Chapter One
Introduction

1.1 Background to the Study

A crisis is any event or period that will lead or may lead, to an unstable and dangerous situation
affecting an individual, group, or all of society!. However, during the period of pece
or discharge of duties or services of an employee to a company that hires him oneejgere tend
to be events that may amount to a crisis of any sort which leads or may l@%@n unstable and
dangerous situation affecting the individual employee or the reputati@he company. These
occurrences usually occur in two ways. It can be either an 1 employee’s misconduct
or a workplace violent crisis. Individual employees’ mis;&@uct occurs when an employee or
individual who is associated with the company is 1 d in unethical or illegal misconduct
whether within the workplace or an employeg's personal life. These situations can result in a
serious backlash against the company.é%sq%%he organisation employed or supported this
individual, its lack of judgment.is@ted in the company's reputation. However, violence at

workplaces refers to the cr@bccms when a current or former employee commits violence

against other employ&@wse crises can come on suddenly, and it could be difficult to act

before they esc%e(ﬁﬂ‘ther or become fatal?.

Practice&L(gtrisis is a testing time or an emergency. Crises are negative changes in human or
environmental affairs, especially when they occur abruptly, with little or no warning '. In
English, crisis was first used in a medical context in the development of a disease when a
change indicates either recovery or death, that is, a turning-point. It was also used for a major

change in the development of a disease!. By the mid-seventeenth century, it took on the



figurative meaning of a "vitally important or decisive stage in the progress of anything",
especially a period of uncertainty or difficulty, without necessarily implying a decision point'.
That notwithstanding, the crisis is meant to be managed, no crisis no matter how bad is
unmanageable®. Essentially, managing a crisis is a phrase employed as the rational and
methodical way of establishing the context, determining, evaluating, treating, checking, and
relaying threats relating to any procedure in a manner that enables firms to reduce 1 and
enhance prospects®. The purpose of crisis management is to realise the under, g of all
stakeholders and arrangement around what the threats are and how to con‘u()‘&he crisis®. Crisis
management is a procedure considered when mitigating a crisis to e negative effect

that the crisis can have on the company and stakeholders alik%Q

Since crisis management is a process, it can be cluste &E&Qpre-crisis, response mechanisms
to the crisis, and post-crisis. Crisis management i t%a plication of tools designed to help an
organisation deal with a sudden and significdnt fegative event. Crisis management demands
.
employing many tools. Crisis manage@ﬂ\e utilisation of methods aimed at helping the
organisation deal with unexp ngents that can affect the smooth running of the
organisation®. Without a cﬂ@lagement strategy, one is more likely to make mistakes that
result in financial 1 s{&ting damage to reputation and key relationships®. Moreover, in the
absence of a cr@s rategy, the larger organisational strategy is at risk. Acting strategically
require%@m and objective analysis. For example, you cannot plan for every potential
emergency, doing so would be prohibitively expensive. Instead, choose and prepare for only

the most likely scenario.

The consequences of not having a crisis management strategy include the potential for bad

decisions, incorrect or inconsistent communication, and a longer-than-necessary recovery.



While full recovery is always the goal of crisis management tools, one should also incorporate
some survival tools. These are ways to keep an organisation alive in the face of a hostile
environment or an existential threat and often include cost-cutting, layoffs, and access to

emergency credit. Creative thinking is an essential ingredient in crafting survival tools.

Building a crisis strategy in any organisation requires that the senior management team take
charge of building a crisis strategy, and the first step is to review the organisatio Qiss on
and assess the firm’s weaknesses. Then, establish the items one wants to protec&isis and
those that one considers expendable’. Demonstrable capabilities of any %e sation in crisis
management to help such an organisation in realising high employeg job, satisfaction otherwise
called employee satisfaction®. Job satisfaction refers to the rable or positive emotional
state resulting from the appraisal of one's job or 'o@eriencesé. In other words, job
satisfaction simply means how content an indiyid % ith his or her job; whether he or she
likes the job®. It is a measure of workers' ¢ étedness with their job, whether they like the
.
job or individual aspects or facets of j o&@h as the nature of work or supervision. Ordinarily

speaking, employees are hired m&m specific duties which are packaged into a job.

Employment is a relatio @between two parties regulating the provision of paid labour
o 5\'

services. Usually basedvon a contract, one party, the employer, which might be a corporation,

a not-for-pro@anisation, a co-operative, or any other entity, pays the other, the employee,

in return\f@carrying out assigned work’. Employees work in return for wages, which can be

paid based on an hourly rate, piecework, or an annual salary, depending on the type of work

an employee does, the prevailing conditions of the sector, and the bargaining power between

the parties. Employees in some sectors may receive gratuities, bonus payments, or stock

options’. In some types of employment, employees may receive benefits in addition to
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payment. Benefits may include health insurance, housing, and disability insurance’.

Employment is typically governed by employment laws, organisation, or legal contracts®.

However, before any organisation could have effectively managed its crisis successfully and
realise employees’ job satisfaction, such an organisation must have considered the adoption
and usefulness of public relations tools pertinently seriously in its managerial plans and grts.
Like many other organisations in Nigeria and other countries of the world, t@gerlan

Shippers’ Council would have at one time and the other faced many crises.

Nigerian Shippers’ Council is an agency established by the Nigerian overnment to act
as sea-port economic regulator in the country, with the responsi of providing guidelines
on tariff setting to guide against arbitrariness; monitorin Qenforcement of standards of
service delivery to ensure availability, accessibility, a ility, stability, predictability, and
adequacy of services; encouraging competitio\ rbuard against the abuse of monopoly and
dominant market positions; performing@atory role among stakeholders; establishing
accessible and modern dispute re@ﬁon mechanism; regulating market entry and exit;
promoting efficiency in th \tsion of port services; minimising the high cost of doing
business and prevent its ﬁ:ﬂy effect on the Nigerian economy; encouraging private
.
sector investment @ort sector; and monitoring and ensuring compliance by all parties
with the provka of the Port Concession Agreements’. In a nutshell, the Nigerian Shippers’
Council\v%e organisation that regulates the sea-port business which involves shipping

activities in Nigeria. The shipping business involves the transportation of goods and humans

through a ship, vessel, etc on the sea or the water’.
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The Nigerian Shippers’ Council is a parastatal under the Federal Ministry of Transport,
(FMoT). Its enabling Act provides for a governing board and an Executive Secretary/Chief
Executive Officer who are responsible for the day-to-day management and implementation of
policies approved by the governing board®. The Executive Secretary/CEOQ is assisted by nine
(9) Directors who head the departments in the Council. The departments are complemented by
nine (9) independent units reporting to the Office of the Executive Secretary/CEO. ine
(9) departments are Regulatory Services, Consumer Affairs, Strategic Plannin @search,
Human Resources, Inland Transport Services, Legal Services, Finance and’ﬁq:ounts, General

Services, and Special Duties. The Eight (8) independent units 0% igerian Shippers’

Council are Complaints, Procurement, Anti-corruption ransparency (ACTU),
Information and Communication Technology (ICT), serV1 rnal Audit, Public Relations,
Public Private Partnership (PPP)°. 6’6

Administratively, there are six (6) Zonal &%inaﬁng offices of the Nigerian Shippers’
Council, one in each of the six geo-po@zones, and a Liaison Office in Abuja. They are as
follows: South-West Coordinati fice, Ibadan; South-East Coordinating Office, Aba;
South-South Coordinating@%, Port Harcourt; North-Central Coordinating Office, Jos;
North-West Coord'c‘a@fﬁce, Kano; North-East Coordinating Office, Bauchi. In addition,

the Nigerian Sk@ers Council has sixteen (16) area offices spread across the six geo-political
Zones o@try?

The realisation of effective crisis management which most times possesses contributive
strength in the actualisation processes of employee job satisfaction requires contributions of
public relations tools. On many occasions and in crises in the past, public relations tools have

proven to be influential and useful in providing solutions. The extent of the power that public



relations tools exercise on the overall realisation of crisis management successes in any
organisation indicates that public relations practices if properly handled can be influential and

serve as a viable employees job satisfaction strategy of any organisation'.

Public relations tools refer to the variety of activities usually conducted by the profession or
professional saddled with the responsibilities of management of reputations of a co ntry,
individual, or an organisation in the discharge of its obligations and/or duties'’ Pu@aﬁ ns
is defined as the art and social science of analysing trends, predicting thelr@ quences,
counseling organisational leaders, and implementing planned prograrr@ action which
will serve both the organisation and the public interest!’. It 1@ efined as a strategic

management function that adds value to an orgamsatlo

reputation!®. 2 rb

Public relations tools are a mode of getting p\\x@support for an activity or a movement'!.

elping it to manage its

Public relations are the management fi X{)' that evaluates public attitudes, identifies the
policies and procedures of an orgam%(w with the public interest, and executes a programmed
of action and communicati r@eam public understanding and acceptance ''. The main
responsibilities of pubhc ﬁons are to communicate the policies, practices, problems, and
performances of at@\msatlon to the public and feedback on public opinions and suggestions
to the top nnagment so that a mutual understanding may be established between the

organiseﬁ@ and its public, i.e. shareholders, dealers, customers, the general public,

government employees and the press '!

Various tools usually considered by public relations experts for crisis management and

employees’ job satisfaction include financial support (monetary loans), corporate welfare



system, special events, town hall meetings /conferences, capacity development and training,
promotion of staff as and when due, awards to outstanding members of staff, provision of
medical facilities / sick bays, labour / industrial relations, conflict resolution, complaints

handling and management, etc'!.

Even though crisis management and employees’ job satisfaction experiences in the N&an
Shippers’ Council may be particularly different from that of other organisations d ‘the
world. The organisation would have deplored some public relations tools towardsS™its crisis

management and employees’ job satisfaction. But whether or not t@c nsidered tools

yielded the desired results is another issue. Q

That notwithstanding, crisis management must be construc&gd provide management with
the ability to formulate effective tactics that will moti@%ployees to step on in anticipation
of critical circumstances that are imminent 12.@5 because organisations that have proper
crisis management programs have a highcr\probability of having higher employee job
satisfaction and lower employee turr%(c((?ates which positively influences the activities of the
organisation, as the organi%i%\oes not have someone to educate new employees on the
culture of the organisa’tii' .

The Nigerian %m \Council (NSC) was established by Decree 13 of 1978 now Nigerian
Shippers' C%’bl Act Cap. N133, Laws of the Federation of Nigeria 2004. This was based on
the 1965 United Nations Conference on Trade and Development (UNCTAD)
recommendation, urging developing countries to create National Shippers' Councils as public
sector authorities to act as a countervailing force against the exploitative excesses of foreign

ship owners and other providers of shipping and related services. In recognition of the role of



the Nigerian Shippers' Council as a Regulator simply protecting shippers' interest as enshrined
in Section 3 of the NSC Act Cap. 133 LFN 2004, the Federal Government appointed the
Nigerian Shippers' Council as the Port Economic Regulator in February 2014. This is to
institute an effective regulatory regime at the Nigerian Ports for the control of tariffs, rates,
charges, and other economic services and to address the negative impact of port concession
activities on the economy. Its vision statement is “to be the Foremost Economic tor,
providing a Framework that Fosters Effective, Efficient and Competitive Servi ery for
Sustainable Growth in the Transport Sector” and its mission statement is_“to\be the Foremost
Economic Regulator Providing a Framework that Fosters Effective, % and Competitive
Service Delivery for Sustainable Growth in the Transport S nsure that the Nigerian
Transport Sector Contributes Optimally to the Economic @w of the Nation, Develop and
Sustain a Professional Workforce Driven by Knowl@’band Technology for Consolidation
and Sustainable Growth”. Mandate; Establish\\{%abling Environment for all Stakeholders
by Instituting an Efficient and Effective E@ ic Regulatory System in the Transport Sector.
Some of its core values are C: C @Er Focus & Stewardship I: Innovation T: Trust and

Integrity A: Adaptability & Q{\)iversity D: Discipline and Accountability E: Equity and

Fairness L: Leadershig&

Some of these@c 1ons include providing guidelines to prevent arbitrary tariff setting,
ensurin@fg standards are met, promoting competition while preventing monopolistic
practices, mediating between stakeholders, establishing efficient dispute resolution
mechanisms, regulating market entry and exit, enhancing efficiency in Port services, reducing
the high cost of doing business and its impact on the economy, encouraging private sector

investment, and monitoring compliance with Port concession agreements®*,



The key priority areas of the Council, known as SEEDS, encompass a stronger regulatory and
legal framework to improve compliance, monitoring, and enforcement (Pillar 01); ensuring
efficient port and transport logistics capacity building to facilitate ease of doing business for
economic growth (Pillar 02); fostering effective inter-agency and stakeholders' cooperation
and collaboration (Pillar 03); deploying efficient information and communications technology

and ensuring the automation of port and transport logistics services (Pillar 04); and pr'Q&ing

staff welfare and capacity building (Pillar 05)*. ( Q

The Nigerian Shippers Council collaborated with the Nigerian Export P@)ﬂ Council and
other agencies in the non-oil export value chain to establish a % Export Warehouse
(DEW) across the country. Domestic Export Warehouse is @s op facility for the storage
of products/commodities and handling of p -d@ent inspection, certification,
documentation, fumigation of commodities, exa on, and sealing of containers by the
Nigeria Customs Service before moving t \0 the seaport terminals for shipment. The
collaboration resulted in the establishm{@ nine (9) Domestic Export Warehouses as follows:
Kaduna Inland Dry Port, Kadun&&%lohimel Nig. Ltd Port Harcourt, Rivers State, Gezawa
Commodity Exchange, Kah@%, Ames- Edo Inland Dry Port, Edo State v. Access Port Nig.
Ltd, Lagos State, ‘a@td, Ajaokuta, Kogi State, Essilibra Terminal Ltd, Ikorodu, Lagos

State, Harris L@tlcs, Lokoja, Kogi State and TCL Cargo Terminal Ltd, Kirikiri, Apapa,
Lagos @b

The Council coordinated the implementation of the development of Vehicle Transit Areas
(VTAs) projects in line with the Infrastructure Concession Regulatory Commission (ICRC)
establishment Act 2005 and the National Policy on Public-Private Partnership (PPP). These

VTAs and the activities were: i. Facilitated the clearing, perimeter survey, and marking of the



land for the Benin bypass VTA, Benin, Edo State. ii. Facilitated the approval and allocation of
an additional 25 hectares of land by the Edo State Government for the Avielle VTA, Benin,
Edo State. The land was cleared, levelled, and filled. iii. Facilitated the approval of payment
of compensation to the Ohono Community by the Kogi State Government. iv. Facilitated the
production of the survey plan and the coordination of the commencement of the process for
the issuance of all title documents for the Abaji VTA, FCT, Abuja. The Council in copjimgtion
with the Federal Ministry of Transportation and other Stakeholders develop @ ehicle
Transit Area Policy and Implementation Guidelines. The Policy was prese@to the National

Council on Transportation (NCT) and was approved. The council various services

including stakeholder and industry support, representatiocy, advisory, research,
s

information, education, enlightenment, and regulatory se .

The Council has intervened in fast-tracking th letion and commissioning of Dala,
Funtua, and Heipang Inland Dry Ports (ICDs). As a result of the intervention, the
Concessionaires of Dala and Funtua I\@Dry Ports stepped up construction at the Project
Sites and recorded 55% and 68’/@1@&% respectively. The Council collaborated with the
Nigerian Export Promotio?@ cil and other agencies in the non-oil export value chain to
establish a Dome ort Warehouse (DEW) across the country. Domestic Export

Warehouse is aé

shipme@ion, certification, documentation, fumigation of commodities, examination,

p facility for the storage of products/commodities and handling of pre-

and sealing of containers by the Nigeria Customs Service before moving them to the seaport
terminals for shipment. The collaboration led to the establishment of nine Domestic Export
Warehouses across Nigeria, including the Kaduna Inland Dry Port in Kaduna State, Elohimel

Nig. Ltd Port Harcourt in Rivers State, Gezawa Commodity Exchange in Kano State, Ames-
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Edo Inland Dry Port in Edo State, Access Port Nig®. Ltd in Lagos State, Sealink Ltd in
Ajaokuta, Kogi State, Essilibra Terminal Ltd in Ikorodu, Lagos State, Harris Logistics in

Lokoja, Kogi State, and TCL Cargo Terminal Ltd in Kirikiri, Apapa, Lagos State.

