that crisis management strategies is one of the seven

factors. The authors initially identified 25 different factors, but the final shortlist is seven factors

in the construction projects. A study to examine the role of leadership style and crisis

preparedness on corporate sustainability was conducted91. The study found a significant

relationship from crisis preparedness (which is another face of planning and strategies) through

transformational leadership (Beta = 0.791).

The ieffect iof ibusiness icorrespondence ion ihierarchical iexecution iin iNigerian organisations

iwas iexplored92. iThe iexamination iparticularly iexplored ithe iconnection ibetween ibusiness

icorrespondence iand iauthoritative iexecution iin iNigeria iutilizing ia icontextualized iand

iwriting ibased iresearch iinstrument ito igauge ithe iutilization iof ithe iexplored iconstructs.

iUtilizing ithe ioverview i technique, i the i examination i acquired i example i information

i from i small i and i extensive iiassembling iand iadministration iorganisations iworking iin

iLagos iState iof iNigeria. iThe iexamination iinstrument iindicated iempowering iproof iof

iunwavering iquality iand ilegitimacy. iInformation iwas idissected iutilizing idistinct iinsights,

irates iand it-test iexamination. iThe iinvestigation ifound ithat iviable ibusiness

icorrespondence iis iunderlined ito ia isensible idegree iin ithe ireviewed iNigerian

iorganisations. iBe ithat ias iit imay, ithe ilevel iof iaccentuation iwas ian iissueof idegree. iIt

iwas iadditionally idiscovered ithat ithe idegree iof ipractices iof ipowerful ibusiness
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icorrespondence, iwere iidentified iwith ithe iclass iof ibusiness i(benefit ias iopposed iito

iassembling) iand iits isize.

A icross-slacked iboard iconfiguration ito ilook iat ithe itransient iconnection ibetween

iadministration icorrespondence iand isaw ihierarchical ihelp iPoint iof iSale i(POS), iand iits

iresults ifor iexecution iwas iexecuted93. iSurvey iwas idone ion iadministration

icorrespondence iand iPoint iof iSale itwo itimes, iisolated iby ia i3-year iinterim, iin ia isocial

iadministration‘s iassociation i(N i= i236). iThe idiscoveries ipropose ithat iadministration

icorrespondence iwas iemphatically iconnected iwith ia ifleeting ichange i in iPOS. iWhat's

imore, iit iwas idiscovered ithat iPOS icompletely iintercedes ithe iconnection ibetween

iadministration icorrespondence iand iboth iin-part iand iadditional ipart iexecution. iThe

iexamination ipropelled ithe ihypothetical ilearning iconcerning ihow iadministration

icorrespondence iinfluences iexecution, iwith isuggestions ifor itraining. In particular, iit

iuncovered ithat iadministration icorrespondence iinfluences iexecution ichiefly on ithe

igrounds ithat iit flags ithat iithe iassociation ithinks iabout ithe iprosperity iand iqualities the

icommitments of its irepresentatives. The istudy iwas ihowever ilimited ito imanagement

icommunication iand iperceived iorganisational isupport-and itherefore ithis istudy iinvestigated

ithe ieffect iof istrategic ipublic irelations i-(openness istrategic ipublic istrategy, istakeholder

iinvolvement ipublic irelations istrategy, iinvestment ipublic irelations istrategy, iand

icommitment ipublic irelations istrategy) ion ithe iperformance iof ilarge iorganisations. iThe

ieffects iof iauthoritative icorrespondence ion ithe iimpression iof iformality iby icontrasting

iinward icorrespondence iand ioutside, iparticularly icustomer iarranged, icorrespondence iin

iboth iopenand icharitable iassociations iwas ievaluated94. iThe istudy iadopted ia icausal

iresearch idesign iand itheinvestigation idepended ion ithe ipoll iinformation ifrom ithe



91

iNational iAdministration iStudies iProject i(NASP) i- iIII, ishut iin iJanuary i2006, iassembled

ifrom ia ireview iof iopen iand iphilanthropic ichiefsin ithe iconditions iof iIllinois iand

iGeorgia. iResults idemonstrated ithat iincessant icorrespondence iwith icustomers iassumes ia

ivital ipart iin lessening iapparent iformality, iand isegment-based icontrasts iamongst iopen

iand inot-for-profit idivisions iimpact ithe ieffect iof icorrespondence icompose iion iformality

discernment. iThe ifindings iof ithe istudy iconcentrated ion ionly ione ivariable iof ipublic

irelations istrategy iand ithus ithe icurrent istudy isought ito ifill ithe igap iby istudying ithe

ieffect iof iopenness istrategic ipublic istrategy, istakeholder iinvolvement ipublic irelations

istrategy, iinvestment ipublic irelations istrategy, iand icommitment ipublic irelations

istrategyon ithe iperformance iof ilarge iorganisations.A istudy iwas iconducted ion iChange

iManagement iCommunication: iBarriers, iStrategies i& iMessaging95. iIn ia iworld

icharacterized iby iconstant ichange, ithere ihas ibeen ia ineglect iof ischolarly iresearch ion

ipublic irelations‘ irole iin ichange imanagement icommunication. iThrough i32 iin-depth

iinterviews with internal communicators,ithis study iprovides inew iinsights iinto

ieffectivestrategies, ibarriers iand ikey imessaging iin -change imanagement icommunication.

iChange imanagement iwas iexamined iin i10 isectors irepresenting i26 iemployers. iBarriers

iincluded ilack iof ia iplan, ichanging iplans, ichange ifatigue iand imultiple icultures, imissions

iand ipriorities. iEven iin iorganisations iwith istrong icommunication ileadership, isenior

ileaders iand icommunication iemployees iwere ireluctant ito iabandon itheir iprevious

imissions, ivisions, iand istrategic ipriorities iin-support i of i the i new i parent i company.

i In iaddition, ipublic irelations itended ito iserve imore iof ia itactical irole irather ithan ia

istrategic ione ibeing ibrought iin iafter ikey idecisions ihad ialready ibeen imade.Effective

icommunication istrategies ithe iinternal icommunication iexecutives ireported iusing iincluded
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irecruiting iemployee iambassadors ior iidentifying iinfluencers, ihaving isenior ileaders imake

iroad itrips i-to icommunicate iface-to-face iwith iemployees, iusing ivideos ito icommunicate

ikey imessages iand iseeking iemployee itestimonials iin isupport iof ithe ichange. iEssential

imessages ito icommunicate iinclude iwhat ithe ichanges imean ifor iemployees iand ithe

iimpact ion itheir ijobs, ithe ispecific ibenefits iof ithe ichange, iand iresources iand ialternatives

ifor iemployees. iSix ibest ipracticesfor ichange imanagement icommunication iare iprovided

ibased ion ithe istudy‘s ifindings.The ipublic iperception iof ithe irole iof iPublic iRelations iin

ithe iImplementation iof iN-Power iwas iexamined iin iBenue iState, iNigeria96. iThe istudy

isought ito ifind iout ithe irole iof ipublic irelations iin ithe iimplementation iof iN-Power iand

ihow ithe ipublic iperceived ithe iroles. iThe imethodology iadopted iin ithe istudy iiwas isurvey.

iQuestionnaire iand iinterview iwere iused ias ithe iresearch iinstruments ifor idata icollection.

iThe isample isize iof i386 iwas istatistically idetermined iusing ithe iAraoye‘s iformula ifrom

ithe ipopulation iof i10, i312. iThe istudy iemployed ia imultistage isampling itechniques iin

iadministering iresearch iinstruments. iFindings irevealed ithat ipublic irelations iwas ineeded

iwhen irelating iwith iother iagencies icharged iwith ithe iresponsibility iof iimplementing iN-

iPower iin ithe istate ias iwell ias iwhen icommunicating iwith ithe imedia; iN-Power

ibeneficiaries; iand iiemployees. iThe istudy ialso ifound ithat irole ipublic irelations iplayed iin

ithe iimplementation iof iN- iiPOWER iin iBenue iState ito iinclude ihelped iin ipublicizing iN-

Power iprogramme; iassisted ithe inews imedia iin icoverage iof iN-Power iand igovernment

iactivities; idisseminated iinformation ion ivarious iagencies‘ iactivities iabout iN-Power ito

ibeneficiaries; iincreased ithe iinternal icohesion iof iagencies iinvolved iin iNPower

iprogramme; iincreased ithe iagencies‘ isensitive ito iits ipublic‘s ior iN-Power ibeneficiaries

i and i mobilized i support for the i agencies i of i government i involved i in i N-Power
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iiprogrammes. iThe istudy concluded ithat ipublic iperception iof ithe irole iof iipublic irelations

iin ithe iimplementation iof iN-Power iwas inegative. i

This iis ibecause iof ithe iunfriendly irelationship ithat i exist ibetween ibeneficiaries iand

igovernment, iialso igovernment iis iperceived ias ibeen inonchalant iin ihandling iN-Power ias

iwell ias ilack iof idialogue iand ipublic irelations ipractitioners iare inot ias itrustworthy. iThe

iistudy, itherefore, iconcluded ithat, ipublic irelations istrategies iwere iadopted iin ithe

iimplementation iof iN-POWER iin iiBenue iState ito ia ilittle iextent. iBased ion ithe

iconclusion idrawn, ithe istudy irecommended iamongothers ithat ifor ieffective

iimplementation iof ithe iN-Power, iPR ishould ibe iadopted ias icore imanagement ifunction ito

ibuild icredibility iamongst ibeneficiaries iand imanagement iof iithe iN-Power and iispecial

iattention imust ibe ipaid ito iperformance, iability iof igovernment ito ideliver iservice

iandkeep ito iagreements ias iexpected iand idemanded iby iN-Power ibeneficiaries.

A icritically ireview iof iextant iliterature isurrounding ithe iimpacts iof ithe ipractice iof PR ion

ijob iperformance iamong iemployees iof iNigerian iinstitutions iof ihigher ilearning iwas

iperformed97. iAdditionally, icritical iintra- iorganisational iPR imedia icapable iof iaddressing

ithe icharacteristic iand ispecific ineeds iof ithe i overall iand ispecific iinternal ipublics iwere

iunderscored iand isome ipolicy irecommendations i offered. iThis iarticle iconcludes ithat

ieffective iPR i(a iPR ipractice ithat iaddresses iboth ithe icomprehensive iand ispecific ineeds

iof ithe ivarious iclassifications iof iinternal ipublics) ienhances ijob iperformance iand

iproductivity.

A istudy ion ithe ievolution iof ipublic irelations iresearch ian ioverview iwas iexamined100.

iThe ifield iof ipublic irelations iis ioften imisunderstood, idue ito iits ihybridity, icomplexity

iand icompeting iperspectives iwithin ithe ifield iof ischolarship. iThis iessay, iwhich iis ibased
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ion iextensive iengagement iwith iliterature iconducted iover idecades iof iteaching iand

iresearching ithe isubject, ioutlines ithe imain ischools iof ithought iwithin ithe ifield. iThese

iare isummarised ias ia) iExcellence; ib) iAdvocacy; ic) iDialogue; iand id) iCritical iand

iCultural iapproaches. iEach iperspective ireflects ivariations iin iunderstanding iof ithe irole iof

ipublic irelations iin itheory iand ipractice, iranging ifrom iian iidealized iconceptualisation iof

ithe ipractitioner ito ia idemonised iview iof ithe ipractice. iIt irefers ithroughout ito idifferent

iattitudes i to iethics i found iwithin i these ischools, ias iapproaches i to i i ethics iprovide

ii – insight iiinto iunderstandings iof ithe irole iof ipublic irelations iwithin isociety. i

The iipiece iconcludes iwith ireflections ion ithe igrowing iengagement iwith ipromotional

iculture iand iemerging iresearch idirections.The iRole iof iPublic iRelations iin isensitizing

ipublic ion iGovernment iiProjects: iCase iof iNairobi iCounty iwas iconducted -in iKenya101.

iPublic irelations iis ia ivital itool ifor ithe igovernment ibecause iit iemphasizes ion idemocracy

iand igood igovernance. iThis istudy isought ito iestablish ithe irole iof ipublic irelations itools

iin isensitizing ithe ipublic ion igovernment iprojects in igovernment iministries iin ithe iCentral

iGovernment iin iNairobi. iSpecifically, ithe study examined: ithe ieffects iof imedia irelations

ion isensitizing ithe ipublic ion igovernment iprojects iin iNairobi i-County, iKenya; ithe

ieffects iof icommunity irelations i-on isensitizing ithe ipublic ion igovernment iprojects iin

iNairobi iCounty, iKenya; ithe ieffects iof isponsorships ion isensitizing ithe ipublic ion

igovernment iprojects iin iNairobi iCounty, iKenya; ithe ieffects iof iicommunity ievents ion

isensitizing ithe ipublic on igovernment iprojects iin iNairobi iCounty, iiKenya. iFor ithis istudy,

ithe iresearcher iused idescriptive isurvey idesign. iThe itarget ipopulation icomprised iheads iof

idepartmentsin istate icorporations iin iKenya iwhich itotals i162. iThis istudy iwas ia icensus

isurvey iof iall i162 istate icorporations iin iKenya.
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The iunit iof ianalysis icomprised iall ithe istate icorporations iwhereas ithe iunit iof

iobservationconsisted iof i162 iheads iof idepartments i(Public iRelations iOfficers) iof ieach

iState iCorporation, ithus iforming ia isample isize iof i162 irespondents. iPrimary idata iwas

icollected iusing iquestionnairesas ithe imain idata icollection iinstruments. i

The study ialso icollected idata-using ian iinterview ischedule. iSPSS iversion i20 iwas iadopted

iin ithe ianalysis iof iquantitative-data. iData iwas ipresentedin ithe iform iof ipie charts, igraphs

iand itables. iThemes iwere iused ito ianalyze iqualitative idata. iThe istudy ifound ithat imedia

irelations ipositively iand isignificantly iinfluence isensitisation ion igovernment iprojects;

icommunity irelations positively and significantly influence sensitisation ion igovernment

iprojects;sponsorships ipositively iand isignificantly iinfluence isensitisation ion igovernment

iprojects and-community ievents ipositively iand significantly iinfluence isensitisation

iongovernment iprojects. iThe istudy, itherefore, irecommends ithat istronger icommunication

imechanisms iishould ibe iinstalled iand iwell iintegrated iin ithe isystem ito iensure ieasier iand

iiconvenient idissemination iof iinformation ito ithe ipublic. iPR idepartment iof iany

iorganisation icontributes ito iits development iand ienhances icustomer's isatisfaction. iIn ithis

iline, ithe istudy irecommends ithat istrong iand iwell iintegrated iPR idepartment ishould ibe

iinstalled iin an iorganisation iand itherefore ishould ibe isufficiently ifunded itoensure iits

isuccess. iFurther, ithe istudy irecommends ithat iorganisations ishould idevise iways iand

imeans ito imaintain ia ilong-term icommitment iwith iclients.

A istudy ion ihow irebuilding icrisis iresponse istrategies i(RCRS) iwill iprotect iand isustain

ithe iuniversity‘s ireputationsduring iand iafter iemerging ioutbreaks iof ipandemic crises iwas

iicarried ioutin iNigeria103. iThe ioutbreak iof ithe i2019 inovel icoronavirus i(COVID-19) iis

iprojected ito ihave isevere ipotential ithreats ito iuniversity ireputation. i
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The istudy iis ion ithe isynthesis iof iuniversity i covid-19 irelated inews, isupported iby

relevant iliterature ireview ion iCovid-19 iand iuniversity ireputation, iand ithe istrength iof

iSituational iCrisis iCommunication iTheory‘s i(SCCT) irebuilding iresponse istrategies.

iHowever, ithe iauthors‘ ipersonal iexperiences iin iinvestigating ithe itrends ion ipandemic

icrises iand iuniversity ireputation isustainability ialso icontributed ito ithe istudy. iThis ipaper

ipredicts ithat iepidemics iand ipandemics ihave ia ipotential iimpact ion iuniversity ireputation,

ithus, iaffecting igood istakeholders‘ irelationships, iipositive imarketization, ismooth

ifunctionalization, iand ifavorable iworking ienvironments. iRebuilding iiresponse istrategies

ihave ithe ipower ito iprotect iand irebuild iPolytechnics‘ ireputations iduring iand iafter ia

ipandemic icrisis. iTherefore, irebuilding istrategies ishould ibe iconsidered iby iuniversity

ibodies ifor ireputational isustainability iduring iand iafter ia ipandemic icrisis iin ithe iNigerian

icontext. iThe ireview iis ilimited ito ithe ipandemic icrisis iand iits iresponse istrategies iamong

ihigher iinstitutions iof ilearning iin iNigerian. iWhile iNigerian ihigher iinstitutions iof

ilearning ireflect iupon ihow iito ibring ipositive ichanges iin iterms iof i–institution iof

ilearning-industry ireputation ifollowing ithis iCovid-19 ipandemic, isubsequent iresearch

ishould ialso iiconsider ithe ibest ipossible icrisis iresponse istrategy iamong iPolytechnics ito

imitigate ithe ieffects iof iisimilar ifuture pandemics icrises, ilooking iat iiother igeographical

icontexts. iThe istudy iserves ias irecommendations ifor iihigher iinstitutions iof ilearningi-and

ipolicymakers, ifocusing ion ireputation isustainability iduring ia ipandemic icrisis. ii–The

isuggestions imay ihelp iin ithe ialleviation iof iand ifight iagainst i an i emerging i pandemic-

related i outbreak, i offershigher iinstitutions iof ilearning i bodies i a i newly i i – enriching

iipandemic iresponse istrategy, iand ipartially iif inot icompletely imitigate ithe iimpact iof

COVID-19 ion ithe iinstitutions’ ireputation. iA istudy iwas iconducted ion ithe ieffectiveness
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iof iHRM iCrisis iManagement iPractices iin iEnhancing ithe iPerformance iof iEmployees iand

iOrganisations iin iLebanon104. i iThe iresearch iidentifies ithe iHR ipractices ithat ihave ibeen

iapplied iby iHR imanagers iand idepartments ito imanage ithe icurrent ifinancial iand

ieconomic icrisis itaking iplace iin iLebanon. iIt ialso iaimed iat iassessing ithe iimpact iiof

ithese ipractices ion iincreasing iemployees‘ iperformance, iand iaccordingly iits iimpact ion

iimproving ithe ioverall iorganisational iperformance iin icomparison ito ithe iimpact iof ithe

imarket isituation ion ithe ioverall iorganisational iperformance. iTo iconduct ithe istudy, ia

iliterature ireview iwas icomposed. iIt iindicated ithat iemployee iperformance iis idetermined

iby ithe imanagement ipractices iand ithat iit iwould idefinitely iaffect ithe iorganisational

iperformance. iMoreover, iit ialso ihighlighted ihow ithe imacro i- ienvironmental ifactors

iaffect ithe iorganisational iperformance. iThe iliterature ireview iprovided isome iinsights ion

ithe iLebanese imarket iand iindicated ithe cruelty iof ithe icrisis itaking iplace. iTo icollect

iprimary idata, ia iquantitative iresearch was idone ithrough ia iquestionnaire iand ianalyzed

ithrough iSPSS. iAccordingly iHR imanagers ihad iito ichange itheir igoals iand iobjectives,

ireduce iHR ibudget ion iHR iactivities, iadd imore icontrol ion iiemployee’s iperformance,

irelease ithe ileast iproductive iemployees iand ipromote ithe ihigh iperformers, iwork ion

imotivating iemployees iand icommunicating iinformation, iand iinterfere ito iprevent iconflicts.

The HR ipractices iproved ito ibe ieffective iin iincreasing iemployee iperformance, ihowever,

this increase in iemployee iperformance iwas inot ieffective ienough ito iincrease ithe-

organisational iperformance,as ithe imarket isituation iproved ito ibe igreatly iinfluential iand

more iimpactful ithan iemployee iperformance.

2.4 Gaps iof ithe iStudy

The irole iof ipublic irelations iin iresolving iconflict iin iFederal iMedical iCentre i(FMC) iwas



98

examined iin iAsaba, Nigeria97. The imajor iinstrument ithat iwas iused iin ithe idata icollection

was questionnaire. iThe findings of ithe istudy revealed among iothers ithat ipublic irelations

programs ihave isignificant effect in resolving conflicts ibetween iFMC iAsaba iand iher patients

(t=12.312, ip = 0.0012); adequate information iavailable to management significantly assists in

resolving conflicts iin iFMC i(t i= i2.692, ip i= i0.004) iand; ipublic relations iplay ia significant

role in resolving conflicts in FMC i(chi iwith i4 idegree iof ifreedom 376.36, ip = 0.000). iThe

gap iof ithis istudy iwas ithat ionly iquantitative iresearch idesign iwas iused, ino iqualitative inor

mixed imethod iresearch iwas iused.

A study on Public iRelations i(PR) iStrategy iin iImproving iInstitution iImage iwas icarried iout

in Uin Sumatera Utara, Medan99. iThe iresult ishowed ithat ithe irole iof iPR iistill inot imaximal.

It ican ibe iseen ithat ione iof ithem iiis ithe ilack iof publication ior idocumentation irelated ito

the iactivities iof iUIN-SU iwhich ican iactually ibe ipublished ias ian iattractiveness iof ithis

institution. In iaddition, ithe iPR iihas iseveral iobstacles, isuch ias ithe ilack iof ifunds iand

adequate ifacilities, ithus ibecoming ian iobstacle ifor itheoptimization iof iPR iwork. iThe igap

of ithis istudy iwas ithat ithe ifinding iwas ibased ion ian iinstition iin iIndonia, itherefore ithe

result cannot be generalised dueito peculiarity iof ithe iregion. A istudy iof iprimary iquantitative

research iaimed iat idetermining ithe idegree iof iuse iof ivarious iPublic iRelations itools iand

evaluating their perceived effectiveness iwith ithe ipublic iwas iconducted iin iCzech iChemical

Companies106. iThe ifindings irevealed ithat iPR itools iand idigital i iplatforms iare iplaying ian

increasingly iimportant irole iin isupporting iPR iefforts ito ireach ithe ipublic. The itools

supplemented iby ian ianalysis iof idifferences iin ithe iuse iof imonitored iPR itools iby ithe size

of companies iand idifferences iin ithe iperception iof ithe ieffectiveness iof ithe imonitored iPR

tools according to different icharacteristics iof irespondents. iA ibasic iresearch ito iidentify iithe
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factors of icrisis imanagement ieffectiveness iin iconstruction iprojects iwas iexamined90. iIt iwas

found that crisis imanagement istrategies iis ione iof ithe iseven ifactors. iThe iauthors iinitially

identified 25 idifferent ifactors, ibut ithe ifinal ishortlist iis iseven ifactors iin ithe iconstruction

projects.

A icritically ireview iof iextant iliterature isurrounding ithe iimpacts of ithe ipractice of iPR ion

job performance among employees of Nigerianiinstitutions of ihigher ilearning iwas performed97.

Findings ishowed ithat icritical iintra- organisational iPR imedia iicapable iof addressing the

characteristic iand ispecific ineeds iof ithe overall iand ispecific iinternal ipublics were

underscored iand isome ipolicy recommendations offered. iA istudy was conducted on the

effectiveness of HRM iCrisis Management iPractices iin iEnhancing ithe iPerformance of

Employees and Organisations iin iLebanon104. iThe ifindings irevealed ithat iemployee

performance is determined iby ithe imanagement practices iand ithat iit iwould idefinitely iaffect

the organisational iperformance. Moreover, it also highlighted how the macro environmental

factors affect the organisational performance. The gap of this study was only quantitative

research design was used, there was no qualitative research design nor mixed research design

that was used.
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2.5 Conceptual i-Framework

Independent i-Variables Dependent i-Variable

Public RelationsStrategies

 News i-Release
 Press i-Statement
 News i-Letters
 News i-Flash
 Media i-Chat
 Press i-Conference
 Town i-hall i-Meetings
 Whatsapp i-platforms

Causes of Crises

 Poor i-staff i-welfare
 Poor i-students i-welfare
 Extra fees imposed by

management
 Poor i-hostel i-condition
 Lack of Social amenities on

campus for students
 Cultism
 Draconian i-measures
 Use i-of i-drugs
 Non- i-payment i-of i-outstanding i-

allowances of staff

Organisational performance

 Peaceful i-Co-existence i-
between i-staff, i-students i-
and i-management i-team

 Absence i-of i-Cultism
 Conducive i-environment
 Smooth i-academic i-calendar
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Figure i-2.3: i-Conceptual i-Framework

Source: Researcher’s Concept

Endnotes

1 i-A. i-B. i-Ofuani, i-A.H. i-A. i-Sulaimon i-& i-S. i-A. i -Adebisi. i-Corporate i-Governance i-

Practices: i-A i-Comparative i-Study i-of i-Selected i-Public i-Corporations i-In i-Nigeria. i-

Academic i-Journal i-of i -Economic i-Studies, i-4(1), i-2018, i-192–202. i-Retrieved i-from i-

http:// i-www.ajes.ro/wp- i-content/uploads/ i-AJES_article_1_161.pdf

2 i-S. i-Bowen. i-A i-Practical i-Model i-for i-Ethical i-Decision i-Making i-in i-Issues i-Management
i-and i-Public i-Relations. i-Journal i-of i-Public i-Relations i-Research. i-17, i-2005, i-191-216. i-
10.1207/s1532754xjprr1703_1.
3 i-T. i-Babaleye. i -Principles i-and i-Practice i-of i-Public i-Relations. i-A i-handbook i-of i-Public
i-Relations i-for i-Nigerian i-Students. i-Third i-Edition, i-2020

4 i-A. i-M. i-Yahaya i-& i-U.I. i-Abubakar. i-Public i-Relations i-Perspectives i-on i-Electoral i-
Reforms i-as i-a i-Panacea i-For i-Consolidating i-Nigeria’s i-Democracy. i-Journal i-of i-Social i-
and i-Administrative i-Sciences, i-4(4), i-2017, i-45– i-57.