A letter addressed to “The President and Commander in Chief, Federal Republic of Nigeria”,
a copy of which was made available to Ships & Ports Daily, read in part: “Sir, we are concerned
staff of the Nigerian Shippers’ Council, a parastatal under the supervision of 6 ederal
Ministry of Transportation. “We are using this opportunity to forward a petiti@ irregular
staff recruitment and placement in the Council. These practices are not ir@ ith the conduct
and rules of Civil Service.” The aggrieved workers cited the ¢ ﬁ Assistant Director
(names withheld), whom they said was also being consid@ the post of substantive
Director by the NSC management. They argued the S@Director in question “graduated
in 1987 and was employed as a Confidential Se by the then Managing Director, Dr.
Kingsley Usoh but against Civil Service Rule %s placed on GL. 12, even when she “had no
working experience in the Public Sect@\)re this appointment”. “She only had a short stint
in the private sector,” they staté&éy said shorty after she was employed and against the
procedure guiding the sche@rvice, she “was migrated from the position of a Confidential
Secretary to Office '@’, while in 2003, she “sat for the promotion examination from GL.
14to GL. 15 an@ not perform well enough to be promoted”. “Your Excellency, we want to
say tha%@fgnination remains the only examination process that she has ever gone through

in the Council.

According to the petition, with effect from 1st July 2007, the staff was “promoted to the
position of Assistant Director. However, it must be made clear that this promotion was

backdated to 2003 even though she did not perform well to be promoted then”, while she was
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“promoted to the position of the Deputy Director notionally with effect from 1st January 2008”.
“Your Excellency, our decision to request for the intervention of your office in addressing the
wrong doings in the Nigerian Shippers’ Council is due to our firm belief that your
administration is committed to a zero level of tolerance for corruption. “We believe that the
acts of favoritism and abuse of privileges going on in our organisation are symbols of
corruption. “Your Excellency, our prayer is that you use your good offices to direct ead
of Service of the Federation to conduct the petitioner’s expressed gratitude for t ention,
emphasizing their hopes for continued guidance from Allah in steerin f&latlon's affairs,
amidst calls for a Comprehensive Staff Audit and Proper Place in the Council's
cre)

Service of the Federation, the Minister of Transportation, the Permanent Secretary of the

directorate cadre from GL. 15 to GL. 17. Copies of the petition. orwarded to the Head of
Federal Ministry of Transportation. When approache&:omment on the workers' petition,

the Deputy Director/Head of Public Affairs of Ql\&c declined to provide a response’.

On August 11, 2022, the Minister o{ér&gportation, Engr. Mu’azu Jaji Sambo, charged
members of the Council Governi %rd Nigerian Shippers Council to align their efforts with
the policy direction of the F%aQGovemment, emphasizing the need for a robust, transparent,
and accountable @, and adherence to international best practices, during the
inauguration c%tony held at the Ministry of Transportation Headquarters in Abuja. The
Ministe% cored the Council's responsibility in protecting the interests of shippers and

fostering harmonious relationships with relevant governmental bodies and organisations!.

However, it was noted that there was no representative from the South East on the board,
raising concerns. This event was followed by a statement from the Senior Staff Association at

the Nigerian Shippers Council on September 5, 2016, condemning baseless allegations of
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illegal recruitment within the agency, labeling the petition as frivolous and mischievous.
Furthermore, on June 12, 2023, the Coalition of Northern Patriots called for the suspension
and arrest of the Managing Director of the Nigerian Ports Authority and his counterpart at the
Nigerian Shippers Council, accusing them of funding political campaigns and engaging in
fraudulent activities. Therefore, because of the above, the study seeks to investigate public

relations tools on crisis management and employees’ job satisfaction in the Nigerian Sliippers’
Council'!. ( Q
1.2. Statement of the Problem O&

Organisations and businesses are confronted with multifacet@hallenges in their daily
operations which can be intrapersonal or interpersonal that threaten and undermine their

operational effectiveness and reputation in indust wise affect the job satisfactions

employees will attend from the organisati@: organisation's inability to implement

E@sesult in decreased job satisfaction among

N

employees, leading to low morale, r@{;? productivity, and increased turnover rates. This, in

effective crisis management practices®

turn, has significant implicat'o@s organisation’s capacity to deliver on its mandate, maintain
stakeholder trust, and na 'aghe complex and dynamic shipping landscape. Furthermore, the
.
lack of a cohesive @ach to managing crises and communicating with stakeholders such as
employees h%chrbated the problem, creating a disconnect between organisational goals
and emp Qé well-being. However, Organisations, with effective crisis management and
employees job satisfaction tactics and plans tend to succeed, as most organisations desire to
have a safe and secure workplace that encourages communication, supportive culture, and high

employee job satisfaction which usually caught up in not arming organisations with effective

tactics capable of helping them to manage the evolving crisis. Therefore, the study aims to
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investigate the relationship between public relations tools, crisis management, and

employees’job satisfaction in the Nigerian Shippers’ Council.

1.3 Aim and Objectives of the Study
The aim of this study was to investigate the relationship between public relations tools, crisis

management, and employees’ job satisfaction in the Nigerian Shippers’ Council. Th&ﬁc
objectives are to: ( Q

i.  identify public relations tools deployed by the Nigerian Shipper@cil towards
crisis management;
it.  identify public relations tools deployed by the Nigeri@nppers’ Council to promote
employees’ job satisfaction; be
iii.  ascertain the extent of public relations t%’(@a oyment in crisis management of the
Nigerian Shippers’ Council, \
iv.  ascertain the extent of public reldtiens tools deployment on employees’ job satisfaction
of the Nigerian Shippers’ S@%cﬂ
v.  determine the relatmé between public relations tools and crisis management of the
Nigerian S‘(’pj@;ouncil;
vi. determi@he relationship between public relations tools and employees’ job
Kﬁ/@on of Nigerian Shippers’ Council; and
vii.  determine the combined relationship between public relations tools, crisis

management, and employees’ job satisfaction of the Nigerian Shippers’ Council.
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1.4 Research Questions
In the light of the research objectives, the following research questions are posited:

1. What are public relations tools deployed by the Nigerian Shippers’ Council towards
crisis management?

2. What are public relations tools deployed by the Nigerian Shippers’ Council to promote

employees’ job satisfaction? \

3. What is the extent of public relations tools deployment in crisis mana Qof the
Nigerian Shippers’ Council? &é/

4.  What is the extent of public relations tools deployment on em ’ job satisfaction
of Nigerian Shippers’ Council? Q

1.5 Hypotheses
2

Hol: There will be no significant relationship b@public relations tools and crisis

management of the Nigerian Shippers’ C.qj&

o

ship between public relations tools and employees’

Ho2: There will be no significant r

job satisfaction of the Nig@k\bpers’ Council.

Ho3: There will b ﬁq’\@w'ﬁcant relationship between public relations tools and combined

crisis manageméand employees’ job satisfaction of the Nigerian Shippers’ Council.
1.6 gﬁgy%{cance of the Study

The findings of this study would avail the Management of the Nigerian Shippers’ Council the
opportunity to learn how to effectively adopt public relations tools on crisis management and

employees’ job satisfaction. The findings of this study would also be useful to the Nigerian
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Shippers’ Council in instances of what to be done to enhance its organisational crisis and

employees’ job satisfaction.
1.7 Scope of the Study

This study focused on identifying public relations tools deployed by the Nigerian Shippers’
Council for crisis management and employees’ job satisfaction. The study also focus&on
ascertaining the level to which public relations tools affect crisis management a c@ yees’

gﬁaining the

job satisfaction in the Nigerian Shippers’ Council, as well as examining ac%

relationship between public relations tools, crisis management, and e ’ job satisfaction

in Nigerian Shippers’ Council. Q

Q
2

The major limitation encountered by the resea \@ing this study was the unwillingness of

1.8 Limitation of the Study

the respondents to participate in the study s@gte delay in data retrieval.
1.9 Operational Definition.o@s
Complaint Management\gess: It is a systematic approach to handling, resolving, and
. . )\0 . .

learning from cor@ ised by customers, employees, or other stakeholders. Effective
complaint man@wn‘[ is essential for maintaining trust, improving services, and preventing
future is%QJ

Crisis management Goals: In the context of this study, there are the objectives that an
organisation aims to achieve when responding to a crisis. These goals guide the actions and

decisions of the crisis management team, ensuring a coordinated and effective response.
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Crisis Management Plan: In this study, it is a comprehensive document that outlines the
procedures and guidelines for managing and responding to a crisis in an organisation. It aims
to minimise the impact of the crisis, ensure the safety of stakeholders, and maintain business
continuity.

Crisis Management Strategy: This study sees crisis management strategy as outlines of the
approach and actions an organisation will take to prepare for, respond to, and recove a
crisis. This strategy ensures that the organisation can handle unexpected evelt/%c ively
while minimising damage and maintaining operational continuity. &

Crisis Management: In this study, crisis management is the applicati ools designed to

help an organisation deal with a sudden and significant %@ event in the Nigerian

Shippers Council.
>

Crisis resolution processes: in this study are the atic steps an organisation follows to

effectively resolve a crisis, minimise dam. ,Xﬂ restore normalcy. These processes are
.

critical to managing the immediate im@ a crisis and ensuring long-term recovery.

Crisis: In this study, a crisis is a@%’m or period that will lead, or may lead, to an unstable

and dangerous situation aﬁ@%m individual or group in the Nigerian Shippers Council.

.
Employee En ag@ﬁt is the level of emotional commitment and involvement that
employees h, wards their organisation and its goals. Highly engaged employees are
motivat&‘productive, and more likely to contribute positively to the company’s success.
Employee Relations: In this study refer to the management of relationships between
employers and employees within an organisation. It involves creating and maintaining
positive interactions, ensuring a healthy work environment, and addressing issues that may

arise in the workplace. The goal is to foster a productive and harmonious work atmosphere,
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which can improve job satisfaction, boost morale, and enhance overall organisational

performance.

Employee relationship management (ERM): is the process of building and maintaining
positive relationships between an organisation and its employees. It focuses on fostering a
productive, engaged, and satisfied workforce, which can lead to improved performance,
reduced turnover, and a positive workplace culture. Q

Employees: In the context of this study, employees are groups of individuals @Qﬁribute
labour expertise to an endeavour of an employer or a person cond@ business or
undertaking and are usually hired to perform specific duties in theéig ian Shippers Council,
which are packaged into a job. It is usually based on a contract party, the employer, which

might be a corporation, a not-for-profit organisation, co@mative, or any other entity; pays
RS

the other, the employee, in return for carrying out

N\

Job Satisfaction: Job satisfaction in this\ is otherwise called employee satisfaction. Job

d work.

satisfaction refers to the pleasurablaé\p sitive emotional state resulting from the appraisal

of one's job or job experie C@l other words, job satisfaction is simply how content an
»

individual is with his orﬁ ; whether he or she likes the job. It is a measure of workers'
contentedness wit@o s, in the Nigerian Shippers Council.

O

Public R%%IS Crisis Management is the strategic process of managing the
communication and reputation of an organisation during and after a crisis. The goal is to
mitigate damage, maintain public trust, and restore the organisation’s image.

Public Relations tools: This study refers to public relations tools as the variety of activities

usually conducted by the profession or professional saddled with the responsibilities of
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management of reputations and public relationships of a country, individual, or an

organisation in the discharge of its obligations or/and duties.

Risk management: In this study, risk management is the process of identifying, assessing,
and controlling potential events or situations that could negatively impact an organisation's
objectives. The goal is to minimise the likelihood and impact of risks, ensuring the
organisation's resilience and long-term success.

Strategic Communication: In this study, is the purposeful use of commur@t) n by an
organisation or individual to fulfill specific goals, often related t@l ncing public
perception, achieving business objectives, or managing relationships Wwith key stakeholders.

It involves planning, executing, and evaluating communicatio@)r s to ensure that messages

align with broader organisational strategies. 6{§
°
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2.1.1 Concept of Crisis Q\

2.1 Conceptual Review

A crisis is any event 0®d that will lead or may lead, to an unstable and dangerous situation
affecting an in% , group, or all of society !. Crises are negative changes in human or
environme %fairs, especially when they occur abruptly, with little or no warning. A crisis

is a testing time or an emergency'.

In English, crisis was first used in a medical context, for the time in the development of a
disease when a change indicates either recovery or death, that is, a turning point. It was also

used for a major change in the development of a disease!. By the mid-seventeenth century, it
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took on the figurative meaning of a "vitally important or decisive stage in the progress of
anything", especially a period of uncertainty or difficulty, without necessarily implying a

decision point.

Crisis is often linked to the concept of psychological stress and is used to suggest a frightening
or fraught experience’. In general, crisis is the situation of a "complex system" (family,
economy, society?. Note that simple systems do not enter crises. We can speak a Q%sis
of moral values, an economic or political crisis, but not a motor crisis) when the system
functions poorly (the system still functions, but does not break down), diate decision
is necessary to stop the further disintegration of the system, but the causes of the dysfunction
are not immediately identified (the causes are so many, or @)wn, that it is impossible to

take a rational, informed decision to reverse the situat:'owéQ

The crisis has several defining characteristics. S@ Eave four defining characteristics that are
"specific, unexpected, and non-routine G\Q& r series of events that [create] high levels of

uncertainty and threat or perceived %‘30 an organisation's high priority goals"*. Thus, the

first three characteristics a%@e event is;
1. Unexpected éi\x&urprise)
2. Creat@ertainty

3. &(en as a threat to important goals

A crisis is a process of transformation where the old system can no longer be maintained."
Therefore, the fourth defining quality is the need for change. If change is not needed, the event

could more accurately be described as a failure®.
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Apart from natural crises that are inherently unpredictable (volcanic eruptions, tsunami, etc.)
most of the crises that we face are created by man. Hence, the requirements of their being
‘unexpected’ depend upon man's failure to note the onset of crisis conditions. Some of our
inability to recognize crises before they become dangerous is due to denial and other

psychological responses that provide succor and protection for our emotions.

A different set of reasons for failing to notice the onset of crises is that we allow Q% to
be 'tricked' into believing that we are doing something for false reasons. In othe&, we are
doing the wrong things for the right reasons. For example, we might belia we are solving
the threats of climate change by engaging in economic trading acti itﬁt has no real impact

on the climate. Two reasons for these mistakes were classi@s ype 3 (inadvertent) and

Type 4 (deliberate) errors”. @Q

The effect of our inability to attend to the likel S of our actions can result in crisis. From
this perspective, we might usefully lear®failing to understand the real causes of our
difficulties is likely to lead to r@i?d downstream 'blowback'. Case studies on the

International Crisis Behavt$®8 project suggested a different way of defining crisis as

conditions are perceptions “held by the highest level decision-makers of the actor
concerned®: 1. thre&t}basw values, with a simultaneous or subsequent 2. High probability of

involvement 4 Q]itary hostilities, and the awareness of 3. Finite time for response to the

extemab\ggthreat.
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Classification of Crisis

During the crisis management process, it is important to identify types of crises in that different

crises necessitate the use of different crisis management tools®. Potential crises are enormous,

but crises can be clustered®.

ii.

iii.

Political Crisis: This has to do with issues associated with human and ietal

O

Economic Crisis: An economic crisis is a sharp transition to@%ession. See for

governance and administration, including constitutional issues.

example 1994 economic crisis in Mexico, Argentina's ﬂ%ﬁtic crisis  (1999—
2002), the South American economic crisis og , Economic crisis of
Cameroon. Crisis theory is a central achieve ep& he conclusions of Karl Marx's

critique of Capital. A financial crisis may b king crisis or a currency crisis.

\O

Environmental Crisis: Crisis abog\& environment include: environmental disasters
and natural disasters. An er@(aiental disaster is a disaster that is due to human
activity and should notq:&Q fused with a natural disaster. In this case, the impact of
humans' alteratio che ecosystem has led to widespread and/or long-lasting
.
consequen@\'c include the deaths of animals (including humans) and plant
systenpaé severe disruption of human life, possibly requiring migration. A natural
&{a/gér is the consequence of a natural hazard (e.g. volcanic
eruption, earthquake, landslide) that moves from potential into an active phase, and as
a result, affects human activities. Human vulnerability, exacerbated by the lack of
planning or lack of appropriate emergency management, leads to financial, structural,

and human losses. The resulting loss depends on the capacity of the population to
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1v.

Vi.

support or resist the disaster, and their resilience’. This understanding is concentrated
in the formulation: "Disasters occur when hazards meet vulnerability"s. A natural
hazard will hence never result in a natural disaster in areas without vulnerability, e.g.

strong earthquakes in uninhabited areas.

International Crisis: Issues between two or more sovereign countries. In this co&text
a crisis can be loosely defined as a situation where there is a perceptlotchreat
heightened anxiety, expectation of possible violence, and the belief that y actions

will have far-reaching implications on an organisation’s workfo

A\

Personal Crisis: A personal crisis occurs when an 1nd1V can no longer cope with
a situation’. This is preceded by events of an extr@&ry nature triggering extreme
tension and stress within an individual, i.e. %risis, which then requires major
decisions or actions to resolve. Crises*@e triggered by a wide range of situations
including, but not limited to,®gktréme weather conditions, sudden changes in
employment/financial state @gdlcal emergencies, long-term illness, and social or
familial turmoil. Cri @snnply a change in the events that comprise the day-to-day
life of a person an th e in their close circle, such as the loss of a job, extreme financial
hardshi @\nce addiction/abuse, and other situations that are life-altering and
requl &n that is outside the "normal" daily routine. A person going through a crisis
eXgpnences a state of mental disequilibrium, in which the ego struggles to balance both

internal and external demands!'©.