5. i - R. Kriyantono. Research i - Strategies i - and i - Media i - Relations i - in i - Public i -

Relations i - Practices. Journal i-Komunikatif. i-8, i-2019, i-178-190. i-10.33508/jk.v8i2.2287.

6. i-W. i-Jong. i-Meaning i-Making i-By i-Public i-Leaders i-In i-Times i-of i-Crisis: i-An i-Assessment. i-
Public i-Relations i-Review, i-43, i-2017, i-1025-1035.

7 i-R. i-Kriyantono i-& i-B. i-McKenna. i-Developing i-a i-Culturally-Relevant i-Public i-Relations i-

Theory i-for i-Indonesia. i-Malaysian i-Journal i-of i-Communication, i-33(1), i-2017, i-1-16.

8 i-R. i-Kriyantono, i-N.A. i-Destrity, i-A.A. i-Amrullah i-& i-F.Y. i-Rakhmawati. i-Management i-Of
i-Public i-Relations i-For i-Supporting i-The i-Anti-Corruption i-National i-Program i-In i-

http://www.ajes.ro/wp-


102

Indonesia. i-International i-Journal i-of i-Applied i-Business i-& i-Economic i-Research, i-

15(20), i-2017, i-293-303.
9 i-A.A. Anani-Bossman. “Developing a Framework for Public Relations Practice: A Study of
the Financial Services Sector in Ghana.” A PhD Dissertation University of South Africa,
2019
10 i-O. i-Ihlen, i-B. i-van i-Ruler i-& i-M. i-Fredriksson. i-Public i-Relations i-and i-Social i-Theory: i-
Key i-Figures i-and i-Concepts i-(2nd i-edition). i-New i-York: i-2018
11 i-H. i-Wang. i-Research i-on i-the i-Application i-of i-Modern i-Public i-Relations i-in i-Enterprise i-
Management. i-Journal i-of i-Taxes. i-No. i-28, i-2018, i-224-225.

12 i-J. i-Gao. i-A i-Probe i-into i-Corporate i-Public i-Relations i-in i-the i-New i-Media i-Age. i-

Journal i-of i-Chongqing i-Administration i-(Public i-Forum). i-No.06, i-p. i-2018, i-74-76.



103

13 i - W. i -Shao. i -A i -Brief i -Analysis i -of i - the i -Role i -of i -Public i -Relations i -Strategy i -

in i -Enterprise i -Strategy. Journal i-of i-Contemporary i-Economics. i-No.20, i-2018, i-p.110-
111.

14 i-H. i-Wang. i-On i-the i-Construction i-of i-Public i-Relations i-in i-Enterprises. i-Journal i-of i-

Technology i-and i-Economic i-Guide. i-No.22, i-2018, i-p. i-246.

15 i-M. i-Gesualdi. i-Revisiting i-The i-Relationship i-Between i-Public i-Relations i-and i-Marketing:
i-Encroachment i-and i-Social i-Media. i-Public i-Relations i-Review, i-45(2), i-2019, i-372- i-382.
i-https://doi.org/10.1016/j.pubrev.2019.12.002

16 i- P. S. Ngondo. “An Exploratory Study: Digital and Social Media Use by Zimbabwean

Public Relations Practitioners.” Public Relations Journal, 2019 12 (3): 55. [Google
Scholar].

17 i- I. Fathurrochman, Kusen, Y. Rahman, A. T. Sukmana & H. Indarto.The Public Relations

Strategies at Higher Education in Indonesia.Journal of Critical Reviews.2020, ISSN- 2394-
5125 Vol 7, Issue 08

18 G. Dietrich. PR Pros Must Embrace the PESO Model, 2018.

Spinsucks. i-https://spinsucks.com/communication/pr-pros-must-embrace-the-peso-model/

19 i-L i-V. i-Clarke, i-V. i-Braun,G. i-Terry i-& i-N. i-Hayfield i-. i-Thematic i-Analysis. i-In i-P. i-
Liamputtong. i-(Ed.), i-Handbook i-of i-Research i-Methods i-In i-Health i-And i-Social i-Sciences, i-
2019, i-(pp. i-843-860). i-Springer

20 i-I. i-Allagui i-& i-H. i-Breslow. i-Social i-Media i-For i-Public i-Relations: i-Lessons i-From i-Four
i-Effective i-Cases. i-Public i-Relations i-Review, i-42(1), i-2017, i-20-30. i-
https://doi.org/10.1016/j.pubrev.2015.12.001

21 i- D. Kyere-Duah. Evaluating Public Relations Strategies of Tertiary Institutions: A Study
of Technical Universities in Ghana. A Masters Thesis Submitted to School of Graduate
Studies And Research, Ghana Institute of Journalism, 2021

22 i - I. i-G. i-Aleyi. i-Public i-Perception i-Of i-The i-Role i-Of i-Public i-Relations i-in i-The i-

Implementation i-of i-N- i-Power i-in i-Benue i-State. i-A i-Masters i-Thesis i-Submitted i-to i-the i-

Department i-of i-Mass i-Communication, i-Igbinedion i-University, i-Okada, i-2021

23 i-R. i-Edgett. i-Toward i-An i-Ethical i-Framework i-For i-Advocacy i-In i-Public i-Relations. i-

Journal i-of i-Public i-Relations i-Research, i-2017

24 i-E.S. i-Asemah. i-Public i-Relations i-Strategies i-and i-The i-Implementation i-of i-The i-

https://doi.org/10.1016/j.pubrev.2019.12.002
https://spinsucks.com/communication/pr-pros-must-embrace-the-peso-model/


104

Millennium i-Development i-Goals i-In i-Nigeria, i-2016, i-In i-JORDIND i-9(2).

25 i- A. Anum & S. Apriyanto. Detecting Gender Strategies in Learning Speaking. Premise:
Journal of English Education, 2019, 8(1), 57-72.

26 i -H. i-E. i-Bassey, i-G.B. i-Ndolo i-& i-F.N. i-Igbara. i-The i-Role i-of i-Public i-Relation i-in i-

Building i-Corporate i-Image: i-A i-Study i-of i-First i-Bank i-of i-Nigeria i-Plc, i-Calabar. i-

Contemporary i-Journal i-of i-Interdisciplinary i-Research i-Vol i-1, i-2021, i-Pages i-64 i-- i-72,
i-Available i-at i-SSRN: i-https://ssrn.com/abstract=3904793

27 i -Y. i-J. i-Sohn i-& i -H.H. i-Edwards. i-Strategic i-Ambiguity i-And i-Crisis i-Apologia: i-The i-
Impact i-of i-Audiences’ i-Interpretations i-of i-Mixed i-Messages. i-International i-Journal i-of i-
Strategic i-Communication, i-12(5), i-2018, i-552-570.

28 i - F. i-A. i-Kperogi. i-Zuckerberg, i-Facebook i-And i-Why i-Hausa i-Is i-A i-Unique i-Language,
i-2017. i-Retrieved i-November i-11, i-2018, i-from i-https://www.farooqkperogi. i-

com/2016/09/zuckerberg- i-facebookand-why-hausa-is.htm

29 i-E. i-Igbinoba, i-H. i - Falola i-& i-A. i-Osibanjo. i-Survey i-Datasets i-on i-The i-Influence i-of i-
Conflict i-Management i-Strategies i-On i-Academic i-Staff i-Productivity i-In i-Selected i-Public i-
Universities i-In i-Nigeria. i-Data i-in i-Brief, i-19, i-2018, i-322–325. i-https://doi. i-

org/10.1016/j.dib.2018.04.139

30 i -W. i - Jong. i -Meaning i -Making i -By i -Public i - Leaders i - In i - Times i - of i -Crisis: i -

An i -Assessment. i -Public i-Relations i-Review, i-43(5), i-2017, i-1025-1035.
31 i B. i -O. i -Otubanjo, i -O. i -C. i -Amujo i -& i -T.C. i -Melewar i -150 i -Years i -of i -Public i -
Relations i -Practices i - In i-Nigeria, i-1859 i-– i-2009. i-Public i-Relations, i-Advertizing i-& i-

Marketing i-Journal, i-23(2), i-2010, i-20–31

32 i-Wikipaedia.org. i-Definition i-of i-Crisis i-Management, i-2010

33 i-M. i-U. i -Nnam. i-Conflict i-and i-Conflict i-Management: i-A i-Springboard i-For i-Success i-
and i-Progress i-in i-Organisations i-in i-Nigeria. i-International i-Journal i-of i-Development i-
and i-Management i-Review, i-8(1), i-2018, i-54-66.

34 i H.G.O. Igben & M. Ugbome. The Use of Public Relations for Forging Mutual
Understanding Between Colleges of Education and Their Publics in Nigeria. International
Journal of International Relations, Media and Mass Communication Studies, Vol.8,
No.1, 2021, 31-41, 2021.

35 i-J. i-Robinson, i-W.J. i-Roy i-& i-R.A. i-Clifford. i-Conflict i-Management i-in i-Community i-

Groups, i-University i-of i-Illinois i-at i-Urbana-Champaign, i-North-Central i-Regional i-

Extension i-Publication, i-1974, i-36-45.

https://ssrn.com/abstract%3D3904793


105

36 i - S. i - Hopegood. i - Our i - Principles, i - Values, i - and i - Shared i - Humanity. i -

Worlds i - of i - Education. i-
https://www.worldsofeducation.org/en/woe_homepage/woe_detail/16719/%C2%AB, i-2020
37 i - X. i - Wenting. i - Discussion i - on i - Strategies i - of i - Crisis i - Management i -in i – University i under i - the i-Background of Social Media. ScienceJournal of iEducation. 2019;7(1):14-8. doi: i
10.11648/j.sjedu.20190701.13.

38 i-A. i-Shrestha, i-M. i-Khouli, i-S. i-Bajracharya, i-R. i-House i-& i-J. i-Mugele. i-Development i-and

i-Implementation i-of i-First i-Hospital-Based i-Epidemic i-Outbreak i-Management i-Plan: i-

Lessons i-Learned i-from i-Nepal. i-Prehosp i-Disaster i-Medical. i-2019;34(Suppl i-1):S56. i-doi:

i-10.1017/s1049023x19001274.

39 i -O. i-Anna. i-Motivation i-and i-Job i-Performance i-Of i-Lecturers i-Of i-Tertiary i-Institutions i-
In i-Nigeria: i-Implication i-For i-Counseling i-World. i-Journal i-of i-Educational i-Research i-

Vol. i-4, i-No. i-2, i-2017

40 i-P. i-Fatuzzo i-. i-Top i-Universities i-in i-Nigeria.2017 i-Nigeria i-UniRanking. i-Retrieved i-

5/4/2018 i-from i-www.4icu.org/ng/

41 i-E. i-James i-& i-L. i-Wooten i-& i-K. i-Dushek. i-Crisis i-Management: i-Informing i-a i-New i-

Leadership i-Research i-Agenda. i-The i-Academy i-of i-Management i-Annals. i-5., i-2011, i-
455-493. i-10.1080/19416520.2011.589594.

42 i-L. i-Alemu. i-Organisational i-Conflict i-Management i-Strategies i-of i-Hotel i-Sectors i-In i-

Ethiopia: i-Employees i-Perception i-on i-The i-Practices i-in i-Case i-of i-Selected i-Hotels i-in i-

Wolaita i-Sodo i-Town, i-Southern i-Ethiopia. i-The i-International i-Journal i-of i-Business i-& i-

Management, i-10-16. i - 2018

43 i-N. i-E. i-Chigozie. i-Impact i-of i-Organisational i-Conflict i-on i-Employee i-Job i-Performance
i-in i-Selected i-Hotels i-(In i-Lagos i-Nigeria). i-Turizam, i-21(1), i-2017, i-45-64.

44 i-A. i-G. i-Awan i-& i-S. i-Saeed. i-Conflict i-Management i-and i-Organisational i-Performance:
i-A i-Case i - Study i-of i-Askari i-Bank i-Ltd. i-Research i-Journal i-of i-Finance i-and i-

Accounting, i-6(11), i-2015, i-88-102.

45 i -T. i-Babaleye, i-Principles i-and i-Practice i-of i-Public i-Relations. i-A i-handbook i-of i-Public i-
Relations i-for i-Nigerian i-Students. i-Third i-Edition, i-2020

46 i - C. Ushie.Public Relations Practice and Crisis Management: A Study of the Federal
College of Education, Obudu. Journal of Contemporary Research 2021, 18 (3): 2-30

47 i-C.J. i-Tillman, i-K. i-Gonzalez, i-W.S. i-Crawford i-& i-E.R. i-Lawrence. i-Affective i-Responses i-
to i-Abuse i-in i-the i-Workplace: i-The i-Role i-of i-Hope i-and i-Affective i-Commitment. i-

International i-Journal i-of i-Selection i-and i-Assessment i-26 i-(1), i-2018, i-57–65.

http://www.worldsofeducation.org/en/woe_homepage/woe_detail/16719/%C2%AB
http://www.worldsofeducation.org/en/woe_homepage/woe_detail/16719/%C2%AB
http://www.4icu.org/ng/


106

48 i-S. i-Pradhan, i-S. i-& i-L.K. i-Jena. i-Abusive i-Supervision i-and i-Job i-Outcomes: i-A i-

Moderatedi-Mediation i-Study. i-Evidence i-Based i-HRM i-6 i-(2), i-2018, i-137–152.

49 i-Y. i-A. i-Odugbesan-Omede. i-Why i-Leadership i-Means i-Empathy i-for i-Others, i-2018. i-The i-
Guardian i-Nigeria i-News i-- i-Nigeria i-and i-World i-News. i-https://guardian.ng/issue/why-
leadership-means- i-empathy-forothers/

50 i -D. i -Sanders. i -Placing i -Trust i - in i -Employee i -Engagement, i -Employment i -
Relations, i -2020. i -A i -CAS i-Council.https://archive.acas.org.uk/media/3538/Placing-Trust-
in i-EmployeeEngagement/pdf/Placing-Trust-in-Employee-Engagement.pdf

51 i-H. i-Brhane i-& i-S. i-Zewdie. i-A i-Literature i-Review i-on i-the i-Effects i-of i-Employee
i-Relation i-on i - Improving i-Employee i-Performance. i-International i-Journal i-in i-
Management i-and i-Social i-Science, i-6(4),

2018,66–76.
https://www.academia.edu/38377948/A_Literature_Review_on_the_Effects_of_Employee_Rel
at i-ion_on_Improving_Employee_Performance

52 i-M. i-Hakanen. i-The i-Development i-and i-Management i-of i-Interpersonal i-Trust i-in i-a i-

Business i-Network i-in i-Health, i-Exercise, i-and i-Wellbeing i-Markets. i-University i-of i-

Jyväskylä, i-2017

53 i-W. i-Jong i-& i -K. i-Brataas. i-Victims i-As i-Stakeholders: i-Insights i-From i-The i-Intersection
i-of i-Psychosocial, i-Ethical, i-and i-Crisis i-Communication i-Paths. i-Journal i-of i-

International i-Crisis i-and i-Risk i-Communication i-Research, i-4(1), i-2021, i-73-92.

54 i-J. i-D. i-Fraustino i-& i-A.K. i-Kennedy. i-Care i-In i-Crisis: i-An i-Applied i-Model i-of i-Care i-
Considerations i-For i-Ethical i-Strategic i-Communication. i-Journal i-of i-Public i-Interest i-

Communications, i-2(1),2018, i-18-18.

55 i-J. i-D. i-Fraustino i-& i-A.K. i-Kennedy. i-Care i-In i-Crisis: i-An i-Applied i-Model i-of i-Care i-
Considerations i-For i-Ethical i-Strategic i-Communication. i-Journal i-of i-Public i-Interest i-

Communications, i-2(1),2018, i-18-18.

56 i - F. i - Nickols. i - Strategy, i - Strategic i - Management, i - Strategic i - Planning i - and
i - Strategic i - Thinking. Distance i-Consulting i-LLC. i-2016

57 i-M. i-Ridwan. i-Strategic i-Planning i-Practices. i-An i-Empirical i-Study i-In i-The i-Indonesian i-

Banking i-Industry. i-Doctoral i-dissertation, i-University i-of i-Southampton i-2015

58 i-W. i-E. i-Nwagwu. i-E-Learning i-Readiness i-of i-Universities i-In i-Nigeria-What i-Are i-The i-
Opinions i-of i-The i-Academic i-Staff i-of i-Nigeria’s i-Premier i-University?. i-Education i-and i-

Information i-Technologies, i-25(2), i-2020, i-1343-1370.

https://guardian.ng/issue/why-leadership-means-empathy-forothers/
https://guardian.ng/issue/why-leadership-means-empathy-forothers/
https://guardian.ng/issue/why-leadership-means-empathy-forothers/
https://www.academia.edu/38377948/A_Literature_Review_on_the_


107

59 i-Y. i-Huang i-& i-M. i-DiStaso. i-Responding i-To i-A i-Health i-Crisis i-On i-Facebook: i-The i-

Effects i-of i-Response i-Timing i-And i-Message i-Appeal. i-Public i-Relations i-Review, i-46(3), i-

2020, i-101909

60 i-S. i-A. i-Aladwan i-& i-S. i-I. i-Alshami. i-The i-Impact i-of i-Service i-Excellence i-And i-Service i-

Innovation i-on i-Organisational i-Reputation: i-Quantitative i-Evidence i-From i-Jordanian i-

Public i-Sector. i-The i-TQM i-Journal, i-2021
61 i-K. i-Randiek. i-Role i-of i-Online i-Crisis i-Response i-Strategies i-on i-Organisational i-

Reputation i-at i-Kenya i-Power i-and i-Lighting i-Company i-(Doctoral i-dissertation, i-United i-

States i-International i-University- i-Africa). i-2019
62 i-K. i-L. i-Gwebu, i-J. i-Wang i-& i-L. i-Wang. i-The i-Role i-of i-Corporate i-Reputation i-and i-

Crisis i-Response i-Strategies i-In i-Data i-Breach i-Management. i-Journal i-of i-Management i-
Information i-Systems, i-35(2),2018, i-683-714.

63 i-R. i-Kriyantono i-& i-B. i-McKenna. i-Crisis i-Response i-Vs i-Crisis i-Cluster: i-A i-Test i-of i-
Situational i-Crisis i-Communication i-Theory i-on i-Crisis i-With i-Two i-Crisis i-Clusters i-In i-

Indonesian i-Public i-Relations. i-Journal i-Komunikasi: i-Malaysian i-Journal i-of i-

Communication, i-35(1). i-2019

64 i-Q. i-Li, i-H. i-Wei i-& i-D. i-Laufer. i-How i-To i-Make i-An i-Industry i-Sustainable i-During i-An i-
Industry i -Product i-Harm i-Crisis: i-The i-Role i-of i-A i-Consumer’s i-Sense i-of i-Control. i-

Sustainability, i-11(11), i-2019, i-3016

65 i-C. i-Orpen. i-The i-Interactive i-Effects i-of i-Communication i-Quality i-And i-Job i-

Involvement i-on i-Managerial i-Job i-Satisfaction i-And i-Work i-Motivation. i-The i-Journal i-of i-
Psychology i-131(5), i-2013, i-519-522. i-http:// i-dx.doi.org/10.1080/00223989709603540 i-.

66 i-M. i-Ince i-& i-H. i-Gül. i-The i-Role i-of i-the i-Organisational i-Communication i-on i-

Employees‟ i-Perception i-of i-Justice: i-A i-Sample i-of i-Public i-Institution i-from i-Turkey. i-
European i-Journal i-of i-Social i-Sciences. i-Vol. i-21 i-(1) i-2015.

67 i-F.O. i-Onah. i-Human i-Resource i-Management i-4th i-Edition. i-Enugu: i-John i-Jacob’s i-

Classic i-Publishers i-Limited, i-2015.

68 i-S. i-Ahmed i-& i-S.A. i-Pawar. i-A i-Study i-of i-Communication i-Strategies i-Employed i-by i-
Radfan i-College i-EFL i-Students i-in i-their i-Classroom i-Interactions. i-7, i-2018, i-163 i-- i-176.

69 i-J. i-Bergenfalk. i -Coronavirus, i-Risk, i-and i-Responsibility. i-A i-Governmental i-Analysis i-of
i-Swedish i-Crisis i-Management i-During i-the i-Covid-19 i-Pandemic, i-unpublished i-MA i-

thesis, i-Lund i-University, i-Sweden, i-2020

70 i-S. i-Taneja, i-M. i-Pryor, i-S. i-Sewell i-& i-A. i-Recuero. i-Strategic i-Crisis i-Management: i-A i-



108

Basis i-for i-Renewal i-and i-Crisis i-Prevention. i-Journal i-of i-Management i-Policy i-& i-Practice
i-[serial i-online]15(1), i-2015, i-78-85. i-Available i-from: i-Business i-Source i-Complete, i-

Ipswich, i-MA

71 i-Management i-Study i-Guide. i-Crisis i-Management i-- i-Meaning, i-Need, i-and i-its i-Features, i-
2013. i-Retrieved i-16th i-February i-2015 i-from: i-
http://www.managementstudyguide.com/crisismanagement.htm

72 i-K. i-E. i-Weick i-& i -K. i-M. i-Sutcliffe. i-Managing i-the i-Unexpected. i-Resilient i-
Performance i-in i-an i-Age i-of i-Uncertainty. i-San i-Francisco: i-Wiley, i-2007

73 i-C. i-Baubion. i-Strategic i-Crisis i-Management." i-Organisation i-for i-Economic i-

Cooperation i-and i-Development. i-Public i-Governance i-and i-Territorial i-Development i-

Directorate, i-3 i-Dec. i-2012. i-Web.

74 i-G. i-Bodie i-& i-N. i-Crick. i-Theory i-of i-Communicative i-Action. i-Vol. i-1: i-Reason i-and i-the i-
rationalization i-of i-society. i-Boston, i-MA: i-Beacon i-Press. i-2014

75 i-D. i-Wright i-& i-M. i-Hinson. i-Tracking i-How i-Social i-and i-Other i-Digital i-Media i-are i-
Being i-Used i-in i-Public i-Relations i-Practice: i-A i-Twelve-Year i-Study. i-Public i-Relations i-

Journal, i-11(1), i-2017, i-1-30.

76 i- H. Bassey, E. Ndolo, B. Goodluck & F.N. Igbara. The Role of Public Relation in Building
Corporate Image: A Study of First Bank of Nigeria Plc, Calabar. Contemporary Journal of
Interdisciplinary Research, 2021, Vol 1. 64 - 72 2021, Available at SSRN:
https://ssrn.com/abstract=3904793

77 i-C. i-Kim i-& i-K. i-Freberg i-. i-Social i-Care i-and i-Professional i-Standards: i-Developing i-An
i-Ethical i-Decision-Making i-Model. i-Presented i-at i-The i-Bridge i-Conference, i-2018.

78 i-E.O. i-Okwor. i-Communication i-in i-the i-classroom. i-In i-U.L i-lgbokwe, i-and i-U.N. i-Eze, i-
(Eds.) i-Classroom i-Management i-For i-Curriculum i-Implementation: i-Applying i-

Psychological i-Principles. i-Enugu: i-Timex. i-2009

79 i-F.O. i-Onah. i-Human i-Resource i-Management i-4th i-Edition. i-Enugu: i-John i-Jacob‘s i-

classic i-publishers i-Limited. i-2015
80 i - F.O. i-Onah. i-Human i-Resource i-Management i-4th i-Edition. i-Enugu: i-John i-Jacob‘s i-

classic i-publishers i-Limited. i-2015

81 i -B. i-Jokanović, i - I. i-Tomić i-& i-L. i-Duđak. i-Organisational i-Conflict i-Resolution. i-In i-

Proceedings i-of i-the i-XVII i-International i-Scientific i-Conference i-on i-Industrial i-

Systems, i-IS, i-2017, i-(pp. i-446-451).

http://www.managementstudyguide.com/crisismanagement.htm
https://ssrn.com/abstract=3904793


109

82 i - E. i-N. i-Mikkelsen i-& i-S. i-Clegg. i-Unpacking i-The i-Meaning i-of i-Conflict i-In i-

Organisational i-Conflict i-Research. i-Negotiation i-and i-Conflict i-Management i-Research,

i-11(3), i-2018, i-185-203

83 i -B. i-A. i-Olang. i-The i-Influence i-of i-Conflict i-Management i-on i-Organisational i-

Performance: i-A i-Case i-Of i-Stimasacco i-Society i-Limited i-(Doctoral i-dissertation, i-United i-

States i-International i-University- i-Africa). i-2017
84. i-H.T. i-Abdoul-Azize i-& i-R. i-El i-Gamil. i-Social i-Protection i-as i-a i-Key i-Tool i-in i-Crisis i-
Management: i-Learnt i-Lessons i-From i-The i-COVID-19 i-Pandemic. i-Global i-Journal i-of i-

Social i-Welfare, i-2020, i-1–10.

85 i-. i-H.T. i-Abdoul-Azize i-& i-R. i-El i-Gamil. i-Social i-Protection i-as i-a i-Key i-Tool i-in i-Crisis i-
Management: i-Learnt i-Lessons i-From i-The i-COVID-19 i-Pandemic. i-Global i-Journal i-of i-

Social i-Welfare, i-2020, i-1–10.

86 i-G. i-Carayannopoulos. i-Role i-of i-Government: i-The i-Solution i-To i-Managing i-Crises? i-

Austin i-Journal i-of i-Public i-Administration. i-2017, i-76, i-251–265.

87 i-D.A. i-Christensen i-& i-J. i-Aars. i-Countering i-fear: i-Democratic i-States’ i-Ability i-to i-Ease
i-Citizens’ i-Fear i-of i-Terrorism. i-In i-Societal i-Security i-and i-Crisis i-Management; i-Lægreid, i-
P., i-Rykkja, i-L., i-Eds.; i-Palgrave i-Macmillan: i-Cham, i-Switzerland; i-London, i-UK, i-2019;
i-pp. i-285–302.