Technological Crisis: Technological crises are caused by the human application of

science and technology. Technological accidents inevitably occur when technology
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Vii.

Viii.

iX.

becomes complex and something goes wrong in the system as a whole (Technological
breakdowns). Some technological crises occur when human error causes disruptions
(Human breakdowns. People tend to assign blame for a technological disaster because
technology is subject to human manipulation whereas they do not hold anyone
responsible for natural disasters. When an accident creates significant environmental

damage, the crisis is categorized as megadamage!!. Samples include softwari\«res,
ez oil

industrial accidents, and oil spills. Examples: Chornobyl disaster, Ext/@l

spill, Heart bleed security bug. &

Confrontation Crisis: Confrontation crisis occur wh ontented individuals
and/or groups fight businesses, government, and @us interest groups to win
acceptance of their demands and expectations. Iwa%rnon type of confrontation crisis
is boycotts, and other types are picketin %§s, ultimatums to those in authority,

blockade or occupation of buildin s@bsisting or disobeying police.

Crisis of Malevolence: An o%ii?ation faces a crisis of malevolence when opponents

or miscreant individ§l§criminal means or other extreme tactics to express hostility
S

or anger toward,%
o 5\'

to destabilise Q¥ destroy it’. Sample crises include product tampering, kidnapping,

gain from, a company, country, or economic system, perhaps

malici mors, terrorism, cybercrime, and espionage '°. Example: Chicago Tylenol

Crisis of Organisational Misdeeds: Crises occur when management takes actions it

knows will harm or place stakeholders at risk for harm without adequate precautions!'.
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xi.

Xii.

Xiii.

(a)

There are three different types of crises of organisational misdeeds: crises of skewed

management values, crises of deception, and crises of management misconduct.

Crises of Skewed Management Values: Crises of skewed management values are
caused when managers favor short-term economic gain and neglect broader social
values and stakeholders other than investors. This state of lopsided values is rooted in
the classical business creed that focuses on the interests of stockholders nds to
disregard the interests of its other stakeholders such as customers, employegs, and the

community. It has 3 stages: -pre-crisis -acute -chronic and —conﬂ@s lution.

Crisis of Deception: A crisis of deception occurs wl‘@wnagemen‘[ conceals or

misrepresents information about itself and its pro&s) its dealing with consumers

and others. 6’6
(e}

Crisis of Management Misconduc 'ﬁe crises are caused not only by skewed

values and deception but delibg{@;\% ality and illegality.

Employees’ Crisis: E@e crises occur in two ways. It can be either an individual
employee’s misc or a workplace violence crisis.
o 5\'

Individual ployees’ Misconduct: This occurs when an employee or individual

who's asso%@ with the company is involved in unethical or illegal misconduct whether

within tbﬁorkplace or an employee's personal life.

These situations can result in a serious backlash against the company. Since the organisation

employed or supported this individual, its lack of judgment is reflected in the company's

reputation.
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In these cases, one will need to identify the scope of the situation, determine appropriate
disciplinary action, and if necessary, provide a written or verbal statement. It's important to
first fully evaluate the situation and determine how severely the individual violated your
company's values. This will help you determine the right responsive action to take against the
convicted individual. Finally, if this situation has drawn media attention, you'll want to be
transparent to these outlets and inform them about the actions you are taking. \

Example of an Individual Employee Misconduct - Tyson Foods: The pandemic gain on
just about everything including our food supply chain. Workers at a Tys@o s pork plant

in lowa found themselves working longer hours to keep up with dem@ in close quarters.

As a result, COVID-19 quickly spread and several workers di @i er contracting the virus.
Making matters worse, supervisors at the Waterloo, Iow@la t were allegedly involved in
a betting pool guessing how many workers would & from the virus. Not only did this
come across as cruel, but the company is no@@ng legal repercussions as families of the
deceased have filed lawsuits. * ’\\,

(b) Workplace Violence Crisis.: A lace violence crisis occurs when a current or former
employee commits Violencm$§ other employees. Unfortunately, these crises can come on
suddenly, and it coul.d’\' ifficult to act before they escalate further or become fatal. The best
course of actio e@lly when de-escalation is not possible, is to involve law enforcement
as quickly a ible. If an employee was harmed, send the employee immediately to the
nearest hospital to get medical help.

Examples of a Workplace Violence Crisis - Molson Coors: In February 2020, a Molson Coors

brewery employee brought a gun to the workplace and opened fire, killing five people. Gavin

Hattersley, Molson Coors’ chief executive, said in a statement, “I am devastated to share that
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we lost five other members of our family in this tragic incident. There are no words to express

the deep sadness many of us are feeling right now.”

A. Rumors and Crisis: False information about an organisation or its products creates crises
hurting the organisation's reputation. The sample links the organisation to radical groups or

stories that their products are contaminated®.

Q
B. Organisational Crisis: Allan Hilburg, a pioneer in crisis manage @%eﬁnes
organisational crises as categorised as either acute crises or chronic crises. blgﬁso created
the concept of the Crisis Arc. Erika Hayes James, an organisation chologist at the
University of Virginia's Darden Graduate School of Business, ic@’les two primary types of
organisational crisis’. Organisational crisis is "any emotio& arged situation that, once it

becomes public, invites negative stakeholder reaction@\ereby has the potential to threaten

the financial well-being, reputation, or surviva\ firm or some portion thereof™®.

C. Sudden Crisis: Crises are circw@c@that occur without warning and beyond an

institution's control. Consequent‘;@!es are most often situations for which the institution

and its leadership are not b@Q

°
D. Smoldering C@ldering crises differ from crises this is because the crisis begins as
minor intemq]bées that, due to the manager's negligence, develop into crisis status. These
are situe&%‘when leaders are blamed for the crisis and its subsequent effect on the institution

in question®.
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2.1.2 Concept of Crisis Management

Crisis management is the application of tools designed to help an organisation deal with a
sudden and significant negative event®. A crisis can occur as a result of an unpredictable event
or an unforeseeable consequence of some event that has been considered a potential risk. In
either case, crises almost invariably require that decisions be made quickly to limit dam &e to

the organisation.

The nature of the potential damage varies based on the nature of the c&gﬁjmost cases
though, a crisis can affect health or safety, the organisation's finan e organisation's
reputation, or some combination of these. A devastating fire c be a crisis that puts the
organisation's finances in jeopardy. However, if the fire oc @9 ring business hours, then the
fire might also jeopardise health and safety since err@es may find themselves in harm's
way’. The term crisis carries many meaning\\@%elf These meanings guide the crisis
managers and leaders in deciding what to 8\‘\' crisis. It is an interesting applied area as well

since we talk about “managing” a cr@:wzen each crisis is very unique by itself.

What constitutes a crisis 1@1@ agreed upon, however, despite lack of clarity, there are

specific conditions @1ﬂ the crisis literature. For example, crises share six characteristics
n

which are rare, &

involves a of discontinuity, a situation where the core values of the organisation/system

ant, high impact, ambiguous, urgent, and involve high stakes. A crisis

are under threat, and this requires critical decision-making. There is a destabilising effect on

the organisation and its stakeholders and an escalation of one or more issues, errors, or

procedures is expected in this period.
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A crisis could start with a simple piece of news being disseminated through media outlets or
social networks, then find recipients at large, which leads to a state of agitation and uncertainty
within the target of the crisis'. In a narrow framework, a crisis can be limited to avoid negative
media coverage; however, this is only related to the communication side of a crisis. Crisis
prevention, mitigation, and communication response start with a strategic business plan and

the integrity and legitimacy of the organisation are central to the theme of crisis’. Q\

2.1.3 Origin of the Field of Crisis Management &< ,:
The field of crisis management is generally considered to have orjigi with Johnson &

Johnson's handling of a situation in 1982 when cyanide-laced 1 killed seven people in
the Chicago area. The company immediately recalled all T&na capsules in the country and
offered free products in tamper-proof packaging. Aérbesult of the company's swift and

effective response, the effect on shareholder@minimized and the brand recovered and

flourished®. &c—;\\%

Today, virtually all major corporati onprofit agencies, and public sector organisations use

crisis management. Developi Qﬂacticing, and updating a crisis management plan is a critical

piece of ensuring i-b@ss can respond to unforeseen disasters. The nature of the crisis

management a@

manufactu@ompany will likely need a crisis management plan for responding to a large-

can vary, however, based on the organisation type. For instance, a

scale industrial accident, such as an explosion or chemical spill, whereas an insurance company

would be far less likely to face such risks’.

Of course, it doesn't take something as dramatic as an industrial accident to require the

activation of a crisis management plan. Any event that has the potential to damage the
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organisation's finances or reputation may be the cause for putting the crisis management plan

into action.

We argue that the basic and contemporary concepts related to crisis management, especially
in the communication field, share some similarities with what was practiced in ancient
civilisations such as the importance of direct contact between the leadership and the public.
Other similarities include the accurate diagnosis of the real causes of the crisis, the &we
of the dissemination of false news the reassurance of the public opinion that there isa solution

to the crisis, a sound management decision, and a good plan for its imgl@!ion ’

We link the past time crises to the contemporary era, providinf parison framework. The
n

history of crisis tends to show us that the study of crisis @ ement cannot be linked to a
specific civilisation or era, especially when humani@ witnessed multiple and complex
environmental, political, economic, and milita@es. Moreover, some of the problems and
complex issues in the modern era are® in history. Thus, many geopolitical crises
nowadays are the result of old cause@we study of crisis management from an academic point

of view should be a mu i@e analysis, including a historical, a cultural, and an

anthropological one, whi& ermines the course of evolution and consequences of the crisis’.

Humans today& itnessing multiple serious crises, whether economic, social, or
environme%’lbut the most devastating crises are those security crises that end up with endless
wars, killing thousands each year, and displacing millions of others. Most of those destroying
conflicts could be avoidable if the parties involved embrace wisdom by putting common

interests ahead of their desires, and choosing patience and dialogue over stubbornness and
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extremism, particularly when conflicts and crises do not build nations and civilizations, but

destroy everything instead.

Today’s crises bring new challenges to address and the theoretical frameworks that have been

developed by various scholars may not be adequate to deal with them.

2.1.3.1 Crisis Management Goals Q\

Crisis management seeks to minimise the damage a crisis causes. However, this‘dc@ot mean
crisis management is the same thing as crisis response. Instead, cri@&nagemen‘t is a
comprehensive process that is put into practice before a crisi n happens. Crisis

management practices are engaged before, during, and after @

The art of managing an emergency at the workplac@ugh effective planning and quick
action by/through the employees refers to @es Crisis Management. An unstable
condition that leads to major disturbances @workplace must be controlled immediately for
the effective functioning of the organiSatien. Crisis Management helps the employees as well

as organisation to cope with d@times in the best possible way.

The study of crisis,rg@ement originated with large-scale industrial and environmental
disasters in th 9&5/& is considered to be the most important process in public relations.
Three elen@’éare common to a crisis: (a) a threat to the organisation, (b) the element of
surprise, afid (c) a short decision time. A crisis is a process of transformation where the old
system can no longer be maintained". Therefore, the fourth defining quality is the need for
change. If change is not needed, the event could more accurately be described as a failure or

incident.
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In contrast to risk management, which involves assessing potential threats and finding the best
ways to avoid those threats, crisis management involves dealing with threats before, during,
and after they have occurred. It is a discipline within the broader context
of management consisting of skills and techniques required to identify, assess, understand, and

cope with a serious situation, especially from the moment it first occurs to the point that

recovery procedures start. Q\

Crisis management is a situation-based management system that includes @les and
responsibilities and process-related organisational requirements compa ide. The response
shall include action in the following areas: Crisis prevention, crisi s@nent, crisis handling,
and crisis termination. Crisis management aims to be well pr for a crisis, ensure a rapid

and adequate response to the crisis, maintain clear lin q@)rﬁng and communication in the
§. 3

event of a crisis, and agreeing rules for crisis te@o

2.1.4 Stages of Crisis Management '@
1. Warning and Risk AsseSSnéfzs important as it may be to identify risks and plan

3

for ways to minim$& risks and their effects, it is equally important to establish

monitoring systext
o 5\'

These early,warning systems can take a variety of forms and differ widely based on the

t can provide early warning signals of any foreseeable crisis.

identifa@sks. Some early warning systems might be mechanical or electronic. For
i}sgnce, thermography is sometimes used to detect a build-up of heat before a fire
starts. Other early warning systems may consist of financial metrics. For example, an
organisation might be able to anticipate a substantial drop in revenue by monitoring its

customers' stock prices’.

34


https://en.wikipedia.org/wiki/Risk_management
https://en.wikipedia.org/wiki/Management

2. Key Steps at Each Stage of a Crisis: The key to effective pre-crisis planning is to
involve as many stakeholders as possible. That way, all areas of the organisation are
represented in the risk identification and risk planning process. Corporate crisis
response teams often include representatives from the organisation's legal, human
resources (HR), finance, and operations staff. It is also customary to identify someone
to act as a crisis manager’. \

3. Crisis Response and Management: When a crisis occurs, the crisi @Qager is
responsible for directing the organisation's response following if&gfshed crisis
management plan. The crisis manager is usually also the p@ o is tasked with
communicating to the public®. If a crisis affects publi or safety, then the crisis
manager should make a public statement as quickly=~as possible. In a public crisis, the
media will inevitably seek out employees for @’Qent. The organisation's employees
need to know ahead of time who is }{Q not authorized to speak to the media.
Employees who are allowed to sj the media must do so in a manner consistent
with what the crisis manag @ying?

4. Post-Crisis and Re @-: After a crisis subsides and business begins to return to
normal, the .cgi\" manager should continue to meet with members of the crisis
manage e@n especially those from the legal and finance departments, to evaluate
the sion of the recovery efforts. At the same time, the crisis manager will need
mvide the latest information to key stakeholders to keep them aware of the current
situation’. Following a crisis, it is also important for the crisis management team to

revisit the organisation's crisis management plan to evaluate how well the plan worked
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and what aspects of the plan need to be revised based on what was learned during the

crisis’.
2.1.5. Processes of Crisis Management

a. The solution against any crisis begins initially with fighting its causes, such as dealing
efficiently with the sources of rumors and false news including via social media.&ich
target official and non-official organisations and create a toxic envirg @ hich
turns into an explosive one in the real world, if not tackled early enoé{agfefﬁciently.

b. Crisis management is a proactive process that involves deali e crisis before it

happens, during the crisis and aftermath. Crisis mana e is a process designed to
&

prevent or lessen the damage a crisis can inflict on % isation and its stakeholders.
As a process, crisis management is not one thi@e purpose of crisis management is

to protect the organisation, sector, oi@e:golders from damage and prevent or
10

diminish the negative outcomes o@

As stated, crisis management is-a.@ss with many parts, and one of the crisis management

models is explained as a th@%ge process by Coombs.

°
i.  The Pre-C@: Consists of three sub-stages: signal detection, prevention, and

crisis ration. At this stage, if a crisis has been detected, this crisis should be
b&ted from taking place and prepared for crisis management. The goal is to reduce
the risks that may create a crisis and also be prepared strategically and tactically'’. In
this respect, action-wise, the organisation at this stage is expected to have a crisis
management plan that is updated regularly. The organisation forms a team for

managing the crisis, selects spokesperson/s, and prepares draft crisis messages.
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ii.  Crisis Stage: The second stage is the crisis stage itself, and this stage is formed by two
substages, which are crisis recognition and crisis containment. At this stage, the
organisation’s response to the crisis, its communication with stakeholders, and how the
organisation deals with a crisis are important '°. This stage covers the response of the
organisation to what has happened: the crisis management plan is put into action, and
the literature suggests three points which are to be quick, to be accurate, be
consistent. Support from public relations is heavily observed at this s ce they
develop the messages to be sent to all stakeholder groups, makié\sure that public
safety is the most important aspect. The damage that is infli e organisation is

O

worked on to repair it.
iii.  The Post-Crisis Stage: The post-crisis stage, as %naéne suggests, comes after the

crisis is resolved. At this stage, the organisati@ aluates how it dealt with the crisis

o @
)

2.1.6. Importance of Crisis Managg{oj

B\
b

The overall importance of @anagement is to be better prepared for potential crises. The

crisis may not be as hot a Qre, but still, the organisation scans the media and the activities
.

of stakeholder gro@s.}%‘ﬁ erstanding the perceptions of their stakeholder groups is vital. A

crisis creates Qed for information and that need is fulfilled with communication. Neither

the crisﬁ\&agemem plan nor the crisis communication before, during, and after a crisis

should be ignored.