88 i -A.Y.A. i-Majli i-&i-H.F.Tamimi. i-The i-Impact i-of i-Crisis i-Management i-Strategy i-on i-The
i-Performance i-of i-The i-Employees i-of i-Arab i-Potash i-Company" i-An i-Applied i-Study". i-

International i-Journal i-of i-Scientific i-Research i-and i-Management, i-6(04). i-2018

89 i -S.R. i-Olawale i-. i-Crisis i-Management i-Strategy i-and i-its i-Effects i-on i-Organisational i-
Performance i-of i-Multinational i-Corporations i-in i-Nigeria: i-Empirical i-Evidence i-from i-

Promassidor i-Ltd. i-Sourced. i-European i-Journal i-of i-Business i-and i-Management, i-6(23),
i-2014, i-pp.79-86

90 i-A. i-Mhaske i-and i-S.D. i-Khandekar. i-Factors i-Affecting i-Crisis i-Management i-in i-

Construction i-Project. i-Journal i-of i-Engineering i-and i-Technology, i-3(7), i - 2016, i-pp. i-
1346–1349.
91 i -A. i-M. i-Jibai. i-Crisis i-Management: i-A i-Prudent i-Leader i-for i-Long-term i-Corporate i-
Sustainability i-in i-the i-Context i-of i-Insurance i-Companies, i-Adnan i-Kassar i-School i-of i-
Business. i-Adnan i-Kassar i-School i-of i-Business. i-doi: i-2018, i-

10.22201/fq.18708404e.2004.3.66178
92 i-A. i-M. i-Chaudhry i-& i-R. i-Asif. i-Organisational i-Conflict i-and i-Conflict i-Management: i-
ai-synthesis i-of i-literature. i-Journal i-of i-Business i-and i-Management i-Research, i-9, i-2015,
i-238-244.



110

93 i -O. i-Ebhote i-& i-M. i-Osemeke. i-Conflict i-Management: i-Managerial i-Approach i-towards

i-Improving i-Organisational i-Performance. i-International i-Review i-of i-Social i-Sciences i-

and i-Humanities, i-9(1), i-2015, i-51-60.
94 i-O. i-Henry. i-Organisational i-Conflict i-and i-Its i-Effects i-on i-Organisational i-Performance.
i-Research i-Journal i-of i-Business i-Management, i-2(1), i-2017, i-16-24.

95 i -M. i-S. i-Neill. i-Change i-Management i-Communication: i-Barriers, i-Strategies i-& i-

Messaging. i-Public i-Relations i-Journal i-Vol. i-12 i-Issue i-1, i-2018

96 i -G.A. i-Itodo. i-Public i-Perception i-of i-The i-Role i-of i-Public i-Relations i-In i-The i-

Implementation i-Of i-N- i-Power i-In i-Benue i-State. i-Masters i-Thesis, i-Department i-Of i-

Mass i-Communication, i-Okada, i-Igbinedion i-University, i-2021

97 i -R.C. i-Iyadi i-and i-C.Okolie. i-Public i-Relations i-Strategies i-and i-Image i-Management i-in
i-Time i-of i-Organisational i-Conflict i-. i-Nigerian i-Journal i-of i-Management i-Sciences i-Vol.
i-6 i-No.1, i-2017

98 i -G. i-E. i-Ugwuonah i-and i-Raphael i-V. i-Okonkwo. i-Application i-of i-Public i-Relations i-
Tools i-in i-Crisis i-Management i-of i-Major i-International i-Oil i-Companies i-In i-Nigeria.RSU i-

Journal i-of i-Strategic i-and i-Internet i-Business i-Vol. i-3, i-Issue i-1, i-2018 i-. i-pp.15-31, i-
ISSN i-– i-2659-0816-2659-0832

99 i - Nurhanifah. i-Public i-Relations i-(PR) i-Strategy i-In i-Improving i-Institution i-Image: i-Case
i-Study i-Of i -Uin i-Sumatera i-Utara, i-Medan. i-International i-Journal i-of i-International i-
Relations, i-Media i-and i-Mass i-Communication i-Studies i-Vol.4, i-No.3, i-2018, i-pp.1-7

100 i - J. i-Fawkes i-(2018). i-The i-Evolution i-of i-Public i-Relations i-Research i-–An i-Overview. i-
Communication i-& i-Society i-ISSN i-0214-0039E, i-2018, i - ISSN i-2386-7876 i-doi: i-

10.15581/003.31.4.159-171

101 i - W. i-Kaleli, i-W.N. i-Otslulah i-& i-C. i-Mutusya. i-The i-Role i-of i-Public i-Relations i-in i-

sensitizing i-public i-on i-Government i-Projects i-in i-Kenya: i-Case i-of i-Nairobi i-County. i-

Journal i-of i-Development i-and i-Communication i-Studies, i-Vol. i-8. i-No. i-1, i-January i-- i-
June, i-2021, i-ISSN i-(Online i-& i-Print): i-2305- i-7432 i-.

102. i-A. i-A. i-Al-Khrabsheh. i-Impact i-of i-Strategic i-Planning i-on i-Crisis i-Management i-in i-the
i-Profit i-and i-Non-Profit i-Sector i-in i-Jordan. i-Academy i-of i-Strategic i-Management i-

Journal i-Volume i-17, i-Issue i-5 i-2018

103 i -D.D. i-Egede, i-M. i-Mahamed, i-Z. i-Abdullah i-and i-N. i-B. i-Hashim. i-Rebuilding i-Crisis i-
Response i-Strategies: i-Nigerian i-University i-Reputation i-Sustainability i-during i-and i-after i-



111

the i-Covid-19 i-Pandemic i-Crisis. i - International i-Journal i-of i-Academic i-Research i-in i-

Business i-and i-Social i-Sciences, i-11(6), i-2021, i-1448–1466.

104 i-D. i-Hankir. i-The i-Effectiveness i-of i-HRM i-Crisis i-Management i-Practices i-in i-Enhancing
i-the i-Performance i-of i-Employees i-and i-Organisations i-in i-Lebanon. i-International i-

Journal i-of i-Science i-and i-Research i-(IJSR), i-2020, i-ISSN: i-2319-7064

105.Aristotle. Rhetoric. Translated by W.Rhys Roberts, The Internet Classic Archive, (350 BC)
[revieved 20.04.2015]. http://classics, mit.edu//Aristotle/rhetoric.html

106. M. Jelinkova, H. Lostakova & K. Machackova. The Use of PR Tools and Analysis of
Their Effectiveness as Viewed by Managers of Czech Chemical Companies. Hradec
Economic Days (HED), 2021, doi: 10.36689/uhk/hed/2021-01-030

107. S.O. Onwe & D.M.E. Nwogbaga. The Causes of Conflicts and Crisis in School
Management.IOSR Journal of Humanities and Social Science (IOSR-JHSS) Volume 19,
Issue 12, Ver. V, 2014, 08-12

I



112

Chapter Three

MethodologyRe

This chapter focuses on research methodology which consists of research design, population of

the study, sampling methods, research instruments, validation of instruments, reliabilityiof

instruments and administration of iresearch instruments for data collection.

3.1 Research iDesign

This study adopted the descriptive survey research design.The descriptive survey research

design was adopted because it accurately and systematically describe a population, situation or

phenomenon1. It involves collecting data from a sample of individuals through surveys,

questionnaires, or interviews, and then summarising and presenting the findings in a descriptive

manner.

3.2 i-Population of ithe iStudy

The population of this study involved all staff and students of The Federal Polytechnic, Ilaro,

Ogun State, Nigeria.

Table 3.1 Population of Employees and Students at The Federal Polytechnic, Ilaro

S/No Category Population

1. Teaching i–Staff 495

2. Non-Teaching i–Staff 464

3. Students i-Population i-(ND i-I i-–HND i-II) 14,190

Total 15,149

Source3
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3.3 Sample i-and i-Sampling i-Techniques

The Sampling Technique used in this study was Cluster Sampling Method. Cluster sampling is

a sampling plan used when mutually homogeneous yet internally heterogeneous groupings are

evident in a statistical population.

The isample isize iwas idetermined iusing iSlovin’s iFormular:

n =

where:

n = number of samples

N = total population

e = error margin / margin of error

e = 0.075

e2 = 0.005625

For teaching staff,

N = 495

= 3.784

n = = 495/3.784 =130.8 ≈131

For Non-Teaching Staff,

N = 464

= 3.61

n = = 464/3.61 =128.5 ≈129
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For Students,

N = 14,190

= 35

n = = 14190/35 =405.43 ≈405

By using Slovin’s formular, a sample size ofi-131 iteaching istaff , i129 i-non-teaching istaff

and i405 istudents iwas igotten.Therefore, the total sample size used in this study was 665.

Table i-3.2 Sample size of iEmployees and Studentsi-for the Study

S/No Category Sample i-Size

1. Teaching i-Staff 131

2. Non-Teaching i-Staff 129

3. Students 405

Total 665

Source3 i-

3.4 Description i-of i-the i-Research i-Instrument

The iResearch iInstrument ithat iwas iused iin ithis istudy iwas ia questionnaire. iThe iprimary

data was-collected iusing ia iresearch iquestionnaire. The iquestionnaire iis icategorized iinto 6

sections, ithe ifirst isection icontains iquestions ion ithe idemography iof ithe irespondents isuch

as igender, iage, ieducational iqualification, iyears iof iexperience ietc.

Section two contains information on the “ PR strategies for crisis management techniques at

The Federal Polytechnic, Ilaro and 10 items were used in the section with rating scale of 5 likert

scale of strongly disagree = 5, Disagree = 4, Undecided =3, Agree =2 and Strongly Agree = 1.
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The section three contained information on the “crisis management techniques in Federal

Polytechnic Ilaro and it has 7 items with rating scale of 5 likert scale of strongly disagree = 5,

Disagree = 4, Undecided =3, Agree =2 and Strongly Agree = 1, -section ifour icontained

information ion i“existing imethods iof ihandling icrisis iin ithe iFederal iPolytechnic i, iIlaro

and iit ihas i5 iitems iwith irating iscale iof i5 ilikert iscale iof istrongly idisagree = 5, iDisagree

i= i4, iUndecided i=3, iAgree i=2 iand iStrongly iAgree i=1 isection ifive icontained

iinformation ion ithe ifactors iinfluence imanagement iattitude ito icrisis iat The Federal

Polytechnic, iIlaro iand iit ihas i5 iitems iwith irating iscale iof i 5 ilikert iscale iof istrongly

disagree i=5, iDisagree i= i4, iUndecided i=3, iAgree i=2 iand iStrongly iAgree=1 iwhile

section isix icontained iinformation ion ithe ispecific iachievements iof ithe iPR istrategies iand

organisational istructures ithat ienhance ithe iobjectives iof ithe iFederal iPolytechnic, iIlaro iand

and iit ihas i4 iitems iwith irating iscale iof i5 ilikert iscale iof istrongly idisagree i=5,

Disagree i= i4, iUndecided i=3, iAgree i=2 iand iStrongly iAgree i=1

3.5 Validity of ithe iInstrument

The validity iof ithe imeasuring iinstrument i(questionnaire) iessentially imeasures ithe

characteristic iof i what i one i actually i sets i out i to i measure2. i The i research instrument

was validated i by i the researcher’s isupervisor ifor icontent iconsistency iand iin-the icontext

of iresearch-objectives ibefore ithe iquestionnaire iwas iadministered ito iall ichosen

respondents ifor ithe istudy.

3.6 Reliability -of ithe iInstrument

The ireliability i-of i-the i-research i-instrument i-was i-carried i-out i-using i-the i-Cronbach i-

Alpha itest. A reliability score of 0.87 was gotten for this study which is an acceptable value since it

is higher than 0.5.
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3.7 Method iof iData Collection

The idata iwas icollected iusing ithe iquestionnaire ias ia iresearch iinstrument. iAlso, ithe

researcher ihired ithe iservices iof itwo iResearch iassistants. iThe iresearcher itrained ithe

research iassistants ion iwhat ito ido iand isupervise ithem ito iensure ithat ithe iquestionnaire is

well ifilled.

3.8 Method iof iData iAnalysis

Data analysis was done after the data gathered were coded and managed using the Statistical

Package for Social Sciences (SPSS). Data was analysed using Inferential and Descriptive

statistics.
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Chapter Four

Results and Discussion of Findings

This chapter is on data analysis, presentation of results and discussion of findings. The present

study seeks to assess the Public Relations Strategies in Crisis Management and Organisational

Performance of the Federal Polytechnic, Ilaro, Ogun State. For the analysis, the demographic

characteristics of respondents were done using descriptive statistics with frequency tables,

percentage, mean and standard deviation. The hypotheses were tested using inferential statistics

such as Multiple Regression Analysis.