Crisis communication addresses both internal and external audiences affected by the crises. It

provides information and that information should be consistent throughout the crisis with the
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designation of one primary spokesperson. Differentiation between two types of crisis
communication: “crisis knowledge management” and “stakeholder reaction management” was
made by a scholar in the past, whereby it was stated that “Crisis knowledge management”
involves collecting information, analysing the information gathered, sharing what is learned,
and decision-making'®. The “stakeholder reaction management,” involves efforts to influence
the organisation’s stakeholder groups through communication. This may be acco hed

through words or what is done, the deed. It is important to understand the pe @1 of the

stakeholders’ groups of the crisis, the organisation under crisis, and its res e to the crisis to
influence them'?. %
“Crisis” from past times: The accumulation of knowledge as ted with the evolution of the

concept of crisis management is not only the emana 018 modern academic studies or the

practices and experiences of organisations and a{cb% risis management, rather it benefitted

from the expertise and experiences of previgQ h‘nan civilizations. All civilisations have laid
.

the methodological foundations in ma@ the various crises they faced, within the scope of

the moment and its specific chaﬂ@g{ Crisis, and contention do not surface instantly in any

society they are rooted in R@’

.
It is argued that @0% back, crises have been a part of the personal, domestic, and
international cape from time immemorial, from the ancient world to the twenty-first
century.\\sgllsis between Athens and Sparta resulted in the Peloponnesian War (431-404 BC).
The factors that are associated with the importance of direct communication, interaction, and
dialogue with public opinion were important in crisis management in the Greek and Roman

eras. These civilisations were largely focused on creating spaces for dialogue, debates, and
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direct communication with the public. Those social activities took place in most public venues,

such as theaters, stadiums, places of worship, and so on!°,

As for the Greek civilisation, the foundations of its values were based on philosophy, raising
theological and non-theological issues for never-ending dialogue and discussion. Moreover,
the Greek civilization was characterised by its proactive community participatory approach to
resolving crises. The citizen had the right to discuss all issues of concern to public Q&n
the other hand, the Roman civilization tended to take care of the material an@ ainment
needs of its citizens to ensure the stability of the empire. Romans also ur@e idents of Rome
and its colonies to participate in the discussion of the problems o e%ire, as they believed
that the dialog contributed to absorbing public anger and this at had enabled the empire

to overcome many crises. The social texture of societﬁau@ nature of the crisis that surfaces

®%

2.1.7 Factors affecting the process OP@Management

in it are a product of its historicity!°.

The crisis management process mq@dmany skills and expertise because as stated previously,
we are talking here about @Qess of changing reality and convincing the public opinion of
the organisation’s O{Q\f view that defends its vision and interests. Moreover, crisis
management re@gisocial, legal, and communication crucial knowledge in the search for

possible sog:ibs. Here are some of the factors affecting crisis management:

1. Firstly, psychological factors constitute an important element for the individual in
charge of crisis management. Self-control, self-confidence, and coolness are some of
the mental attributes that are highly needed, as the crisis management process requires

patience, wisdom, and sound thinking in the planning for the management of the crisis
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and providing appropriate solutions. In this context, there were arguments that the
process of managing crises requires some basic knowledge in psychology, mainly
because managing some crises needs to a great extent controlling emotions and
sentiments, self-control, patience, calmness, and keeping away from anxiety and
carelessness. These attitudes and behaviors are essential for managing a crisis
efficiently, professionally, and with a lot of conciseness, preciseness, an ithout
tempered reactions that can affect negatively rational and successful deci @1 :
Secondly, good knowledge of the environment surrounding the’&gamsation may
include knowledge related to the cultural, social, and politi m of the society.
This is due to the complexity of the process of managi isis that needs quick and
decisive decisions emergency management plannir@n execution'”,

Thirdly, those in charge of managing crises sh(&we a good knowledge of the nature
of local laws and regulations relateﬁ\\g libel, defamation, disinformation, and
copyrights. Also, legal and legis'l®omponents are associated tightly with moral
and value aspects of soc}et&@\hose in charge of managing the crisis should be able
to control its conseq c\. Moreover, they will manage to improve the performance
ofthe organigagio\%ts reputation, and its image, by committing themselves to openness
and tra sp@ and showing genuine empathy for the victims '°. Organisations
shoul for transparency and honesty with public opinion and the authorities, by
Mg full disclosure of the crisis and its repercussions; providing a full apology, and
offering compensation to victims'?.

Fourthly, setting up a communication and media plan aimed at connecting with the

public, for it desperately needs a true narrative of the crisis. Thus, any delay,
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miscommunication, or silence would expose the organisation to rumors and false news
that aggravate and complicate the crisis even more. The communication strategy must
be built on honesty with the public and opinion leaders because it is the proper way to
restore the ravages of the crisis. The process of regaining the trust of the public during
or after the crisis is the biggest challenge, and it is impossible to win it without
embracing speech openness and full transparency in managing the crisis!®. \

5. Fifthly, the necessity of involving the public in managing the crisis. Thi @(e place
in several ways. One of them includes nongovernmental organisatioﬁg\opinion leaders,
and members of the local community. Involving them in S communication
strategy to reach the appropriate solutions leads event the absorption of public
anger and win back its confidence. One of the app@h s to regaining the trust of the
public during or after the crisis is to respect t@’gmgs of those affected by the crisis

and recognise their rights to rehabiﬁt{&hem and involve them in making the

appropriate decisions'’. E‘@
N

2.1.8 Crisis Management T06$Q

Crisis management strate %/IS) is a corporate development strategy designed primarily to
°
prevent crisis forl follow-up company advancement!!. It is the collective framework of

decisions an es that an organisation makes to respond to a crisis (or the perception of

one)'. Moal of your strategy is to position your organisation to withstand a crisis.

Thus, CMS is a synthesis of strategic management. It includes a projection of the future based
on ongoing monitoring of the business's internal and external environment, as well as the

selection and implementation of crisis prevention strategy and operating management. This

41



includes current status control based on ongoing monitoring of the internal and external

environment, as well as crisis-coping strategy selection and implementation.

Crisis management tools are the foundation of crisis response planning for organisations. There
is some confusion about the differences between crisis management tools and crisis
management plans, theories, policies, or tactics. Tools are high-level and represent the broad
vision of one’s approach, while tactics and plans are operational and action-ori %he
organisational strategy, values, vision, and mission shape one’s crisis strategy. Defiffing one’s
strategy should precede any other step in crisis management planning, éﬁrategy lays the
foundation for your further planning. Because one’s crisis strate adapt to fit a range of

unknown future scenarios, a strong strategy enables one toexible and agile in a crisis.

Once the tools are determined, identification of the c&u&% and systems that need to be in

®%

1. Crisis Management Model: Sumé\ﬁa y managing a crisis requires an understanding

place to support one’s strategy would follow.

of how to handle a crisis @i?it occurs. There are three phases in any Crisis

Management as sho%@w:

a. The diagnosist\@s impending trouble or the danger signals.
b. Choosi e appropriate Turnaround Strategy.
c. hfementaﬁon of the change process and its monitoring

2. Crisis Management Planning: No corporation looks forward to facing a situation that
causes a significant disruption to their business, especially one that stimulates extensive

media coverage. Public scrutiny can result in a negative financial, political, legal, and

42



government impact. Crisis management planning deals with providing the best
response to a crisis!!. The crisis management team, sometimes supported by other
departments or external specialists, performs detailed crisis planning. An
organisation’s senior executives and CEO are typically responsible for the crisis
strategy and management of strategic priorities in a crisis. If a company handles a crisis
well, it should emerge with organisational stability, revenues at pre-crisis le and

customer trust intact. Crisis strategy is just one dimension of crisis man@t.

Contingency Planning: Preparing contingency plans in advanart of a crisis-

management plan, is the first step to ensure an organisation is\appropriately prepared
for a crisis. Crisis-management teams can rehears risis plan by developing a

simulated scenario to use as a drill. The plan@tipulate that the only people to

speak to publicly about the crisis are nated persons, such as the company

N

spokesperson or crisis team member*% ly, it should be one spokesperson who can
.
be available on call at any ti@ooperation with the media is crucial in crises,
ensuring that all questioh&@nswered on time and information on what was done to
resolve the situatiom@r?vided. The first hours after a crisis break are the most crucial,
so workin @ed and efficiency is important, and the plan should indicate how
quickly ach function should be performed. When preparing to offer a statement
%@1 as well as internally, information should be accurate and transparent.
Providing incorrect or manipulated information tends to backfire and will greatly
exacerbate the situation. The contingency plan should contain information and

guidance that will help decision-makers consider not only the short-term consequences

but also the long-term effects of every decision.
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b. Business Continuity Planning: When a crisis will undoubtedly cause significant
disruption to an organisation, a business continuity plan can help minimize the
disruption. First, one must identify the critical functions and processes that are
necessary to keep the organisation running!!. This part of the planning should be
conducted in the earliest stages, as it is part of a business impact analysis phase that

will signpost "How much does the organisation stand to lose?” Q\

Each critical function and or/process must have its contingency plale/Qe of the
functions/processes ceases or fails, then the business/organisa&smore resilient,
which in itself provides a mechanism to lessen the possibility of having to invoke
recovery plans'!. Testing these contingency plans by @rsmg the required actions in
a simulation will allow those involved to beco v&% acutely aware of the possibility

of a crisis. As a result, and in the event o ual crisis, the team members will act

more quickly and effectively!!. ’\%\

A note of caution when plan@{?aining scenarios, all too often simulations can lack

ingenuity, and an %Qﬁste level of realism and as a consequence potentially lose

their training value.“This part can be improved by employing external exercise

designers @e not part of the organisational culture and can test an organisations

respo a crisis, to bring about a crisis of confidence for those who manage vital
%slz.

Following a simulation exercise, a thorough and systematic debriefing must be

conducted as a key component of any crisis simulation. The purpose of this is to create
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a link and draw lessons from the reality of the simulated representation and the reality

of the real world!’.

The whole process relating to business continuity planning should be periodically

reviewed to identify any number of changes that may invalidate the current plan'4.

3. Role of Apologies in Crisis Management - There has been debate about the% of
apologies in crisis management, and some argue that an apology opens a ation
up to possible legal consequences. However, some evider&&gﬂfcates that

compensation and sympathy, two less expensive tools, are e as an apology

in shaping people’s perceptions of the organisation taki@ponsibility for the crisis

because these tools focus on the victims' needs.&e mpathy response expresses

concern for victims while compensation offers%&s something to offset the suffering
15 @
4. Crisis Leadership: Five 1{@5@ leadership competencies that facilitate

organisational restructurdn&hg and after a crisis are

a) Building an envir &t of trust
b) Reform%gwrganisation's mindset

C) i@mg obvious and obscure vulnerabilities of the organisation
d) Making wise and rapid decisions as well as taking courageous action.

e) Learning from crisis to effect change!>°.
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i. Crisis Prevention as a Crisis Management Strategy: The best crisis management strategy
is prevention!!. A lot of crisis management involves preparing to react to an emergency or a
disaster, but staying oriented toward prevention keeps you out of a reactive mode!!. “If the
tone at the top allows a company to become reactive, meaning it does not anticipate issues, but

waits for issues to arise before acting or reacting, this mentality leads to short-sightedness™!!.

Here are some ways to become more proactive: Q\

ii. Improve Communication: Communication failures can compound probl%;ading to

major crises. Analyses of crises at Nokia, Enron, British Petroleum, and 0@0 panies traced

ion!".

O

iii. Implement Reverse Engineering: Examine in depth & st devastating and common

the root cause or aggravating factor to the poor flow of informat

crises to hit organisations and draw lessons from the@%rk backward to see what changes

one needs to implement to prevent or lessen a s@ crisis!!,

iv. Audit Risks: Look for Vulnerabilit'{:‘%x?\e%y level of the organisation by talking to each
staff member in confidence. Loek&-world risks, not just financial threats!!. Ask questions
such as the following: DO\@QW 24/7 access to top management executives, in case you
need to contact them@ymously if necessary) on a serious problem? And, if, overnight,
your work locat ge(ame unavailable, would you know where to report to the next day? Talk
to key stakébérs about the vulnerabilities they see. Then, evaluate the crisis documents and

policies for weaknesses, and develop solutions for any problems found'!.

v. Collect Intelligence: Broaden the information gathering beyond competitor activity.
Monitor media for warning signs and intelligence that could foreshadow a crisis for your

organisation. Red flags could include the following: political developments in countries where
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suppliers are based; regulatory action; activist campaigns; trends in financial fraud and
corruption; and climate data. Also, be aware of social media activity around your brand. Create

early warning systems for key parts of your operation, such as IT!!.

vi. Maintain Social Responsibility: Companies that demonstrated a consistent record of
prioritising employees and communities rebounded from crises with their stock market value
intact. If one is not socially invested before a crisis, then any professions of conce@ng
a crisis will appear insincere, and stakeholders will tend to disregard one’s a 01@ . Hence,
one must transform his or her culture and values into real-world actioré% as supporting
local schools, mentoring minority entrepreneurs, or volunteeri %onproﬁts. When an

organisation engages in community outreach regularly, th ic is much more likely to

believe its crisis response reflects genuine concern'!. er

2.1.9 Importance of Crisis Management To@b

A

Without a crisis management strategy, 1s"more likely to make mistakes that result in

N\

financial loss or lasting damage {Qgie reputation and key relationships. Moreover, in the

absence of a crisis strateg@ger organisational strategy is at risk'!.

Acting strategicall@& discipline and objective analysis. For example, you cannot plan
for every pot%@emergency doing so would be prohibitively expensive. Instead, choose and
prepare‘fqgﬂy the most likely scenarios!!. When viewed through a strategic lens, the costs
associated with purchases (such as stockpiling raw materials in the event of a supplier
shutdown) are not just expenses, but also an investment in the resilience and longevity of your

business!!.

47



Strategic crisis management requires you to analyze both internal and external threats and
vulnerabilities, define a strategy, execute this strategy, and update the strategy as conditions
evolve. Maintaining open communication and nurturing important relationships are key
dimensions of crisis management tools. The consequences of not having a crisis management
strategy include the potential for bad decisions, incorrect or inconsistent communication, and
a longer-than-necessary recovery. While full recovery is always the goal of crisis ma ent
strategies, one should also incorporate some survival tools. These are way @ap your
organisation alive in the face of a hostile environment or an existential thre&d often include

cost-cutting, layoffs, and access to emergency credit. Creative is an essential

ingredient in crafting survival strategies''. :Q
2.1.10 Creation of Crisis Management Tools &Q

The senior management team should take chargi@uilding a crisis strategy, and the first step
is to review the organisation’s mission a@ ess the firm’s weaknesses, then, establish the

items one wants to protect in a crisi@d ;Lose that one considers expendable. The following

are the six steps to create @@anagemem strategy and address an actual crisis'":
1. Check Core:'-\{@g and Gather Information: Review your mission and vision, and

make s@
2

ar% t>!. When an organisation is defining its crisis management strategy, it should

se values guide your strategy. Staying true to one’s culture is

change neither its original mission nor its vision or value. One should also do a high-

level assessment of one’s organisation’s vulnerabilities. Use this crisis vulnerability

matrix to rank potential crises by the probability of occurrence and severity of impact.
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The results will rank crisis types, providing your team with priorities for its planning

effort.

Set Goals: While one cannot predict the types of crises an organisation may face, one
must agree on the most important, high-level outcomes, such as maintaining the safety
and health of the staff, minimising delays in customer orders, or maintaining th%cash

flow. Focus on a few objectives, and avoid the temptation to set zero imp;Q one’s
a

goal that’s just unrealistic. This crisis management policy template s one to

record the goals one worked on in one’s strategic plannin @d any related
information'!. Q é

In addition, one can decide which of the normal b@& priorities one can set aside
during a crisis. Can one tolerate an increase @’s average customer hold time or
relax the overtime policies? Identify th&%fgom which one can divert staff resources
and money to support the crisis r@e. Track crisis-related metrics that reflect the
objectives you identified aégt?cally important. During a crisis, you can use a
simplified dashboar @hese key performance indicators to stay informed and
maintain focus on\yotf priorities. This dashboard template provides an easy-to-read,
.

graphic Vi@ ese high-level key performance indicators (KPIs) .

Fm%’b Team: Keeping the overall goals in mind, one can designate a crisis
management team to plan tactics. This group will write the crisis management plan and
execute it when a crisis strikes. Provide this team with resources and support from the
top management. Business continuity planners should work with the crisis management

team as well as do their detailed planning.
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4. Take Strategic Actions: One needs to previously identify gaps or weaknesses in one’s
business that one needs to address to support the crisis management strategy and do
what is necessary to address such weaknesses'!. For example, increase the emergency
cash reserve, create a climate of open communication, or establish relationships with
backup suppliers. It’s particularly crucial to make sure that the finances, stakeholder

relationships, and organisational reputation are in good shape — before a crisis3trikes.