119

4.1 Demographic Data i-Analysis

Table 4.1a: Demographic Information of Staff Respondents by Gender, Age, Level of
Education, Status, Department and Length of Service (N=260)

Variable Frequency Percent

Gender Male 106 40.8

Female 154 59.2

Age Less i-than i-25 i-years 14 5.4

26-35 i-years 69 26.5

36-45 i-years 107 41.2

46-55 i-years 70 26.9

Level of Education NCE/OND 52 20.0

HND/BSC 129 49.6

Postgraduate 79 30.4

Source: Field Survey, 2023
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Table 4.1 b: Demographic Information of the Staff Respondents (N= 260)

Variable Frequency Percentage

Status Teaching i-Staff 131 50.4

Non-Teaching i-Staff 129 49.6

Schools Communication and and75 28.8

Information i-

Technology

Engineering 54 20.7

Environmental i-Studies 36 13.8

Management i-Studies 57 21.9

Pure i-and i-Applied i-

Sciences

38 14.6

Length of Service 1-5 i-years 72 27.7

6-10 i-years 124 47.7

11-15 i-years 33 12.7

More i-than i-15 i-years 31 11.9

Source: Field Survey, 2023

Table 4.1a shows the demographic information of the staff respondents. The table revealed that

154 (59.2%) were female while 106 (40.8%) were male. The table also shows that 107 (41.2%)

of the respondents are within the age category of 36-45 years, 70 (26.9%) are within the age

category of 46-55 years, 69 (26.5%) are within the age category of 26-35 years while 14 (5.4%)

are less than 25 years. This implies that majority of the respondents are within the age category

of 36-45 years. Based on educational qualification of the respondents, 129 (49.6%) of the
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respondents have HND/BSC qualification, 79 (30.4%) have Postgraduate qualification while 52

(20.0%) have NCE/OND qualification. This implies that majority of the staff have First degree

(HND/Bachelors degree). Table 4.1b is a continuation of the demographic information of the

staff respondents. It shows that 131 (50.4%) of the respondents are teaching staff while 129

(49.6%) are non teaching staff. Based on the faculties/schools of the staff respondents, 75

(28.8%) were from Communication and Information Technology, 57 (21.9%) were from

Management Studies, 54 (20.7%) were from Engineering, 38 (14.6%) were from Pure and

Applied Sciences while 36(13.8%) were from Environmental Studies. Also, 124 (47.7%) of the

staff had 6-10 years of work experience, 72 (27.7%) had 1-5 years work experience, 33 (12.7%)

had 11-15 years work experience while 31 (11.9%) had more than 15 years work experience.
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Table 4.2: Demographic Information of Student Respondents by Gender, Age,
Department and Class (N=405)

Variable Frequency Percent

Gender Male 283 69.9

Female 122 30.1

Age 18-22 i-years 180 44.4

23-25 i-years 120 29.7

Above i-25 i-years 105 25.9

Schools Communication and 102 25.2

Information i-

Technology

Engineering 41 10.1

Environmental i-

Studies

49 12.1

Management i-Studies 113 27.9

Pure i-and i-Applied i-

Sciences

100 24.7

Class ND i-I 163 40.2

ND i-II 166 41.0

HND i-I 56 13.8

HND i-II 20 4.9

Source: Field Survey, 2023
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Table 4.2 shows the demographic information of the student respondents. It shows that 283

(69.9%) of the students were male while 122 (30.1%) were female. This iimplies that majorityIof

the students were male. The table also shows that 180 (44.4%) of the respondents are within the

iage category of 18-22 years, 120 (29.7%) are within the age category of 23-25years while 105

(25.9%) are above 25 years. This implies that majority of the respondents are within the age

category of 18-22 years. Also, 113 (27.9%) of the students were from Management studies, 102

(25.2%) were from Communication and Information Technology, 100 (24.7%) were from Pure

and Applied Sciences. 49 (12.1%) were from Environmental Studies while 41 (10.1%) were

from Engineering. In addition, 163 (40.2%) of the students were in ND I, 166 (41.0%) were in

ND II, 56 (13.8%) were in HND I while 20 (4.9%) were in HND II. This implies that majority of

the students were in ND II.
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4.2 Presentation of Data

4.2.1 Analysis of Research Questions

Research Question One: What are the Public Relations strategies used at the Federal

Polytechnic, Ilaro?

To answer this question, descriptive statistics was used and the result is presented in table 4.3.

Table i-4.3a : i- The Public Relations strategies used in the Federal Polytechnic, Ilaro

Statement SD D U A SA Mean Stand

Dev

1 News Release between relevant parties is one of the

PR strategies used in the Federal Polytechnic, Ilaro

16 (6.2%) 12 (4.6%) - 149(57.3%) 83 (31.9%) 1.93 0.94

2 Prompt Press release helps to douse tension during

crisis in the Federal Polytechnic, Ilaro

5 (1.9%) 2 (0.8%) 37 (14.2%) 216 (83.1%) 1.97 0.91

3 Adoption of News letters in problem solving had been

helpful

46(17.7%) 52(20.0%) - 103(39.6%) 59(22.7%) 1.86 0.71

4 Use of News flash can be helpful had been helpful in

managing crisis

36(13.8%) 48(18.5%) - 112(43.1%) 64 (24.6%) 1.83 0.74

5 Use of media chat in managing conflict is helpful 5(1.9%) - 60(23.1%) 115 (44.2%) 80 (30.8%) 2.43 1.05

Source: Field Survey, 2023
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Table 4.3b: The Public Relations strategies used in the Federal Polytechnic, Ilaro

Statement SD D U A SA Mean Stand

Dev

6 Management make use of Press conference in

managing conflict

6 (2.3%) - - 154(59.2%) 100 (38.5%) 2.18 1.18

7 Management adopt Town hall meetings in crisis or

conflict resolution at the Federal Polytechnic, Ilaro

- 6 (2.3%) - 135(51.9%) 119(45.8%) 1.96 0.79

8 Management make use of whatsapp platforms in

resolving conflict at the Federal Polytechnic, Ilaro

-

-

-

165

(63.5%)

95

(36.5%)

1.64 0.53

9 Management adopts compromise/dialogue in solving

conflict at the Federal Polytechnic, Ilaro

50 (19.2%)

-

90

(34.6%)

120 (46.2%)

-

1.50 0.55

10 Management adopts delay or negligence in managing

conflicts at the Federal Polytechnic, Ilaro

60(23.1%)

-

98

(37.7%)

102 (39.2%)

-

2.08 1.54

Source: Field Survey, 2023

Tables 4.3a and 3b shows ithat i83 (31.9%) iof ithe respondents strongly agree, 149 (57.3%) iagree,

12 i(4.6%) disagree while 16 (6.2%) strongly disagree that News iRelease between relevant iparties

iis ione iof ithe PR istrategies used atithe iFederal iPolytechnic, iIlaro, i216 i(83.1%) of the

irespondents iagree, i37 i(14.2%) iwere undecided, i2 i(0.8%) idisagree iwhile i5 i(1.9%) istrongly

idisagree that Prompt Press i release helps to douse tension during crisis at the Federal

iPolytechnic, Ilaro, 59 i(22.7%) iof ithe irespondents istrongly iagree, i103 i(39.6%) iagree, i52

i(20.0%) idisagree iwhile i46 i(17.7%) istrongly idisagree ithat iadoption iof iNews iletters iin

iproblem isolving ihad ibeen ihelpful, i64 i(24.6%) iof ithe irespondents istrongly iagree, i112

i(43.1%) iagree, i48 i(18.5%) idisagree iwhile i36 i(13.8%) istrongly idisagree ithat iuse iof iNews

iflash ican ibehelpful ihad ibeen ihelpful iin imanaging icrisis, i80 i(30.8%) iof ithe irespondents

istrongly iagree, i115 i(44.2%) iagree, i60 i(23.1%) iwere iundecided iwhile i5 i(1.9%) istrongly

idisagree ithat iuse iof imedia chat iin imanaging iconflict iis helpful. Also, 100 (38.5%) of the

respondents strongly agree, 154 (59.2%) agree while 6 (2.3%) strongly disagree that

Management use Press conference in managing conflict, 119 (45.8%) of the respondents

strongly agree, 135 (51.9%) agree while 6 (2.3%) disagree that management adopts Town hall
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meetings in crisis or conflict resolution at the Federal Polytechnic, Ilaro, 95 (36.5%) of the

respondents strongly agree and 165 (63.5%) agree that management make use of whatsapp

platforms in conflicts at the Federal Polytechnic, Ilaro, 120 (46.2%) of the respondents agree,

90 (34.6%) agree while 50 (19.2%) strongly disagree that management adopts

compromise/dialogue in solving conflict at the Federal Polytechnic, Ilaro.
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Research Question Two: What are the causes of crisis at the Federal Polytechnic, Ilaro?

Table i-4.4 a: i-Causes i-of i-Crisis
Statement SD D U A SA Mean Stan

d

Dev

1 Poor staff welfare contributes to crisis in the Federal

Polytechnic, Ilaro

5(1.9%) - - 122 (46.9%) 133 (51.2%) 1.87 0.96

2 Poor students’ welfare is one of the major causes of

crises in the Federal Polytechnic, Ilaro

8 (3.1%) 2(0.8%) 25(9.6%) 225(86.5%) - 1.97 0.98

3 Extra fees imposed by management contributes to
crises in the Federal Polytechnic, Ilaro

27 (10.4%) 47
(18.1%)

56
(21.5%)

-

130 (50.0%) - 1.86 0.71

4 Poor hostel condition in the Federal Polytechnic, Ilaro

can result to crises

55(21.2%) -

-

78 (30.0%) 127

(48.8%)

- 1.83 0.74

5 Lack of Social amenities on campus for students in

the Federal Polytechnic Ilaro can result to crises

3 (1.2%) 31

(11.9%)

76 (29.2%) 150 (57.7%) - 1.39 0.73

Source: Field Survey, 2023
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Table i4.4b: iCauses iof iCrisis
Statement SD D U A SA Mean Stand

Dev

6 Cultism among students can result to crisis 1(0.4%) - - 113(43.5%) 146(56.2%) 1.82 1.05

7 Non-payment of outstanding

allowances and salaries of staff can lead to crisis

29(15.0%) - - 135(51.9) 86(33.1%) 1.75 0.72

8 Draconian measures by management of Federal

Polytechnic, Ilaro can lead to crisis

5(1.9%) 47 (18.1%) - 128(49.2%) 80 (30.8%) 1.51 0.54

9 Use of drugs among students can result to crises 6 (2.3%) - - 148 (56.9%) 106(40.8%) 1.35 0.49

Source: Field Survey, 2023

Tables 4.4a and 4.4b shows that 133 (51.2%) of the respondents strongly agree, 122 (46.9%)

agree while 5 (1.9%) strongly disagree that poor staff welfare contributes to crisis in the Federal

Polytechnic, Ilaro, 225 (86.5%) of the respondents agree, 25 (9.6%) were undecided, 2(0.8%)

disagree while 8 (3.1%) strongly disagree that poor students’ welfare is one of the major causes

of crises in the Federal Polytechnic, Ilaro, 130 (50.0%) of the respondents agree, 56 (21.5%)

were undecided, 47 (18.1%) disagree while 27 (10.4%) strongly disagree that extra fees

imposed by management contributes to crises in the Federal Polytechnic, Ilaro, 127 (48.8%) of

the respondents agree, 78 (30.0%) were undecided while 55 (21.2%) strongly disagree that poor

hostel condition in the Federal Polytechnic, Ilaro can result to crises, 150 (57.7%) of the

respondents agree, 76 (29.2%) were undecided, 31 (11.9%) disagree while 3(1.2%) strongly

disagree that lack of Social amenities on campus for students in the Federal Polytechnic Ilaro

can result to crises, 146 (56.2%) of the respondents strongly agree, 113 (43.5%) agree while 1

(0.4%) strongly disagree that cultism among students can result to crisis, 86 (33.1%) of the

respondents strongly agree, 135 (51.9%) agree and 29 (15.0%) strongly disagree that non-

payment iof outstanding allowances and salaries of staff can lead to crisis, 80 (30.8%) of the

respondents strongly agree, 128 (49.2%) agree, 47 (18.1%) disagree while 5 (1.9%) strongly

disagree that draconian measures by management of Federal Polytechnic, Ilaro can lead to crisis.

In addition, 106(40.8%) of the respondents strongly agree,148(56.9%) agree while 6 (2.3%)
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strongly disagree that use of drugs among students can result to crises.
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Research Question Three: What are the existing methods of handling crisis in the Federal

Polytechnic, Ilaro?