5. Make Sure the Right People Handle the Sensitive Priorities durin@sis: The
CEO and senior leaders of enterprises and large organisations are a y not involved
in running the operational response to a crisis. Instead, thefollowing sensitive strategic

priorities are typically the executive management teal@esponsibility i
1. Make sure the organisation is actin@‘cally and compassionately.

il. Monitor and analyze dev@%ts for high-level implications.

iil. Limit financial da@{ggand generate extraordinary cash needs.

1v. Clear aq@@level obstacles that the crisis team faces, such as a need for

HQLO/\@)UFCGS .

V. bProtect the organisation’s reputation.

\/Q/ Evaluate contingency plans.
vii.  Provide leadership when you set a course of action.

viii.  Communicate with key stakeholders.
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“When an organisation is in crisis, it is not about the organisation, but it is about the victims
of the crisis: one’s organisation's stakeholders and employees. If you take care of them, then
you'll be taking care of the organisation. If you forget them and think only of the organisation

and its executives, you could lose it all” ',

6. Thank and Recognize Your Staff After a Crisis: Thank and recognise the sh@for
their extraordinary efforts during a crisis. Make sure the crisis manageme oes

a detailed post-crisis review and evaluates its findings. The senior manageifient team

should do a strategic review and consider the following questionQ

1) Could we have seen the crisis coming? Q

Q

2) What early indicators did we miss or ignore? ’bQ

3) How well did the crisis management p@w crisis management teamwork?

4) Did the organisation respond effeg\xl to the crisis?

5) What went well and wl@ds improvement?

6) Was our corrqu'&tion clear and consistent?

7) Did ourgeputation or our confidence in our organisation suffer?

To make\@e organisation more resilient, revise the strategy based on the answers to the
aforementioned questions. These post-crisis lessons may also necessitate changes in staff
training, Human resource policies, operations, compliance, and other areas of the organisation.

Delegate the implementation of these changes. This crisis management strategy template walks
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the organisation through the steps to make these changes and provides space to summarize the

key elements of the strategy '
2.1.11 Crisis Management Team

The sequence of sudden unwanted events leading to major disturbances at the workplace is
called a crisis. A crisis arises on extremely short notice and triggers a feeling of feah and
uncertainty in the employees. The superiors need to sense the early signs of crisi rn the
employees against the same. Once a crisis is detected, employees must icgf

swing into

action and make quick decisions. It is based on this that organisai@ in place a crisis

management team. Q

1. Importance of Crisis Management Team: A ri;@hnagement Team is formed to

protect an organisation against the adverse effect crisis. A Crisis Management team

N

1. Organisations form crisis ma%ggent teams to decide on future courses of action and

prepares an organisation for inevitable threat&\:

devise strategies to hel@isations come out of difficult times as soon as possible.,

it. A Crisis Mana@nt Team is formed to respond immediately to warning signals of

crisis arggw}e relevant plans to overcome emergencies.
2. RO]C’%@SIS Management Team: The Crisis Management team primarily focuses on:
i.  Detecting the early signs of crisis.
ii.  Identifying the problem areas

iii.  Sit with employees face-to-face and discuss the identified areas of concern
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iv.  Analyse the situation and formulate a crisis management plan to save the organisation’s

reputation and standing in the industry.

v.  Encourage the employees to face problems with courage, determination, and a smile.

Motivate them not to lose hope and deliver their level best.
vi.  Help the organisation come out of tough times and also prepare it for the ﬁJture\

Membership of a Crisis Management Team includes: Membership of a cris€ @gement
team usually comprises of; the Head of Departments, Chief Executiy, er and people

closely associated with him, Board of Directors, Media Adv% Human Resource

Representatives. QQ

3. How Crisis Management Team works: Typicall%’ber any organisation, the following

is how crisis management works: @

1) A Team Leader is appointed to t&};\ﬁge of the situation immediately and encourage

the employees to work as Q@e unit.
N\

2) The Crisis Manage}g Team then works on the various problems and shortcomings
that led to Q.iié\et he workplace. The team members must understand where things

went wr@and how current processes can be improved and made better for the smooth

ﬁ@ning of the organisation.

3) It is important to prioritise the issues. Rank the problems as per their effect on the
employees as well as the organisation. Know which problems must be resolved

immediately and which all can be attended a little later.
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4) A single brain cannot make all decisions alone. The Crisis Management Team should
sit with the rest of the employees on a common platform, discuss prevailing issues, take

each other’s suggestions, and arrive at plans acceptable to all.

5) One of the major roles of the crisis management team is to stay in touch with external

clients as well as the media. The team must handle critical situations well.

6) Develop alternate plans and strategies for the tough times. Make sure yogcurate

information. Double-check your information before finalising the .

7) Implement the plans immediately for results. Proper feedbacl%& be taken from time

to time. Qb

8) The Crisis Management team helps the organi@take the right step at the right time
and helps the organisation overcome cr'uations.

2.1.12 Government and Crisis Man@

Historically, government at all.b$s - local, state, and national - has played a large role in
crisis management. Indeed, y political philosophers have considered this to be one of the
primary roles of g@&e t. Emergency services, such as fire and police departments at the

local level, andhe, United States National Guard at the federal level, often play integral roles

in crise&{/QJ

To help coordinate communication during the response phase of a crisis, the U.S. Federal
Emergency Management Agency (FEMA) within the Department of Homeland

Security administers the National Response Plan (NRP). This plan is intended to integrate
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public and private response by providing a common language and outlining a chain of
command when multiple parties are mobilised. It is based on the premise that incidences should
be handled at the lowest organisational level possible '®. The NRP recognizes the private sector

as a key partner in domestic incident management, particularly in the area of critical

3

The NRP is a companion to the National Incidence Management System, which ac Q more

infrastructure protection and restoration's.

general template for incident management regardless of cause, size, or complexify. FEMA

offers free web-based training on the National Response Plan thr@ e Emergency

Management Institute'®, Q s

Historically, politics and crisis go hand in hand. In describi&@ds, it is deduced that "we live
amid alarms where anxiety beclouds the future'. Cr%’gmagemen‘[ has become a defining
feature of contemporary governance. In tim\\&:ﬂsis, communities and members of
organisations expect their public leaders{\' imise the impact of the crisis at hand, while
critics and bureaucratic competit&s@xt seize the moment to blame incumbent rulers and

their policies. In this extre§ nment, policymakers must somehow establish a sense of
ct1

normality, and foster coll learning from the crisis experience?.

In the face of crisis, feaders must deal with the strategic challenges they face, the political risks
and opport%(bﬁ they encounter, the errors they make, the pitfalls they need to avoid, and the
paths away from crises they may pursue. The necessity for management is even more

significant with the advent of a 24-hour news cycle and an increasingly internet-savvy

audience with ever-changing technology at its fingertips?’.
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Public leaders have a special responsibility to help safeguard society from the adverse
consequences of crisis. Experts in crisis management note that leaders who take this
responsibility seriously would have to concern themselves with all crisis phases: the incubation

stage, the onset, and the aftermath. Crisis leadership then involves five critical tasks: sense

Q
X

i.  Sense-making may be considered the classical situation assessme&{egﬁ decision-

making. %0

it.  Decision-making is the act of deciding on the imple of that decision.

making, decision making, meaning making, terminating, and learning°.

A brief description of the five facets of crisis leadership includes?:

iii.  Meaning-making refers to crisis management @tical communication.

iv.  Terminating a crisis is only possibl@ublic leader correctly handles the
&

v.  Learning refers to the @eaming from a crisis is limited. The authors note, that a

accountability question.

crisis often opens ﬁbﬁow of opportunity for reform for better or for worse 2!.

2.1.13 Conce1:t OQE’l\ployees

Employ@%orkers or members of the workforce of an organisation who were recruited to
carry out specified duties. Usually based on a contract, one party, the employer, which might
be a corporation, a not-for-profit organisation, a co-operative, or any other entity, pays the
other, the employee, in return for carrying out assigned work??. Employees work in return for

wages, which can be paid based on an hourly rate, piecework, or an annual salary, depending
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on the type of work an employee does, the prevailing conditions of the sector, and
the bargaining power between the parties. Employees in some sectors may
receive gratuities, bonus payments, or stock options. In some types of employment, employees
may receive benefits in addition to payment. Benefits may include health

insurance, housing, and disability insurance. = Employment is typically governed

by employment laws, organisation, or legal contracts??. Q\

An employee contributes labour and expertise to an endeavor of an empIO)gr o;a person
conducting a business or undertaking and is usually hired to perform tles which are
packaged into a job?. In a corporate context, an employee is a pe %0 is hired to provide

services to a company regularly in exchange for compensatio @\ who does not provide these

services as part of an independent business?2. 2 rb

As a general principle of employment law, in &@rged States, there is a difference between
an agent and an independent contractor. ‘%%fault status of a worker is an employee unless
specific guidelines are met, Wthh X determined by the ABC test®*. Thus, clarifying
whether someone who pe rk is an independent contractor or an employee from the
beginning, and treatlng t §cordlngly, can save a company from trouble later on. An issue

that arises in most ¢ pames especially the ones that are in the gig economy, is the

classificatio orkers. A lot of workers who fulfill gigs are often hired as independent

contract}QgJ

Provided key circumstances, including ones such as that the worker is paid regularly, follows
set hours of work, is supplied with tools from the employer, is closely monitored by the

employer, acting on behalf of the employer, only works for one employer at a time, they are
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considered an employee ?*, and the employer will generally be liable for their actions and be
obliged to give them benefits. To stay protected and avoid lawsuits, an employer has to be

aware of that distinction?3.
2.1.14 Employees’ Crisis Management

Employees’ crisis management is the process by which an organisation deals with a disn&tive
and unexpected event that originates from employee(s) or which occurred in a ﬁ@a e that

threatens to harm the organisation or its stakeholders®. /\

Employee crisis is any event or occurrence that originates from an e@fee of a company or
occurred in a workplace that will lead or may lead, to an @ and dangerous situation
affecting the individual employee(s) or the reputation owmpany. Employee crises occur

in two ways. It can be either an individual em@o@nisconduct or a workplace violence

)

(a) Individual Employees’ Miscor@ﬁt‘2 This occurs when an employee or individual who
is associated with the compan@olved in unethical or illegal misconduct whether within
the workplace or an empl y@g personal life. These situations can result in a serious backlash
against the compaQ%’é%\

judgment is ¢ d in the company's reputation®*. In these cases, one will need to identify

he organisation employed or supported this individual, its lack of

the sco;%\o/gﬁe situation, determine appropriate disciplinary action, and if necessary, provide
a written or verbal statement. It is important to first fully evaluate the situation and determine
how severely the individual violated the company's values. This will help one determine the

right responsive action to take against the convicted individual. Finally, if this situation has
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drawn media attention, one will want to be transparent to these outlets and inform them about

the actions one is taking?*.

The techniques of crisis management include several consequent steps from the understanding

of the influence of the crisis on the corporation to preventing, alleviating, and overcoming the

Q\

e Methods used to respond to both the reality and perception of crisis. : Q

different types of crises. Crisis management consists of different aspects including?

e Establishing metrics to define what scenarios constitute 6%)5 and should

consequently trigger the necessary response mechanisms. %

e Communication that occurs within the response &@ of emergency-management

scenarios. 6’6

Crisis-management methods of a business or. a amsatlon are called a crisis-management
plan®. Crisis management is occasm Serred to as incident management, although
several industry specialists argue A%d the term "crisis management" is more accurate 3.
A crisis mindset requires Q&y to think of the worst-case scenario while simultaneously
suggesting numerous @;ons. Trial and error is an accepted discipline, as the first line of
defense might t&d} It is necessary to maintain a list of contingency plans and to be always

on alert. O@aﬁons and individuals should always be prepared with a rapid response plan

to emergﬁ{ies which would require analysis, drills, and exercises 2

The credibility and reputation of organisations are heavily influenced by the perception of their
responses during crises. The organisation and communication involved in responding to a crisis

in a timely fashion make for a challenge in businesses. There must be open and consistent
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communication throughout the hierarchy to contribute to a successful crisis-

communication process>.

The related terms emergency management and business continuity management focus
respectively on the prompt but short-lived "first aid" type of response, for instance, putting the
fire out; and the longer-term recovery and restoration phases, for instance, moving operations
to another site. A crisis is also a facet of risk management, although it is probably Q&ay
that crisis management represents a failure of risk management since it will neyer b€ possible

to mitigate the chances of catastrophes occurring?. 0

Signal detection - Signal detection is the stage in a crisis in whl@aders should, but do not
always, sense early warning signals (red flags) that sug@ possibility of a crisis. The

detection stages of a crisis include: 6’6

i.  Sense-making: represents an attempt cxeate order and make sense, retrospectively,

X &
of what occurs. <'J\
t S

ii.  Perspective-taking: the @ to consider another person's or group's point of view 3.

2.1.15 Cirisis Resdq&Processes

Preparation anc@even‘[ion - It is during this stage that crisis handlers begin preparing for or
averting\th/Qbrisis that had been foreshadowed in the signal detection stage. Using an
impact/probability model allows organisations to fairly accurately predict crisis scenarios °.
The greatest organisational challenge is 'speaking truth to power' to predict truly worst-case
scenarios. Organisations such as the Red Cross's primary mission is to prepare for and prevent

the escalation of crisis events. Walmart has been described as an emergency-relief standard
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bearer after having witnessed the incredibly speedy and well-coordinated effort to get supplies

to the Gulf Coast of the United States in anticipation of Hurricane Katrina?s.

i. Containment and Damage Control: Usually the most vivid stage, the goal of crisis
containment and damage control is to limit the reputational, financial, safety, and other threats

to firm survival. Crisis handlers work diligently during this stage to bring the crisis to an end

as quickly as possible to limit the negative publicity to the organisation and me&to the

N

ii. Business Recovery: When a crisis hits, organisations must be a ery on with their

business recovery phase?.

business amid the crisis while simultaneously planning for ho@y will recover from the
damage the crisis caused. Crisis handlers not only engage Ygo nuity planning (determining
the people, financial, and technology resources need%&eep the organisation running) but

will also actively pursue organisational resiliem\&@’b

iii. Learning: In the wake of a cri{&i}rg isational decision-makers adopt a learning
orientation and use prior exper-ie{gé develop new routines and behaviors that ultimately
change the way the organi@?operates. The best leaders recognise this and are purposeful

and skillful in ﬁndin@aming opportunities inherent in every crisis situation?.

iv. Crisis co ication: This is otherwise known as all the efforts taken by an organisation
to comr?s&ngﬁe with the public and stakeholders when an unexpected event occurs that could
hurt the organisation's reputation®. This can also refer to the efforts to inform employees or the
public of a potential hazard that could have a catastrophic impact. There are 3 essential steps
that an organisation can take to prepare for and withstand a communications crisis: 1. Define

your philosophy; 2. Assess your vulnerabilities; 3. Develop a protocol 2°.

61


https://en.wikipedia.org/wiki/Gulf_Coast_of_the_United_States
https://en.wikipedia.org/wiki/Hurricane_Katrina

2.1.16 Roles of Employees in Crisis Management

1.

1l

1il.

1v.

Vi.

Vii.

Viii.

iX.

xi.

Employees must be serious about their work. Review their performances regularly. Do
not always wait for the boss to ask for reports. Be their critic?.

Employees must strive hard to achieve their targets within the desired time frame.
Never adopt a casual attitude at work?®,

Individual employees must be able to sense the early signs of crisis and warn, their

6

fellow workers against the same?. QQ

The individual employee must take initiative on his or her ow ate issues

immediately to your senior colleagues. Do not wait for others té@é
One should not take things lightly. Once a crisis i@%e e

immediately jump into action. Q

Employees must encourage effective commu%@luring emergencies. Don’t keep

things to yourself. Discuss ideas among@w workers to reach a plan that would

work best in times of crisis. %
° \\'

Employees must not spread Isé&ss rumors about their product and organisation.

d, employees must

Avoid spreading fake inf tion. Remember the organisation pays the employees for
hard work and not ereading negativity around.

The emploﬁc%ee to respect their organisation. One should maintain the decorum of
the org@tion. Enter the office with a cool mind 26

%rgjunnecessarily find fault in your coworkers and fight with them. Remember
conflicts lead to no solution 26,

It is always better to discuss things face to face and come to a mutually beneficial
solution 26,

Employees must not ask for unjustified things®.
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Xii.

Xiii.

Xiv.

XV.

Xvi.

Xvii.

XViii.

XiX.

XX.

xxi.

Employees should always think from the management’s perspective as well?.
Employees should never indulge in unproductive activities like boycotts or strikes to
get their demands fulfilled. Violence at the workplace is a crime. Neither the
management nor the employee benefits from it. Such activities in turn tarnish the brand
name 2°,

During a crisis, employees should not panic. Maintain your calm and decide ays

to overcome the crisis rather than complaining and cribbing. Employe s@ never

get hyper as stress and anxiety lead to more mistakes one might n erw1$e commit.
Relax and give your best 2°. %

Employees must rely on accurate information. Mere as ns and guesswork create
problems and misunderstandings later 26, Q

Employees should always think out of the b )& to come out with innovative ideas
and strategies to overcome tough times\@m as possible ¢

Employees must identify the caus'e’\&: crisis and devise relevant strategies and ways
to avoid it?S. AQ}

Individuals must w IQQ a single unit during emergencies. Ensure free flow of
information ac departments?S.

Employ; es@d avoid playing blame games or criticizing others. It only makes the
situ&%%rse%.

ﬁnployees should not hide during a crisis, instead, come out, interact with stakeholders
and external parties, and ask for help?.

Employees must not avoid the media?S.
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xxii.  Employees should not discriminate among themselves on the grounds of taste, status,
income, sex, and so on. Doing such is unethical and leads to a crisis. Everyone must be

treated as one for a peaceful environment at the workplace?®.
2.1.17 Employees' Crisis Management Strategies

Even though a crisis is rare (or supposed to be), because of the high-risk nature of isis,
leaders must have crisis management, particularly, crisis response, skills. O c@%sis is
underway, the workplace can become chaotic and compound the stressthe gﬁloyees are
under?’. Effective leadership during this time is crucial to not only the employees’
safety, but also providing a unique opportunity to show you care@vhich will go a long way

towards building trust, improving overall employee mor@ d preserving the company’s

culture. If the employees are experiencing a crisis, 1’18@9 things you can do to lighten the

load %7
O

1) Give the employees explicit pe@gﬁn o deal with the crisis: Simply put, leaders need

to show up and speak up {&gdy Recognise that your employees are under extreme

pressure to meet @bilities in their personal lives at this time. Allow and

encourage the@ut those needs above those of the business. A good start would be

to send gidll at the onset of the crisis to everyone in the organisation, along with

sha@nnouncements via messaging platforms such as Slack or MS Teams. It helps

bgliver the same message across multiple platforms to ensure everyone is reached?’.

Simply acknowledging that things are not normal and that you understand other priorities need
attention right now will make a positive impression. Invite employees to communicate critical

information with each other as well. Just because you are a leader does not mean that you will
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hear about new developments and critical information first. As the crisis unfolds, encourage

the entire organisation to rely on each other for updates and support ’.

2)

3)

Ensure managers are checking in with employees: If managers are unable to have them
check in with each of their direct reports about their welfare due to their circumstances,
they must ensure someone else on the leadership team can reach out to those
individuals?’. This is not the time to emphasize work projects. Ensure th. @ers
understand that the top priority is to make sure each team member i§ okd¥y, and to
support them during the crisis. Managers should also proactivel @ere is anything
the employee needs in case others in the organisation 6&1%%16 to help. Your
organisation is a community within a community, an@n members will typically be

r@ime of crisis. Don’t treat this as

, follow up consistently, ideally daily,

happy to do what they can to help each other

a “one-and-done” task. After the initial ghf i
until conditions improve ?’. Q
° \\'
Don’t try to force “business @:311”: Your employees are battling a crisis. As a leader,
you will need to ma e@.c oices about which operational priorities can be delayed
until your employees*have recovered. Remember that your customers, partners, and
°

other exter@ eholders are human beings as well and should be able to understand
that y ganisation is dealing with circumstances outside of your control?’. Be as
c\qyand transparent as you can about what can and cannot get done under the present
conditions, and provide regular updates as the situation evolves. A good mantra during
this time is “make do and get through”. This is the time to tap into your patience and

empathy. Take care of your employees, and they will take care of your business?’.
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4)

5)

6)

Allow time off to care for others: Whether it’s ensuring personal or family safety,
assisting friends in need, or volunteering in community relief efforts, allow your
employees to completely unplug from work as needed to deal with the crisis. No one
should be stressed out and forced to choose between meeting their basic needs (or those
of a loved one or neighbour) or meeting a work deadline. Provide flexibility in
deadlines, or identify another team member who can jump in to help. ost

important thing is to remove any real or perceived pressure that your teaer may

be feeling stemming from their work responsibilities?’. &

Create a coverage plan based on priorities: Yes, the busingss'still needs to operate as
best as it can during a crisis. Flexibility and sensitivi@ eys when trying to figure
out how to move work forward at this tim %Q you get a pulse of each team

member’s situation, you should unders is available to dedicate time to work

around the business-critical pr@s.

to a later date. Try ideh@ 1-2 important, yet achievable tasks or projects per

during the crisis and who isn’t. Frc%}re, see if you can stagger a shift schedule

ush any non-urgent and low-risk projects out

employee per day. N@%ld regular communications to keep your team aligned on the

top prioritit’.a@yg things simple will help everyone stay focused and bring quick
a

wins to 6‘[
O

Murage and recognise teamwork: When team members step up to the plate to take

e, thus boosting morale?’.

on additional work and cover for their coworkers during a crisis, reward them for it.
While gifts and bonuses are great, even cost-free options such as recognizing
employees in front of the organisation will go a long way in showing your appreciation

and boosting morale?’. Company-wide emails highlighting exemplary teamwork are
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7)

8)

also a great option. But be careful not to unintentionally make others feel guilty for
taking the necessary time away to deal with the crisis. When the crisis subsides and the
timing is right, you could try hosting a company- or team-wide virtual happy hour to

celebrate everyone simply getting through the crisis?’.

Beef up your employee assistance benefits: Expensive copays and high deducti]&:an
Q. his

be a barrier to your employees getting the help they and their families ma
:;1011 is to

is a great time to explore supplemental employee assistance offerings. (%}
implement an Employee Assistance Program (EAP). Typically, tgrams include
mental health, stress management, substance abuse, and.carégiving services that an
employee or anyone in the employee’s household ca@ cost-free. This is important
at any time, but even more crucial during, an il@%ftermath of, a crisis %’. Offering
crisis-specific or ongoing health and well ends is also a great way to encourage
employees to take care of themselyes by removing financial barriers to access
.
assistance. You should also ta@oment to remind employees about the workplace

benefits already in plac’w&oint them to resources such as websites and phone

numbers to ensure \@%1 quickly and easily tap into these services amidst a crisis.

Give emplayeesitime to recover: Recognise that responding to a crisis will put massive
strain&&b\reryone’s energy levels, ability to focus, and overall productivity levels in
Morkplace. This is to be expected, and no one should be scrutinised for a dip in
productivity during a crisis. At this time, your priority should be to ensure your
employees’ safety. Even after a crisis subsides, understand that there will be a recovery
period in which you will need to help your employees and teams navigate a return to

normal productivity levels. Do not put unnecessary pressure on anyone’s performance
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at this time. Remember that many of your employees are dealing with a lot of emotions,

lack of sleep, and other stressors?’.

After the crisis has passed and operations have returned to normal, it can be helpful to host
round-table discussions across the organisation to hear what employees thought went well and
was helpful as they navigated the situation, and where the organisation could better respond in
the future. This qualitative feedback can be used to improve communications an(MQQ crisis
C
N
O

2.1.18 Concept of Employee Relations %

response operations?’.

The term employee relations practices refers to how the exis tionship between a given
employer and its employee(s) is or/are been managed 22.,;E&%loyee Relations Practices is also
otherwise known as Human Resources Practices. er and managerial control within an
organisation rests at many levels and h. x\gortant implications for employees and
productivity alike, with control formi@u damental link between desired outcomes and
actual processes. Employers mus%glce interests such as decreasing wage constraints with a

maximisation of labor pr@ity to achieve a profitable and productive employment

relationship. (@

Employee re%@hip management / Practices (ERM) is considered to be a specific field of
Human\&e/gdrce Management. ERM is the process of adopting controlling methods and
practices to regulate employee relations?®. One of the main goals associated with employee
relationship management focuses on establishing and retaining productive relationships of

employees within a company.
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A big component of ERM is effective organisational communication. This leads to an increase
in employee confidence, trust, and loyalty. By effectively managing relationships, a company
can determine whether or not the company’s objectives are being met?®. Employee relationship
management has focused on enabling employees to collaborate on typical managerial tasks
with their employers. By engaging inputs from both sides of the employment relationship,
ERM platforms aim to align the interests of both parties, worker and employer, a§ orm

day-to-day business functions under a streamlined workflow?®, ( Q

How to develop a solid Employee Relations Practices System: Stronyer-employee
relations begin with the marketing of jobs to candidates and how a.company discusses what it
is like to work for the company. This means that there i@ simply a posting of a job

description on a job board, but a discussion about véh@ experience of working for the

company is like, as well as the type of contributi company is looking for in their ideal
candidate. Additionally, the ease of applyi XUS'[ be considered for the candidate while

ensuring that enough information is bg@thered for the employer?.

R

We must then look at the $®t technology now plays in building this relationship with

candidates and the organisation. Based on the size and operating budget for the recruitment
N

process, some con@s now utilise artificial intelligence systems to run resumes. As a result,

these syste t have analytics that properly captures the company’s ideal candidate.

Furtherw, the company must balance the value of human contact for candidates to ensure

their interest is maintained in the job?3.

Furthermore, it is valuable to look at how hiring managers are trained in the interview process.

They must demonstrate competency about “the legal do’s and do nots of interviewing,” to
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protect the company, and themselves, and safeguard candidates as well. The balance of enough
time to select the ideal candidate, while valuing the other side for candidates so that they do
not move on to another opportunity must be applied. Procedures for hiring like phone screens,
first-round interviews, second-round interviews, and final interviews are considered necessary

to communicate not only to managers but prospective employees too?®.

Once this selection is made, the orientation component arises and the experience Qﬁew
employee will have. The company demands of a new employee acquiring as much Khowledge
as possible with time constraints in mind, must be well balanced?®. Mar@g isations focus
on the idea that an employee must walk away with just the idea of =2 (ﬁngs are done around
here,” but there is increasing research that shows the inc@ra ion of “personal-identity
socialization” in orientation will lead to stronger e %Qemployee relations. This active
learning experience aligns strongly with Adult ke@ Theory for new employees to master
job responsibilities?®. Training and professi%hevelopment departments must strategically
.
think about training schedules for new @yees that engage them to understand the company
while embracing them as indiv&@%ake sure that employees feel welcomed into the new
environment and the onbo@%eriod allows for relationship-building activities throughout
the company at t '@\/Ianagers must ensure that the resources provided to the new
employee, suck@ schedule, presentation materials, contact information, electronic accounts
infom@l a list of frequently asked questions. To continue building a positive
experience, the new employee’s office environment should be inviting and well-resourced with
materials, ultimately contributing to solid ERM?%, A mentor, coach, or colleague assigned to
each new employee shows that they have an individual outside of their manager to get them

acclimated to the company and answer a wide array of questions. Taking into consideration all
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these parts of the employee onboarding process will assist in building a robust employer-

employee relationship?s.

With new generations entering the workforce, companies should begin to build on the
employee’s strengths to develop stronger ERM, in turn increasing productivity. From there the
company can help the employee translate these strengths to their job responsibilities. The idea
of building an orientation around an employee’s strengths will empower, engage, @%op

¢
S

a positive employee relationship management?®.

2.1.19 Employees’ Relations Practices %
1) Labour Acquisition / Hiring: The main ways for e s to find workers and for
people to find employers are via job listings in n pers (via classified advertising)
and online, also called job boards. Employe Job seekers also often find each other

\®)

via professional recruitment consulta s\ho receive a commission from the employer
to find, screen, and select suita \ea dates. However, a study has shown that such
consultants may not be re'\]Qgﬁvhen they fail to use established principles in selecting
employees®. A m@%ditional approach is with a "Help Wanted" sign in the
establishment\ lly hung on a window or door or placed on a store
counter%&dating different employees can be quite laborious but setting up different
techmiques to analyse their skills to measure their talents within the field can be best
through assessments. Employers and potential employees commonly take the
additional step of getting to know each other through the process of a job interview?’.

2) Training and Development: These refer to the employer's effort to equip a newly

hired employee with the necessary skills to perform the job, and to help the employee
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3)

4)

grow within the organisation. An appropriate level of training and development helps
to improve employee's job satisfaction’.

Remuneration: There are many ways that employees are paid, including by hourly
wages, by piecework, by yearly salary, or by gratuities (with the latter often being
combined with another form of payment). In sales jobs and real estate positions, the
employee may be paid a commission, a percentage of the value of the goods o ices
that they have sold. In some fields and professions (for instance, e @e jobs),
employees may be eligible for a bonus if they meet certain target&)me executives

and employees may be paid in stocks or stock options, a co 1on approach that

has the added benefit, from the company's point of vie ping to align the interests

of the compensated individual with the perfo@c of the company. Under
the faithless servant doctrine, a doctrine unde@%ws of several states in the United
States, and most notably New York S\t{Qaw, an employee who acts unfaithfully
towards his employer must forfeif @16 compensation he received during the period
of his disloyalty 3! . é

Employee benefits: @ree benefits are various non-wage compensation provided
to employees; g@itlon to their wages or salaries. The benefits can include housing
(emplo er-&w&ied or employer-paid), group insurance (health, dental, life, etc.),
disabi come protection, retirement benefits, daycare, tuition reimbursement, sick
w, vacation (paid and non-paid), social security, profit sharing, funding of

education, and other specialised benefits. In some cases, such as with workers

employed in remote or isolated regions, the benefits may include meals. Employee
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5)

6)

7)

8)

benefits can improve the relationship between employee and employer and lower staff
turnover 32,

Organisational Justice: Organisational justice is an employee's perception and
judgment of an employer's treatment in the context of fairness or justice. The resulting
actions to influence the employee-employer relationship are also a part of
organisational justice®®. \
Workforce Organising: Employees can organise into trade or labor , which
represent the workforce to collectively bargain with the managem\&f organisations
about working, and contractual conditions and services. %

Ending Employment: Usually, either an employ mployer may end the
relationship at any time, often subject to a certain n%&iod. This is referred to as at-
will employment. The contract between the tw&ies specifies the responsibilities of
each when ending the relationship a?@y include requirements such as notice
periods, severance pay, and secuf@sures. In some professions, notably teaching,
civil servants, universit}: ;&c@xors, and some orchestra jobs, some employees may
have tenure, which \that they cannot be dismissed at will. Another type of
termination is @f !
Wage n@bor: Wage labour is the socioeconomic relationship between
a wo nd an employer, where the worker sells their labour under a formal or
Mal employment contract. These transactions usually occur in a labour
market where wages are market-determined. In exchange for the wages paid, the work

product generally becomes the undifferentiated property of the employer, except for

special cases such as the vesting of intellectual property patents in the United States
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where patent rights are usually vested in the original personal inventor. A wage laborer
is a person whose primary means of income is from the selling of his or her labour in
this way*?. In modern mixed economies such as that of the Organisation for Co-
operation and Development (OECD) countries, it is currently the dominant form of
work arrangement. Although most work occurs following this structure, the wage work
arrangements of CEOs, professional employees, and professional contract w are

sometimes conflated with class assignments, so "wage labour" is conso apply

only to unskilled, semi-skilled, or manual labour3?. &

2.1.20 Models of Employment Relationship Q s

Scholars conceptualise the employment relationship in V&@&ayszg. A key assumption is
the extent to which the employment relationship ne%‘gily includes conflicts of interests
between employers and employees, and the foxh,of Such conflicts?®. In economic theorising,
the labour market mediates all such co«t@'\uch that employers and employees who enter
into an employment relationship araé;%ed to find this arrangement in their self-interest®®,
In human resource manage s@orising, employers and employees are assumed to have
shared interests or unity ﬁerests, hence the label “unitarist”. Any conflicts that exist are
.
seen as a manifest@ poor human resource management policies or interpersonal clashes
such as pers conflicts, both of which can and should be managed. From the perspective
of plura dustrial relations, the employment relationship is characterized by a plurality of
stakeholders with legitimate interests, hence the label “pluralism. Some conflicts of interest

are seen as inherent in the employment relationship, for example, wages versus profits. Lastly,

the critical paradigm emphasises antagonistic conflicts of interest between various groups (for
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example, the competing capitalist and working classes in a Marxist framework) that are part

of a deeper social conflict of unequal power relations?®,

As a result, there are four common models of employment?®:

1l

iii.

1v.