Table 4.5: The Existing Methods of Handling Crisis in the Federal Polytechnic, Ilaro

Statement SD D U A SA Mean Stan

d

Dev

1 Dialogue between parties involved in conflict or

crisis is one of the existing methods of handling

crisis at the Federal Polytechnic Ilaro

12 (4.6%) 16 (6.2%) - 152 (58.5%) 80 (30.8%) 2.35 1.01

2 Use of autocratic/force in managing crisis is one of

the existing methods of handling crisis at the

Federal Polytechnic Ilaro

8 (3.1%) 11(4.2%) 16(6.2%) 225(86.5%) - 1.81 0.87

3 Invitation of armed security personnel to manage

crisis is a method of handling crisis at the Federal

Polytechnic Ilaro

5 (1.9%) 47(18.1%) - 128(49.2%) 80 (30.8%) 1.86 0.71

4 Involvement of community leaders in resolving

crisis

6(2.3%) - - 148 (56.9%) 106

(40.8%)

1.57 0.50

5 Involvement of religious leaders in resolving crisis 38 (14.6%) - - 127 (48.8%) 95 (36.5%) 1.26 0.92

Source: Field Survey, 2023

Table 4.5 shows that 80 (30.8%) of the respondents strongly agree, 152 (58.5%) agree, 16 (6.2%)

disagree while 12 (4.6%) strongly disagree that dialogue between parties involved in conflict or

crisis is one of the existing methods of handling crisis at the Federal Polytechnic Ilaro, 225

(86.5%) of the respondents agree, 16 (6.2%) were undecided, 11 (4.2%) disagree while 8 (3.1%)

strongly disagree that use of autocratic/force in managing crisis is one of the existing methods of

handling crisis at the Federal Polytechnic Ilaro, 80 (30.8%) of the respondents strongly agree,

128 (49.2%) agree, 47 (18.1%) disagree while 5 (1.9%) strongly disagree that invitation of armed

security personnel to manage crisis is a method of handling crisis at the Federal Polytechnic Ilaro,

106 (40.8%) of the respondents strongly agree, 148 (56.9%) agree while 6 (2.3%) strongly

disagree that involvement of community leaders in resolving crisis, 95 (36.5%) of the

respondents strongly agree, 127 (48.8%) agree while 38 (14.6%) strongly disagree that

involvement of religious leaders in resolving crisis.
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Research Question Four: What factors influence management’s responses to crises at
The Federal Polytechnic, Ilaro?

Table i-4.6: i- Factors that Influence Management’s Attitude to Crises
Statement SD D U A SA Mean Stand

Dev

1 Management’s ability to listen and tolerate divergent

views from committees set up to promote students'

welfare

35(13.5%) - - 119(45.8%) 106(40.8%) 1.81 0.90

2 The authoritarian approach of the Management of

students' grievances

8(3.1%) 11(4.2%) - 241(92.7%) - 1.96 0.97

3 The use of avoidance (ignoring the situation) by the

school authority

46(17.7%) - 52(20.0%) 103(39.6%) 59(22.7%) 1.85 0.71

4 School authorities often employ inappropriate approach

to solve students' crises in the institution

36(13.8%) 48(18.5%) 64(24.6%) 112(43.1%) - 1.85 0.73

5 School authority's handling of students' grievances by

overlooking their demands

12(4.6%) - 16(6.2%) 149(57.3%) 83(31.9%) 1.27 0.81

Source: Field Survey, 2023

Table 4.6 shows that 106 (40.8%) of the respondents strongly agree, 119 (45.8%) agree while 35

(13.5%) strongly disagree that management’s ability to listen and tolerate divergent views from

committees set up to promote students' welfare, 241 (92.7%) of the respondents agree, 11 (4.2%)

disagree while 8 (3.1%) strongly disagree that the authoritarian approach of the Management of

students' grievances, 59 (22.7%) of the respondents strongly agree, 103 (39.6%) agree, 52

(20.0%) were undecided while 46 (17.7%) strongly disagree that the use of avoidance (ignoring

the situation) by the school authority, 112 (43.1%) of the respondents agree, 64 (24.6%) were

undecided, 48 (18.5%) disagree while 36 (13.8%) strongly disagree that school authorities often

employ inappropriate approach to solve students' crises in the institution, 83 (31.9%) of the

respondents strongly agree, 149 (57.3%) agree, 16 (6.2%) were undecided while 12 (4.6%)

strongly disagree that school authority's handling of istudents' grievances by overlooking their

demands.
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Research Question Five: What is the effect of Public Relations strategies on
organisational performance of The Federal Polytechnic, Ilaro?

To answer this question, Multiple Regression Analysis was used and the result is presented in

tables 4.7, 4.8 and 4.9

Table i-4.7: i-Model i-Summary

Model R R iSquare
Adjusted iR iSquare Std. iError -of ithe iEstimate

1 .791a .625 .610 1.052

a. Predictors: i-(Constant), News Release, Press release, Newsletters, News flash, Media chat, Press conference,

Congregational meetings, WhatsApp platforms and dialogue delay tactics

Table i-4.8: i-ANOVA
Model Sum of Squares df Mean Square F Sig.

Regression 459.767 10 45.977 41.511 .000b

Residual 275.787 249 1.108

Total 735.554 259
a. Dependent Variable: organisational performance
b. Predictors: (Constant), News Release, Press release, Newsletters, News flash, Media chat,

Press conference, Congregational meetings, WhatsApp platforms and dialogue delay tactics
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Table 4.9: Coeffficents

Unstandardized i-Coefficients

Standardised i-

Coefficients

T Sig.

B Std. i-Error Beta

(Constant) 3.764 .454 8.283 .000

News Release .783 .542 .328 1.446 .000

Press release .203 .158 .061 1.284 .000

Newsletters .066 .077 .036 .862 .009

News flash .229 .115 .123 1.987 .038

Media chat .091 .110 .053 .823 .411

Press conference .032 .537 .014 .060 .002

Congregational

meetings 1.115 .097 .483 8.553 .000

WhatsApp .834 .091 .629 9.150 .000

Dialogue .402 .100 .178 3.997 .000

Delay tactics .209 .143 .066 1.463 .145

Dependent Variable: Organisational performance

The effect of Public Relations strategies on organisational performance of The Federal

Polytechnic, Ilaro was tested using Multiple Regression Analysis. The result showed that Public

Relation strategies (News Release, Press release, Newsletters, News flash, Media chat, Press

conference, Congregational meetings, WhatsApp platforms and dialogue delay tactics)

significantly impacted Organisational performance [(R2 i= i.625; iF i(10,259) i= i41.511; ip i<

i.05)]. This infers that Public Relation strategies (News Release, Press release, Newsletters,

News flash, Media chat, Press conference, Congregational meetings, WhatsApp platforms and

dialogue delay tactics) jointly accounted for about 62.5% of the variance observable in

organisational performance of the Federal Polytechnic, Ilaro. In addition, the result of the

coefficients of multiple determination for the model shows that the independent contribution of

News Release, Press release, Newsletters, News flash, Press conference, Congregational
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meetings, WhatsApp platforms and dialogue were positively significant (( i= i.328; t= 1.446;

p< .000),( =-.061; t = 1.284; p< .000), i( = .036; t = .862; p< .000), i(= .123; t =1.987;

p< .000), (= .014; t = .060; p< .000), ( = .483; t = 8.553; p< i.000), (= .629;t= 9.150;

p< .000) and ( = .178; t = 3.997; p< .000) while media chat and delay tactics were not

statistically significant. In terms of magnitude, Whatsapp Platform has the highest magnitude of

( = . 629).
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4.3 Discussion of Findings
4.3.1 Demographic Charatceristics

The present study is on the assessment of Public Relations Strategies in Crisis Management and

Organisational Performance of The Federal Polytechnic, Ilaro, Ogun State. The results of the

demographic information of the staff respondents showed majority of the respondnets were

female within the age category of 36-45 years. Also, majority of the respondents have first

degree qualification Bachelors degree) and many of the respondnets are teaching staff. In

addition, most of them were from Schools of Communication and Management Studies. Also

majority had 6-10 years of work experience.

4.3.2 Public Relations Strategies used at The Federal Polytechnic, Ilaro

The findings of this study showed that some of the PR strategies used at The Federal

Polytechnic, Ilaro are News Release, Press release, Newsletters, News flash, Media chat, Press

conference, Congregational meetings, WhatsApp Platform, dialogue and delay tactics. This

finding supports a study on the use of PR tools and analysis of their effectiveness as viewed by

managers who reported that PR tools and digital platforms are playing an increasingly important

role in supporting PR efforts to reach the public1.

4.3.3 Causes of Crises at The Federal Polytechnic, Ilaro

The results revealed that majority of the respondents agreed that poor staff welfare, poor

students’ welfare, extra fees imposed by school management, poor hostel, lack of social

amenities on campus, cultism among students, non-payment of outstanding allowances and

salaries of staff, draconian measures by management of The Federal Polytechnic, Ilaro and drug

abuse among students can result to crises at The Federal Polytechnic, Ilaro.
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4.3.4 The Existing Methods of Handling Crisis in The Federal Polytechnic, Ilaro

The result of research question three revealed that some of the existing methods of handling

crisis in The Federal Polytechnic, Ilaro are dialogue between parties involved in iconflict, use of

autocratic/force, invitation of armed security personnel, involvement of community leaders and

the involvement of religious leaders in resolving crises. This finding is in line with a study on

the application of Public Relations tools in Crisis Management of Major International Oil

Companies conducted in Nigeria2. Results indicate that the organisations operating in Nigeria,

have a wide array of Public Relations tools and strategies for checkmating and managing crises

and conflict with their host community publics. The Public Relations crisis management tools

of the IOCs have contributed significantly to their corporate performance over the years.

4.3.5 The Factors that Influence Management Responses to Crises at Federal
Polytechnic Ilaro

The result of research question four showed that majority of the respondents agree that

management’s ability to listen and tolerate divergent views from committees set up to promote

students' welfare, the authoritarian approach of the Management of students' grievances, the use

of avoidance (ignoring the situation) by the school authority, use of inappropriate method by

school authorities to solve students' crises, school authority's handling of students' grievances by

overlooking their demands were some of the factors that influence management responses to

crises at The Federal Polytechnic Ilaro.

4.3.6 The Effect of Public Relations Strategies on Organisational Performance of

Federal Polytechnic Ilaro

The result of research question five showed that Public Relation strategies (News Release, Press

release, Newsletters, News-flash, Media chat, Press conference, Congregational
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meetings,WhatsApp platforms, dialogue and delay tactics) significantly impacted organisational

performance jointly accounted for about 62.5% of the variance observable in organisational

performance at The Federal Polytechnic, Ilaro. The independent contribution of News Release,

Press release, Newsletters, News flash, Press conference, Congregational meetings,WhatsApp

platforms and dialogue were significant while media chat and delay tactics were not statistically

significant.This finding supports the study on Crisis Management Strategy and its effects on

Organisational Performance of Multinational Corporations1. The finding showed a strong,

positive partial correlation between crisis management strategy and organisation performance.

The finding also agrees with a study on the role of Public Relations in resolving conflict in

Federal Medical Centre (FMC) in Asaba, Nigeria3. The result revealed among others that Public

Relations programs have significant effect in resolving conflicts between FMC Asaba and her

patients (t=12.312, p = 0.0012); adequate information available to management significantly

assists in resolving conflicts in FMC (t = 2.692, p = 0.004) and; Public Relations play a

significant role in resolving conflicts in FMC (chi with 4 degree of freedom 376.36, p = 0.000).
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Chapter Five

Conclusion

This chapter is on summary, conclusion and recommendation of the study. This study is on the

assessment of Public RelationsStrategies in Crisis Management and Organisational Performance

of the Federal Polytechnic, Ilaro, Ogun State.

5.1 Summary i-of i-Findings

In this study, a survey research method was used and 260 staff and 405 students were selected

for this study using cluster sampling. The study made use of a cluster sampling method and

adopted a research questionnaire as a research instrument.

 Findings showed that some of the Public Relationsstrategies used in Federal

Polytechnic Ilaro are News Release, Press release, Newsletters, News flash, Media chat,

Press conference, Congregational meetings, WhatsApp Platform, dialogue and delay

tactics.

 Some of the existing methods of handling crisis in the Federal Polytechnic, Ilaro are

dialogue between parties involved in conflict, use of utocratic/force, invitation of armed

security personnel, involvement of community leaders and the involvement of religious

leaders in resolving crisis.

 Result ishowed ithat isome iof ithe ifactors ithat iinfluence imanagement iattitude ito

icrisis iare imanagement’s iability ito ilisten iand itolerate idivergent iviews ifrom

icommittees iset iupto ipromote istudents' iwelfare, ithe iauthoritarian iapproach iof ithe

management iof istudents' igrievances, iuse iof iavoidance i(ignoring ithe isituation) iby

ithe ischool iauthority, ischool iauthorities iusing iinappropriate iapproach ito isolve-
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students' icrises iand iSchool iauthority's ihandling iof istudents' igrievances iby

ioverlooking itheir idemands.

 Results also -showed ithat ipublic irelation istrategies i(News iRelease, iPress irelease,

iNewsletters, iNews iflash, iMedia ichat, iPress iconference, i Congregational imeetings,

iWhatsApp iplatforms iand idialogue idelay itactics) isignificantly iimpacted

iorganisational iperformance iaccounting ifor iabout i62.5% iof ithe ivariance

iobservable iin iorganisational iperformance iof ithe iFederal iPolytechnic, iIlaro.

 The iresult iof ithe icoefficients iof imultiple idetermination ifor ithe imodel ishows

ithat ithe iindependent icontribution iof iNews iRelease, iPress irelease, iNewsletters,

iNews iflash, iPress-conference, iCongregational imeetings, iWhatsApp iplatforms iand

idialogue iwere isignificant iwhile imedia ichat iand idelay itactics iwere inot

istatistically isignificant. iIn iterms iof imagnitude, iWhatsapp iPlatform ihas ithe

ihighest imagnitude.