Mainstream economics: employment is seen as a mutually advantageous transaction in
a free market between self-interested legal and economic equals \
Human resource management (unitarist): employment is a long-term (/@ghip of
employees and employers with common interests. &

Pluralist industrial relations: employment is a bargaine Q:hange between
stakeholders with some common and some competing eic interests and unequal
bargaining power due to imperfect labor markets. QQ

Critical industrial relations: employment i@nequal power relation between

competing groups that is embedded r\ inseparable from systemic inequalities

throughout the socioeconomic sys 1@

These models are important -bggé they help reveal why individuals hold differing

perspectives on human @ management policies, labour unions, and employment

regulation 28, For exa ﬁéshuman resource management policies are seen as dictated by the

market in the %‘tg!eﬁr, as essential mechanisms for aligning the interests of employees and

employers @hereby creating profitable companies in the second view, as insufficient for

looking}(for workers’ interests in the third view, and as manipulative managerial tools for

shaping the ideology and structure of the workplace in the fourth view?®.
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2.1.20.1 Globalisation and Employment Relations

The balance of economic efficiency and social equity is the ultimate debate in the field
of employment relations?®. Meeting the needs of the employer; generating profits to establish
and maintain economic efficiency; whilst maintaining a balance with the employee and
creating social equity that benefits the worker so that he/she can fund and enjoy healthy living;

X

Globalisation has affected these issues by creating certain economic facta&l&'ﬁisallow or

proves to be a continuous revolving issue in westernised societies?®.

allow various employment issues. There are four major effects and co of globalisation

that affect employment relations 28: Q

i.  International competition, from the newly ialised countries, will cause

unemployment growth and increased w%%isparity for unskilled workers in

industrialised countries. Imports fr \\oQ-wage countries exert pressure on the

manufacturing sector in industrj " %untries and foreign direct investment (FDI) is
attracted away from the in‘@alised nations, towards low-waged countries 8,

ii.  Economic liberalisls@ ill result in unemployment and wage inequality in developing
countries. Th@pens as job losses in uncompetitive industries outstrip job
oppoﬂu@gﬂ new industries 2%,

iil. Wo@will be forced to accept worsening wages and conditions, as a global labor
m\ar(et results in a “race to the bottom”. Increased international competition creates
pressure to reduce the wages and conditions of workers 28,

iv.  Globalisation reduces the autonomy of the nation-state. Capital is increasingly mobile

and the ability of the state to regulate economic activity is reduced.
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In industrialised countries, an average of almost 70 percent of workers are employed in the
service sector, most of which consists of non-tradable activities 28. As a result, workers are
forced to become more skilled and develop sought-after trades, or find other means of survival.
Ultimately, this is a result of changes and trends in employment, an evolving workforce, and

globalization that is represented by a more skilled and increasingly highly diverse labor force,

that is growing in nonstandard forms of employment 28, Q\
2.1.21 Concept of Human Resource Management &< ,:

Human resource management (HRM or HR) is the strategic appr he effective and
efficient management of people in a company or organisation su t they help their business

gain a competitive advantage. It is designed to maximise e lgee performance in service of

an employer's strategic objectives®®. Human resource I%l@ement is primarily concerned with

the management of people within organisat@using on policies and systems*®. HR

departments are responsible @9 overseeing employee-benefits design,
employee recruitment, tralnlng a @Vdopmen‘[ performance appraisal, and reward
management, such as mana, and employee-benefits systems??. HR also concerns itself
with organisational cha industrial relations, or the balancing of organisational practices
with requlrements@a rom collective bargaining and governmental laws**. The overall
purpose of resources (HR) is to ensure that the organisation can achieve success

through}@%e“. HR professionals manage the human capital of an organisation and focus on
implementing policies and processes. They can specialise in finding, recruiting, selecting,
training, and developing employees, as well as maintaining employee relations or benefits.
Training and development professionals ensure that employees are trained and have continuous

development. This is done through training programs, performance evaluations, and reward
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programs. Employee relations deal with the concerns of employees when policies are broken,
such as cases involving harassment or discrimination. Managing employee benefits includes
developing compensation structures, parental leave programs, discounts, and other benefits for
employees. On the other side of the field are HR generalists or business partners. These HR

professionals could work in all areas or be labour relations representatives working

with unionised employees. Q\

HR is a product of the human relations movement of the early 20th Century w n@earchers
began documenting ways of creating business value through the strateg@gement of the
workforce®>. It was initially dominated by transactiona work, such
as payroll and benefits administration, but due to global@n, company consolidation,
technological advances, and further research, HR as focuses on strategic initiatives
like mergers and acquisitions, talent managem%%c ssion planning, industrial and labour
relations, and diversity and inclusion’®. In % current global work environment, most
companies focus on lowering emplquicv%hover and retaining the talent and knowledge held
by their workforce. New hiring h@% entails a high cost but also increases the risk of a new
employee not being able \@%uately replace the position of the previous employee. HR
departments strive @eneﬁts that will appeal to workers, thus reducing the risk of losing
employee comr@len‘[ and psychological ownership.
O

2.1.21.1 Qlan Capital Management

HR is generally viewed as a support function to the business, helping to minimize costs and
reduce risk’. In startup companies, trained professionals may perform HR duties. In larger

companies, an entire functional group is typically dedicated to the discipline, with staff
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specialising in various HR tasks and functional leadership engaging in strategic decision-
making across the business. To train practitioners for the profession, institutions of higher
education, professional associations, and companies have established programs of study
dedicated explicitly to the duties of the function. Academic and practitioner organisations may

produce field-specific publications.

HR is also a field of research study that is popular within the fields of mana %nd
industrial/organisational psychology, with research articles appearing in several academic
journals®®. One of the frequent challenges of HRM is dealing with the n@l unitarist, that
is seeing a company as a cohesive whole, in which both employer. ployees should work
together for a common good and securing a long-term partner employees and employers

with common interests>°. 2 be

"Human capital management" HCM is someﬂ'@lsed synonymously with "HR", although
"human capital" typically refers to a m@irrow view of human resources; that is, the
knowledge the individuals embodéq(?can contribute to an organisation. Other terms
sometimes used to describe field include "organisational management", "manpower
management", "talent aﬁgemen‘[", "personnel management”, and simply "people

management". Hu@esources Practices Business Functions, such as:

1. Ali%f(@HR strategy with business strategy
ii.  Re-engineering organisation processes
iii.  Listening and responding to employees

iv.  Managing transformation and change.
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At the macro level, HR is in charge of overseeing organisational leadership and culture. HR
also ensures compliance with employment and labour laws, which differ by geography, and
often oversees health, safety, and security. Based on the geographic location, various laws may
apply. In federal jurisdictions, there may be several federal laws that are crucial for HR
managers to be familiar with to protect both their company and its employees. In the United
States of America, important federal laws and regulations include the Fair Labor rds

Act of 1938, which includes establishing a minimum wage and protecting the r certain

workers to earn overtime*’ &

The 1964 Federal Civil Rights Law protects against discriminati I'OhlbltS making any
hiring or firing decision-based on race, age, sex, and gender: Q ily and Medical Leave
Act gives eligible employees up to twelve weeks WB leave for family and medical
reasons. Ensuring the company is compliant wi aws and regulations is an important
aspect of HR and will protect the company fi Xy sort of 'legal liability'*!. In circumstances
where employees desire and are legall\eg\orlzed to hold a collective bargaining agreement,
HR will typically also serve A%e company's primary liaison with the employee's
representatives’ usually a‘@:Qumon Consequently, HR, usually through representatives,

engages in lobbyi ’@ with governmental agencies (for example, in the United States,

the United Stat@epartment of Labor , and the National Labor Relations Board) to further its

prioritieK/Q:b
Human resource management has four basic functions: staffing, training and development,

motivation, and maintenance.
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ii.

Staffing: This is the recruitment and selection of potential employees done through
interviewing, applications, networking, etc. There are two main factors to staffing:
attracting talented recruits that meet the organisation's requirements and hiring
resources. HR Managers must create detailed recruitment strategies and have a plan of
action to put forward when recruiting. Next, managers can put strategies into place

through hiring resources, by extending out to find the best possible recruits for am.

Recruiting is very competitive since every company wants the best ca. sing

tactics such as mass media can grab the attention of prospective re<«'ts4 .

Training and Development: These involve a continuous@ of training and

developing competent and adapted employees. Technolg ‘:@‘ ows HR professionals to

train new staff members more efficiently. This gi%e ployees the ability to access
onboarding and training programs from Viﬂu@%ywhere. This eliminates the need
for trainers to meet new hires face-to-ﬁ@hen completing necessary paperwork for
new employees. Training in virtu: rooms makes it possible for HR professionals
to train a large number. of, @ioyees quickly and to assess their progress through
computerized testin s®. Some employers choose to incorporate an instructor

with virtual trag&so that new hires are receiving training considered vital to the role.
°

Employ. es@ greater control over their learning and development; they can engage

in traifjigg’at a time and place of their choosing, which can help them manage their

N—life balance. Managers can track the training through the Internet, which can help

to reduce redundancy in training and training costs.
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iii.  Motivation: This is seen as key to keeping employees highly productive. This includes
employee benefits, performance appraisals, and rewards. Employee benefits,
appraisals, and rewards are all encouragements to bring forward the best employees.

iv.  Maintenance: This involves keeping the employees' commitment and loyalty to the
organisation. Managing employee retention involves strategic actions to keep
employees motivated and focused so they elect to remain employed lly
productive for the benefit of the organisation**. Some businesses glob i form

more diverse teams. HR departments have the role of making sure lﬂSQhese teams can

function and that people can communicate across cultures a rs. The discipline
may also engage in mobility management, especi expatriates; and it is
frequently involved in the merger and acquisition ess.

O

Other Functions of Human Resource Managem&tb’b6

1) Careers: There are half a millio'n\K'\ractitioners in the United States and millions

more worldwide*. The Chi@& Officer or HR Director is the highest-ranking HR

executive in most co 1@ He or she typically reports directly to the chief executive

officer and works with’the Board of Directors on CEO succession**.
Within cor@}iﬁ—[

R positions generally fall into one of two categories: generalist
nd @ist. Generalists support employees directly with their questions, and

o

g nces, and work on a range of projects within the organisation. They "may handle
all aspects of human resources work, and thus require an extensive range of knowledge.
However, the responsibility of the human resources department differs depending on
their employer's needs™*. Specialists, conversely, work in a specific HR function.

Some practitioners will spend an entire career as either a generalist or a specialist while
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2)

3)

others will obtain experiences from each and choose a path later. The position of HR
manager has been chosen as one of the best jobs in the US, with a #4 ranking by CNN
Money in 2006 and a #20 ranking by the same organisation in 2009, due to its pay,
personal satisfaction, job security, future growth, and benefit to society*.

Human resource consulting is a related career path where individuals may work as
advisers to companies and complete tasks outsourced from companies. In 200Z5there
were 950 HR consultancies globally, constituting a US$18.4 billion @l‘ e top
five revenue-generating firms were Mercer, Ernst & Young, Deloﬁ\Watson Wyatt
(now part of Towers Watson), Aon (now merged with Hew% PwC consulting.
For 2010, HR consulting was ranked the #43 best job i ica by CNN Money*®.
Some individuals with Ph.D.s in HR and related ‘@s, such as industrial and
organisational psychology and management, aessors who teach HR principles at
colleges and universities*’. They are R@oﬂen found in Colleges of Business in
departments of HR or Manageme'r@yy professors research topics that fall within
the HR domain, such as fl&]@&}compensation, recruitment, and training.

Virtual Human R : Technology has a significant impact on HR practices.
Utilising tec.hgn\' y makes information more accessible within organisations,
eliminates ®oing administrative tasks, allows businesses to function globally, and
cuts ¢ . Information technology has improved HR practices in the following areas:
Mruiting: Recruiting has mostly been influenced by information technology*®. In
the past, recruiters relied on printing in publications and word of mouth to fill open
positions. HR professionals were not able to post a job in more than one location and

did not have access to millions of people, causing the lead time of new hires to be drawn
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out and tiresome. With the use of e-recruiting tools, HR professionals can post jobs and
track applicants for thousands of jobs in various locations all in one place. Interview
feedback, background checks drug tests, and onboarding can all be viewed online. This
helps HR professionals keep track of all of their open jobs and applicants in a way that
is faster and easier than before. E-recruiting also helps eliminate limitations of
geographic location®. \

4) Human Resources Information Systems: HR professionals general @le large
amounts of paperwork daily, ranging from department transfer re léﬁto confidential
employee tax forms. Forms must be on file for a considerable Q‘he use of human

resources information systems (HRIS) has made it possi r companies to store and

retrieve files in an electronic format for people Wit@h organisation to access when
needed, thereby eliminating the need for physes and freeing up space within the

office. HRIS also allows for informatio\{@e accessed in a timelier manner; files can

be accessible within seconds®. H®H of the information in one place also allows

information is in a @&ed location.
2.1.22 Concept oﬁ@sfaction

Job satisfactip&@otherwise called employee satisfaction. Job satisfaction is a measure of

professionals to analyze @uickly and across multiple locations because the

workers entedness with their job, whether they like the job or individual aspects or facets
of jobs, such as the nature of work or supervision’2. Job satisfaction can be measured in
cognitive (evaluative), affective (or emotional), and behavioral components ®'. Researchers
have also noted that job satisfaction measures vary in the extent to which they measure feelings

about the job (affective job satisfaction) or cognitions about the job (cognitive job
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satisfaction)>. Job satisfaction is defined as a pleasurable or positive emotional state resulting
from the appraisal of one's job or job experiences. It has also been defined as simply how

content an individual is with his or her job; whether he or she likes the job>.

It is assessed at both the global level (whether the individual is satisfied with the job overall),
or at the facet level (whether the individual is satisfied with different aspects of the, job).
Fourteen common facets that can be used to measure employee’s job sati Qn are
appreciation, communication, coworkers, fringe benefits, Job conditions, natute of the work,

organisation, personal growth, policies and procedures, promotion opgc@tl s, recognition,

security, and supervision.

O
i. Evaluating Job Satisfaction: It has been noteb@ job satisfaction includes
multidimensional psychological responses to an i al's job and that these personal
responses have cognitive (evaluative), affectivﬁ@’gotional), and behavioralcomponents®'.
Job satisfaction scales vary in the extent’ ich they assess the affective feelings about the
job or the cognitive assessment of ﬂ@b. Affective job satisfaction is a subjective construct

representing an emotional fe@g individuals have about theirjob®2. Hence, affective
N

job satisfaction for indi

general induces. Q:\\'

Is reflects the degree of pleasure orhappiness their job in

Cognitive j%’aisfaction is a more objective and logical evaluation of various facets of a job.
Cognitive job satisfaction can be unidimensional if it comprises evaluation of just one facet of
a job, such as pay or maternity leave, or multidimensional if two or more facets of a job are
simultaneously evaluated. Cognitive job satisfaction does not assess the degree of pleasure or

happiness that arises from specific job facets but rather gauges the extent to which those job
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facets are judged by the job holder to be satisfactory in comparison with objectives they set or
with other jobs. While cognitive job satisfaction might help to bring about affective job
satisfaction, the two constructs are distinct, not necessarily directly related, and have different

antecedents and consequences®.

Job satisfaction can also be seen within the broader context of the range of issues that aK an
individual's experience of work, or their quality of working life. Job satisfacti Qan be
understood in terms of its relationships with other key factors, such as genetal 1-being,

stress at work, control at work, home-work interface, and working cond .

ii. History of Job Satisfaction: The assessment of job sa@tion through employee
anonymous surveys became commonplace in the 1930s. ‘&o before that time there was
the beginning of interest in employee attitudes, there %@nly a handful of studies published
8. In 1934 was one of the first psychologists tc@te newly developed attitude measurement
techniques to assess factory worker attiu{Q' A study conducted focused explicitly on job

satisfaction that is affected by bot@izlre of the job and relationships with coworkers and
supervisors>*, QQ\

2.1.23 Factors thit{z'l\ence Job Satisfaction

a. Envirgséltal factors

1. &municaﬁon Overload and Underload - One of the most important aspects of an
individual's work in a modern organisation concerns the management of

communication demands that he or she encounters on the job. Demands can be
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ii.

characterised as a communication load, which refers to "the rate and complexity of

communication inputs an individual must process in a particular time frame” .

Individuals in an organisation can experience communication overload and
communication under load which can affect their level of job satisfaction.
Communication overload can occur when "an individual receives too many messages
in a short period which can result in unprocessed information or when a Q%ﬂal
faces more complex messages that are more difficult to process™®. Due to thiS process,
"given an individual's style of work and motivation to comple@ta k, when more
inputs exist than outputs, the individual perceives a condition ofipverload which can be
positively or negatively related to job satisfaction.@omparison, communication

under load can occur when messages or inputssrpb t'below the individual's ability to

®%

According to the ideas of com n over-load and under-load, if an individual

process them™>3,

does not receive enough inpléfae job or is unsuccessful in processing these inputs,
the individual is mor L@%o become dissatisfied, aggrieved, and unhappy with their
work which lee’ld\s' &)w level of job satisfaction.
.