5.2 Conclusion

The ifindings iof ithis istudy ishowed ithat iPublic iRelations iStrategies iand iCrisis imanagement

itechniques significantly iimpacted iorganisational iperformance iof ithe iFederal iPolytechnic,

iIlaro.-Furthermore, ifindings iin ithis istudy ishowed ithat isome iof ithe -Public Relationsistrategies

iused iin iFederal iPolytechnic iIlaro iare iNews iRelease, iPress irelease, i Newsletters, iNews iflash,

iMedia ichat, iPress iconference, iCongregational imeetings, iWhatsApp iPlatform, idialogue iand

idelay itactics iwhile iWhatsApp iplatform ihas -the ihighest imagnitude. iPublic irelations ipractices

iare ino ilonger ian iafterthought iconcept -in iAfrica iand ithe ieducational isector iin iparticular, ibut

ian iactual icause iand ia idriver iwhich ioffers iorganisations iavenues ito imotivate iand isatisfy itheir

iemployees, iand imeet itheir ireliable iset igoals, icompete ion ia iglobal iscale iwith iimproved
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iefficiency iand iimproved iservice iprovisions. iPublic irelations iadoption ioften icomes iat ithe

iprice iof istrategic ireform ior ichange iand ithis ientails ithat iorganisations ineed ito iview ichange

ias ia inormal iway iof idoing ibusiness.The igoal iof ipublic irelations iis ito ihelp ian iorganisation ito

iachieve iits ibusiness iobjectives igoal.Getting ia iclear iunderstanding iof ian-organisation’s

ibusiness igoals iis ithe ifirst istep iof ipublic irelations iactivities ito iset imeasurable iobjectives ifor ia

icommunication iprogram. iIf ipublic-relationsmanagers ido inot understand ibusiness igoals, ithey

icannot iachieve icompany’s ieffectiveness. iResilient iorganisations ishow imuch igreater

ireadiness iand iflexibility iwhen ihandling icrisis ievents, iwhile iless iresilient iorganisations ifall

ishort iin istrategic ireadiness i. iResilient ibehavior ienhances ithe iability iof ia icompany ito inot

ionly ito isurvive ibut ito ialso iprosper icollectively, ias iit ifaces ieach icrisis iin ireal itime1.

iNotwithstanding ithat ithe ieffectiveness iof istrategy-oriented iplanning iis iinseparable ifrom

ieffective icrisis imanagement, ithere iremains ithe inecessity ito iconsider ithe ilimiting ielements

i of icoordinating iactions, iwhich imust iperform iefficiently ivia ithe idevelopment iof ifacile iand

flexible iapproaches, iaccommodative iqualities, iand iresort ito ion-going iimprovisation iand -

innovations. The root of the technique is found in its ability to foresee a prospective crisis, the

stance of involved parties, and thus those indirect and direct conditions that bypass crises and

mitigate impacts on the effectiveness of their administration. Through strategic coordination, an

organisation seeks to realize greater performance. The virtual element of risk will require

making options more effective.

5.3 Recommendations

The following recommendations are made for this study:

i. Management iof ihigher iinstitution iof ilearning ishould iendeavour ito icreate ieffective

public irelations istrategies iand icrisis imanagement iand iimage imanagement ifor i higher
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iinstitutions iin iorder ifor ithem ito iresolve icrisis ieffectively. iPublic irelations istrategy

ithat-can ibe iseen ias ia ipro-active icapability ito iadapt ithe iorganisation ichanges iin

istakeholder iexpectations iand iopinions.

ii. Proper idetailed ienquiries ishould ibe idone ion imedia irelations ibecause iit iis ithe

ithinking, the ilogic ibehind ithe ipublic irelations ifunction’s iactions iin idetermining iwhat

ishould ibe communicated irather ithan ihow iit ishould ibe icommunicated.

iii. To ihave ian ieffective iimpact iof iorganisational ialignment, ia ipublic irelations istrategy

ishould ibe ideveloped iwithin ithe icontext iof ithe iorganisation’s ivision, imission,

icorporate iculture, ipolicies iand istrategies ibut ifocus ion ian iassessment iof ithe iexternal

ienvironment. iThis ienables ithe iemployees ito iunderstand ithe ivision iand idirection iof

ithe iorganisation.

iv. There is need for i management of higher i institutions to give unbiased and

i prompt iattention ito imatters ithat iare iof igreat iconcern ito istaff iand istudents.

v. School imanagement ishould iput iin iplace ieffective iconflict iresolution ito ihandle iall

iforms iof icrisis. iThis iis ito iavoid ion ithe ispot ithoughts.

5.4 Contribution to Knowledge

This study is of significance and valuable to the PR department of The Federal Polytechnic, Ilaro

and other academic institutions and various organisations, policy makers and government in

developing an effective public relations strategies and crisis management techniques that will

help in organisational performance.

5.5 Area of Further Studies

This study is focused on The Federal Polytechnic Ilaro, it is therefore suggested that public
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relations strategies and crisis management techniques in other academic institutions could be

examined for further studies so as to determine how crises are resolved and managed in such

institutions of learning.
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QUESTIONNAIRE
QUESTIONNAIRE i-ON i-PUBLIC i-RELATIONS i-STRATEGIES i-IN i-CRISIS i-

MANAGEMENT i-AND i-PERFORMANCE i-OF i-ORGANISATIONAL i-

OBJECTIVES i-OF i-THE i-FEDERAL i-POLYTECHNIC i-ILARO, i-OGUN i-STATE

Dear i-Respondents,

The i-research i-is i-a i-Masters i-research i-of i-Lead i-City i-University, i-Ibadan i-carrying i-

out i-a i - research i-topic i-on i-the i-“Assessment i-of i-Public i-Relations i-Strategies i-in i-Crisis
i-Management i-and i-Organisational i-Performance i-of i-the i-Federal i-Polytechnic i-Ilaro, i-
Ogun i-State”. i-The i-study i-is i-designed i-purely i-for i-academic i-purpose. i-Every i-information
i-will i-be i-kept i-confidential.
Thanks.

.
Section i-I i-(Measure i-of i-Demographic i-Variables)

Personal i-Data i-(Staff)
Instruction: i-Please, i-tick i-the i-option i-which i-is i-applicable i-to i-you

1. Gender i-(a) i-Male i-( i-) i-(b) i-Female i-( i-)

2. Age i-(a) i-Less i-than i-25 i-years i-( i-) i-(b) i-26-35 i-years i-( i-) i-(c) i-36-45 i-years i-( i-) i-(d) i-46-55

i-years i-( i-) i-(e) i-Above i-55 i-years i-( i-)

3. Educational i-Qualification i-(a) i-NCE/OND i-( i-) i-(b) i-BSC/HND i-( i-) i-(c) i-Post i-graduate i-( i-)

4. Category i-(a) i-Teaching i-Staff i-( i-) i-(b) i-Non-Teaching i-Staff i-( i-) i-(c) i-Non-Teaching i-

Junior i-Staff i-( i-)
5. School/Department i-……………

6. Length i-of i-Service i-(a) i-1-5 i-years i-( i-) i-(b) i-6-10 i - years i-( i-) i-(c) i-11-15 i-years i-( i-) i-(d) i-
More i-than i-15 i-years i-( i-)
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Personal i-Data i-(Students)

Instruction: i-Please, i-tick i-the i-option i-which i-is i-applicable i-to i-you

1. Gender i-(a) i-Male i-( i-) i-(b) i-Female i-( i-)

2. Age i-(a) i-18-22 i-years i-( i-) i-(b) i-23-35 i - years i-( i-) i-(c) i-Above i-25 i-years i-( i-)

3. School/Department i-…………………………………………..

4. Class (a) i-ND i-I i-( i-) (b) i-ND i-II i-( i-) (c) i-HND i-I i-( i - ) (d) i-HND i-II i-
( i-)
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Section i-II: i-Public i-Relations i-Strategies
Please i-indicate i-the i-extent i-to i-which i-you i-agree i-with i-the i-following i-statements i-by i-

using i-ascaleof1to5where1= i-stronglydisagreeand5= i-strongly i-agree. i-Please
tick(√)which i-best i-describes i-your i-opinion i-of i-the i-statement

Statement

St
ro
ng
ly

i-

D
isa

gr
ee

D
isa

gr
ee

U
nd
ec
id
ed

A
gr
ee

St
ro
ng
ly

i-

A
gr
ee

1.News i-Release i-between i-relevant i-parties i-is i-one i-of
i-the
PR i-strategies i-used i-at i-the i-Federal i-Polytechnic, i-Ilaro
i-.
2. i-Prompt i-Press i-release i-helps i-to i-douse i-tension i-
during
crisis i-at i-the i-Federal i-Polytechnic, i-Ilaro
3.Adoption i-of i-Newsletters i-in i-problem i-solving i-had i-
been
helpful
4.Use i-of i-News i-flash i-had i-been i-helpful i-in i-managing
i-crisis
5. i -Use i -of i -media i -chat i - in i -managing i - conflict i -
is i -helpful
6.Management i-use i-Press i-conference i-in i-managing
conflict.
7. Management i-adopts i-Congregational i-meetings i-in
i-dousing i-crisis i-or i-conflict i-resolution i-at i-the i-Federal
i-Polytechnic, i-Ilaro
8.Management i-makes i-use i-of i-WhatsApp i-platforms i-
in i-management i-of i-conflicts i-at i-the i-Federal i-
Polytechnic, i-Ilaro
9.Management i-adopts i-compromise/dialogue i-in i-solving
i-conflict i-at i-the i-Federal i-Polytechnic, i-Ilaro

10.Management i-adopts i-delay i-or i-negligence i-in i-
managing i-conflicts i-at i-the i-Federal i-Polytechnic, i-Ilaro
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Section i-III: i-Causes i-of i-Crisis
Please i-indicate i-the i-extent i-to i-which i-you i-agree i-with i-the i-following i-statements i-by i-using i-
ascaleof1to5where1= i-stronglydisagreeand5= i-strongly i-agree. i-Please i-tick(√)which i-best i-describes i-
your i-opinion i-of i-the i-statement

Statement

St
ro
ng
ly

i-

D
isa

gr
ee

D
isa

gr
ee

U
nd
ec
id
ed

A
gr
ee

St
ro
ng
ly

i-

A
gr
ee

1. i-Poor i-staff i-welfare i-contributes i-to i-crisis i-in i-the i-
Federal i-Polytechnic, i-Ilaro
2. i-Poor i-students’ i-welfare i-is i-one i-of i-the i-major i-
causes i-of
crises i-in i-the i-Federal i-Polytechnic, i-Ilaro
3. i-Extra i-fees i-imposed i-by i-management i-contributes i-
to
crises i-in i-the i-Federal i-Polytechnic, i-Ilaro
4. i-Poor i-hostel i-condition i-in i-the i-Federal i-Polytechnic,
i-Ilaro
can i-result i-to i-crises
5. i-Lack i-of i-Social i-amenities i-on i-campus i-for i-students
i-in i-the i-Federal i-Polytechnic i-Ilaro i-can i-result i-to i-
crises
6. i-Cultism i-among i-students i-can i-result i-to i-crisis

7. Non- i-payment i-of i-outstanding i-allowances i-and i-

salaries i-of i-staff i-can i-lead i-to i-crisis

8. i-Draconian i-measures i-by i-management i-of i-Federal i-
Polytechnic, i-Ilaro i-can i-lead i-to i-crisis

9. i-Use i-of i-drugs i-among i-students i-can i-result i-to i-crises
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Section i-IV: i-(Existing i-Methods i-of i-Handling i-Crisis)

No. Statement SA A D SD Undecided

1 Dialogue i-between i-parties i-involved i-in
i-conflict i-or i-crisis i-is i-one i-of i-the i-
existing i-methods i-of i-handling i-crisis i-
at i-the
Federal i-Polytechnic i-Ilaro

2 Use of autocratic/force in i-
managing i - i - crisis i - i - is i - i -

one of the
existing i -methods i - of i - handling i -
crisis i - at i-the i-Federal i-Polytechnic i-
Ilaro

3 Invitation i-of i-armed i-security i-

personnel i-to i-manage i-crisis i-is i-a
method i-of i-handling i-crisis i-at i-the i-
Federal i-Polytechnic i-Ilaro

4 Involvement i-of i-community i-leaders i-in i-
resolving i-crisis

5 Involvement i-of i-religious i-leaders i-in i-
resolving i-crisis
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Section i-IV: i-(Factors i-that i-influence i-management i-attitude i-to i-crisis)

S/
N

Statement SA A D SD Undecided

1 Management’s i-ability i-to i-listen i-

and i-tolerate i-divergent i-views i-

from i-committees i - i - set i - i - up
i - i - to i - i - promote
students' i-welfare

2 The i-authoritarian i-approach i-of i-the
i-Management i-of i-students' i-
grievances

3 The i-use i-of i-avoidance i-(ignoring i-

the i-situation) i-by i-the i-school i-
authority

4 School i-authorities i-often i-employ i-

inappropriate i-approach i-to i-solve
i-students' i-crises
in i-the i-institution

5 School authority's handling of
i-students' i-grievances i-by i-

overlooking
their i-demands
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