Superio& \rdinate Communication: Superior-subordinate communication is an
1m;%’¢t influence on job satisfaction in the workplace. How subordinates perceive a
supervisor's behavior can positively or negatively influence job satisfaction.
Communication behavior such as facial expression, eye contact, vocal expression, and

body movement is crucial to the superior-subordinate relationship>*. Nonverbal

messages play a central role in interpersonal interactions concerning impression
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formation, deception, attraction, social influence, and emotions. Nonverbal immediacy
from the supervisor helps to increase interpersonal involvement with subordinates
impacting job satisfaction. How supervisors communicate with their subordinates non-
verbally may be more important than verbal content®. Individuals who dislike and
think negatively about their supervisor are less willing to communicate or be motivated
to work whereas individuals who like and think positively of their supervisor ore
likely to communicate and are satisfied with their job and work e ent. A
supervisor who uses nonverbal immediacy, friendliness, and open céswumcation lines
is more likely to receive positive feedback and high job satisf@ om a subordinate.
Conversely, a supervisor who is antisocial, unfriendly willing to communicate

QW job satisfaction in their

will naturally receive negative feedback and c;t\

subordinates in the workplace. ’66’6

\S

iii.  Strategic Employee Recognition; ﬁ)loyee satisfaction is directly related to
financial gain. Over 40 p@# of the companies listed in the top 100
of Fortune magazine's "@%a’s Best Companies to Work For" also appear on the
Fortune 500. Sucb%quorkers may enjoy working at successful companies,
however, t @pn Wyatt Worldwide Human Capital Index study claims that
effectiv@man resources practices, such as employee recognition programs, lead to
%@ﬁnancial outcomes more often than positive financial outcomes lead to good

practices®.

Employee recognition is not only about gifts and points. It's about changing the corporate
culture to meet goals and initiatives and most importantly to connect employees to the

company's core values and beliefs. Strategic employee recognition is seen as the most
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important program not only to improve employee retention and motivation but also to

positively influence the financial situation®’. The difference between the traditional approach

(gifts and points) and strategic recognition is the ability to serve as a serious business influencer

that can advance a company's strategic objectives measurably. "The vast majority of companies

want to be innovative, coming up with new products, business models, and better ways of

doing things. However, innovation is not so easy to achieve. A Chief Executive Offic not

just order it, and so it will be. You have to carefully manage an organisation so er time,

innovations will emerge"8. &

b.

Individual Factors Q s

Emotion: Mood and emotions at work are related ‘w&@atisfaction. Moods tend to be
longer lasting but often weaker states of unz@ origin, while emotions are often
more intense, short-lived, and have a c@ ject or cause®’. Some research suggests
moods are related to overall job ion. Positive and negative emotions were also

found to be significantly rela@&o overall job satisfaction.

The frequency of ex@®ng net positive emotion will be a better predictor of overall
job satisfactiorﬁ@will intensity of positive emotion when it is experienced. Emotion
work (o%n on management) refers to various types of efforts to manage emotional
stat%’éid displays. Emotion management includes all of the conscious and
unconscious efforts to increase, maintain, or decrease one or more components of an
emotion. Although early studies of the consequences of emotional work emphasized
its harmful effects on workers, studies of workers in a variety of occupations suggest

that the consequences of emotional work are not uniformly negative®. It was found
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that suppression of unpleasant emotions decreases job satisfaction and the

amplification of pleasant emotions increases job satisfaction®'.

The understanding of how emotion regulation relates to job satisfaction concerns two

models:

i. Emotional Dissonance: a state of discrepancy between public displays of
emotions and internal experiences of emotions that often follows ess of
emotion regulation. Emotional dissonance is associated with high emotional

exhaustion, low organisational commitment, and low jo faction®?.

ii. Social Interaction Model: taking the social 4 on perspective, workers'
emotion regulation might beget resp n;ﬁbm others during interpersonal

encounters that subsequently impa r job satisfaction. For example, the

positively affect job sat@f\o'n .

ii. Genetics: The influence thz@tics has had on a variety of individual differences is well

accumulation of favorable r@sgs to displays of pleasant emotions might

documented. Some res%fcgsuggests genetics also play a role in the intrinsic, direct

experiences of jo{séu\'f

environmentglbéors like working conditions). One experiment used sets of monozygotic

tion like challenge or achievement (as opposed to extrinsic,

twins, rﬁ{egépart, to test for the existence of genetic influence on job satisfaction. While the
results indicate the majority of the variance in job satisfaction was due to environmental factors
(70%), genetic influence is still a minor factor. Genetic heritability has also been suggested for
several of the job characteristics measured in the experiment, such as complexity level, motor

skill requirements, and physical demands.
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iii. Personality: Some researches suggest an association between personality and job
satisfaction Specifically, this research describes the role of negative affectivity and positive
affectivity. Negative affectivity is related strongly to the personality trait of neuroticism.
Individuals high in negative affectivity are more prone to experience less job satisfaction.
Positive affectivity is related strongly to the personality trait of extraversion. Those high in
positive affectivity are more prone to be satisfied in most dimensions of their life, i ing
their job. Differences in affectivity likely impact how individuals will perceivwe job

circumstances like pay and working conditions, thus affecting their satisfa@ in that job®*,

There are two personality factors related to job satisfaction, ali tt%nd locus of control.

Employees who have an internal locus of control and feel @enated are more likely to

experience job satisfaction, job involvement, and org is%%l commitment. A meta-analysis

of 187 studies of job satisfaction concluded that High Satisfaction was positively associated

with internal locus of control. The Aly also showed characteristics like
.

high Machiavellianism, narcissism, tr@er, type A personality dimensions of achievement

striving, and impatience/irritabiti%& also related to job satisfaction®.

\

iv. Psychological well-bﬁgQPWB) is defined as "the overall effectiveness of an individual's
psychological fun io:\g'" as related to primary facets of one's life: work, family, community,
and so o ere are three defining characteristics of PWB. First, it is
a pheno}yejzo[ogical event, meaning that people are happy when they subjectively believe
themselves to be so. Second, well-being involves some emotional conditions. Particularly,
psychologically well people are more prone to experience positive emotions and less prone to
experience negative emotions. Third, well-being refers to one's life as a whole. It is a global

evaluation®. PWB is primarily measured using the eight-item Index of Psychological Well-
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Being developed by Berkman (IPWB). IPWB asks respondents to reply to a series of questions
on how often they felt "pleased about accomplishing something", "bored", "depressed or

unhappy", etc®’.

PWB in the workplace plays an important role in determining job satisfaction and has attracted
much research attention in recent years. These studies have focused on the effects of PWB on
job satisfaction as well as job performance®®. One study noted that because job sa Q% is
specific to one's job, the research that examined job satisfaction had not considered, dspects of
one's life external to the job%. Prior studies had focused only on the wo@v onment as the
main determinant of job satisfaction. Ultimately, to better under satisfaction (and its
close relative, job performance), it is important to con&de@n ividual's PWB. Research
published in 2000 showed a significant correlation be % B and job satisfaction (r = .35,
p <.01). A follow-up study by the same authors i revealed similar results (r = .30, p <
.01). In addition, these studies show that PW Xbetter predictor of job performance than job

satisfaction alone. Job satisfaction is m@somated with mental health than physical health.

2.1.24 Implication of J(%SQ\ ction

Job Satisfaction cand ?l%catwe of some situations in the lives of employees, such as:

i.  Life %@Bction: A research finding is that job satisfaction is correlated with life
&ki%&tiongl. This correlation is reciprocal, meaning people who are satisfied with life
tend to be satisfied with their job and people who are satisfied with their job tend to be
satisfied with life. A 2016 Flex Jobs survey revealed that 97% of respondents believe
a job that offered flexibility would positively impact their lives, 87% think it would

help lower stress and 79% think the flexibility would help them live
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ii.

iii.

healthier. Additionally, a second survey of 650 working parents revealed that flexible
work arrangements can positively affect people's health, as well as improve their
romantic relationships and 99% of respondents believe a flexible job would make them
a happier person in general. However, some research has found that job satisfaction is
not significantly related to life satisfaction when other variables such as nonwork

satisfaction and core self-evaluations are considered’?. Q\

Productivity/Performance: A finding for organisations to note is that @sfaction
has a rather tenuous correlation to productivity on the job. Tl@ vital piece of
information to researchers and businesses, as the id th%atisfaction and job
performance are directly related to one another is 01@1 ed in the media and some
non-academic management literature. A recent @nalysis found surprisingly low
correlations between job satisfaction an ’@ ormance. Further, the meta-analysis
found that the relationship between ati t10n and performance can be moderated by
job complexity, such that for hi ﬁ—;}m exity jobs the correlation between satisfaction

and performance is hlghe&g/for jobs of low to moderate complexity’>.

Absenteeism: A &ndicated that among work attitudes, job satisfaction is a strong
°
predictor o@nteeism, suggesting that increasing job satisfaction and organisational
commt t are potentially good strategies for reducing absenteeism and turnover
ﬁn&lonsﬂ. Recent research has also shown that the intention to quit alone can have
negative effects on performance, organisational deviance, and organisational
citizenship behaviours. In short, the relationship between satisfaction to productivity is
not as straightforward as often assumed and can be influenced by several different

work-related constructs, and the notion that "a happy worker is a productive worker"
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should not be the foundation of organisational decision-making. For example,
employee personality may even be more important than job satisfaction regarding
performance?®. Job satisfaction has also been found to be impacting the shorter job

tenure among persons with severe mental illness?’.

2.1.25 Concept of Public Relations Tools

Q

Public relations (PR) refers to the variety of activities conducted by an organisati: mote

and protect its image, products, services, and policies in the eyes oﬂ% lic. Most
organisations, public and private have a public relations department es every effort to

monitor the attitude and perceptions of customers. Thus, public rns aim to manage public

opinion of the organisation?’. Q

It is used to distribute and communicate all the ary information to build up a good
reputation in the minds of the public. An efﬁc'e}v d good public relations department adopts
positive programs for this purpose an{@ays emphasise eliminating negative publicity that
arises due to questionable practi-ce\&g
N\

Public relations (PR) refe &e variety of activities conducted by a company to promote and
protect the image @pany, its products, and its policies in the eyes of the public. Thus,
it aims to m public opinion of the organisation’®. Most organisations either have a
separate\%gftment or hire services of professional agencies to manage the public relations of
the organisation. The public relation department manages PR to generate positive publicity and
improve public image through news, speeches, or messages from the top management,

organises events like ‘Founder Day’, ‘Sports event’, ‘annual award programme’, charity

functions, etc. They also advise top management to adopt such norms which adds to the public

94


https://en.wiktionary.org/wiki/personality

image of the organisation. The events held by the PR department aims to strengthen
relationships and build reputation amongst all stakeholders like customers, employees,
shareholders, suppliers, investors, etc. Public relations involve tactics like offering information
to independent media sources and a mix of promoting specific products, services, and events

to promote the overall brand of an organisation’. A few definitions of public relations include:

“The art and social science of analysing trends, predicting their consequences, @ng
organisational leaders and implementing the planned programme of action which ;ill serve

both the organisation and the public interest”. This simply means t is a strategic

management function that adds value to an organisation b@eﬁg it to manage its

reputation””’. Q

Public relations have now become an important m@gﬁmction. The total process of
building goodwill towards a business enterpsecuring a bright public image of the
company is called public relations. It crec@‘avorable atmosphere for conducting business.
Public relations are the attempt by i@‘maﬁon, persuasion, or adjustment, to engineer public

support for an activity, a c s@ﬁnovemen‘t, or an institution’®. Thus, in this sense, Public
$

Relations is a mode of g public support for an activity or a movement. Public Relations
.

as a management @n evaluate public attitudes, identifies the policies and procedures of

an organisatj ith the public interest, and executes a programme of action and

commuMon to earn public understanding and acceptance’. Thus, Public Relations is a

form of communication. Public Relations, as with advertising is carried on with target groups.

95



2.1.26 Public Relations Tools

This refers to the variety of activities usually conducted by the profession or professional
saddled with the responsibilities of management of reputations and public relationships of a
country, individual, or an organisation in the discharge of its obligations and/or duties’®.

Additionally, public relations strategies are those adopted activities or tools deployw&y a

public relations practitioner toward carrying out public relations objectives or res@.
2.1.26.1 Importance of Public Relations Tools &Q/

The Department of Public Relations aims to develop a positive ima@he organisation, its

products, and its policies. It achieves the following objective@ organisation:

i. It facilitates the smooth functioning of busine%’\b%e achievement of organisational
objectives. @
ii. It builds a corporate image and a@ favorable impression and creditability of the

company’s products. éﬁ)

iii. It helps in the launch @ products and maintains interest and confidence in the

existing products. Q

°
iv. Itactsas aeu&n nt to advertising in promoting existing and new products. Thus, it

helps @esses and their associates to sell products easily.

v. B&rs the promotional cost as it has to simply maintain staff to develop and circulate

information with media or manage events.

However, the main responsibilities of public relations tools are to communicate the policies,

practices, problems, and performances of an organisation to the public and feedback on public
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opinions and suggestions to the top management so that a mutual understanding may be

established between the organisation and its public, i.e., shareholders, dealers, customers, the

general public, government employees and the press.

2.1.27 Major Public Relations Tools:

Some of the public relations tools include: Q\

)

2)

3)

4)

S)

Press relations: To put information about an organisation in a very po@gay.
Publicity of Product: It can be done by publicising the event ’\ke publicity of
Products. %

Effective Communication: It is necessary to create ote understanding of the
organisation. It can be obtained through internal ?8 external communication.

To Promote Lobbying: It is necessary t with legislators or government to

"

Counseling: It is to advise the ®

N

company, and the image d{&%‘the good and bad times’®.

encourage or discourage a particular%ika 1on or regulation.
ag

ent about public issues, the position of the

2.1.28 Public Relations Tools f@ Management and Employees’ Job Satisfaction

1.

Financial S @ This involves the provision of car, housing, and children's

educati%)an provision for members of staff’s benefits.

il. @n / upward review of Staff’s ranks — Developmental movement of staff

iii.

1v.

members’ ranks upward as when due.
Capacity development/training

Provision of medical facilities / Sick Bay
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vi.

Vil.

Viii.

iX.

xi.

Special events — such as End of the Year Party, CEO Annual Awards for Outstanding
Members of Staff (CASA), Members of Staff’s Birthday celebrations, Founders’ Day
celebration, etc.

Town Hall Meetings / Conferences

Work Overtime Incentives

Labour / Industrial relations. \
Crisis Communication: The role of public relations takes on vital signj uring
crises like an accident, financial scams, bankruptcies, etc. It is tl&sponsibility of
public relations to give honest and accurate information to t@ erned publics and
assure them of remedial measures taken to control t is. The Public Relations
Department supervises and assesses public attitud@ﬁi maintains mutual relations
and understanding between an organisation @’Qs public. It improves channels of
communication and institutes new wa;’&@etting up a two-way flow of information
and understanding’s. * ’\\,

Printed Materials (Nfﬂ@f / Informational Bulletins): An organisation’s
employees are an h@ly important internal public. Corporate public relations
people often ;c,p{c\' great deal of time developing employee communication programs,
includi r@ newsletters, informational bulletin boards, and internet postings. In
servi anisations in particular, these kinds of activities can be used to help support
M communication efforts, for example, using the company newsletter to remind
employees about the importance of prompt and polite customer service’®,

Conflict Resolution among Members of Staff: Conflict resolution is a social situation

where the armed conflicting parties in a (voluntarily) agreement resolve to live
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2.1.27

b)

peacefully with — and/or dissolve — their basic incompatibilities and henceforth cease
to use arms against one another’’. The "conflicting parties" concerned in this definition
are formally or informally organised groups engaged in intrastate or interstate
conflict®’. Basic incompatibility' refers to a severe disagreement between at least two
sides where their demands cannot be met by the same resources at the same time’s.
Q
S

A shift in priorities for one of the conflicting parties while it queglﬁat a party

Mechanisms for Resolving Conflicts

completely changes its basic positions, it can display a shift™ hat it gives the
highest priority. In such an instance new possibilities for ct resolutions may arise.
The contested resource is divided. In essence, t'@ ans both conflicting parties
display some extent of shift in priorities whic&& opens up some form of "meeting

the other side halfway" agreement’®. @

Horse-trading between the confli arties - this means that one side gets all of its
demands met on one issue, v@&(ae other side gets all of its demands met on another
issue. The parties deci are control and rule together over the contested resource.
It could be perma Qor a temporary arrangement for a transition period that, when
X
over, has 1@ transcendence of the conflict. The parties agree to leave control to
some e. In this mechanism, the primary parties agree, or accept, that a third party
é&ej control over the contested resource. The parties resort to conflict resolution
mechanisms, notably arbitration or other legal procedures. This means finding a
procedure for resolving the conflict through some of the previously mentioned five

ways, but with the added quality that it is done through a process outside of the parties'

immediate control. Some issues can be left for later. The argument for this is that
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political conditions and popular attitudes can change, and some issues can gain from

being delayed, as their significance may pale with time’®,

2.1.29 Employee Management Complaint Processes

The complete complaint management process is conducive to achieving two goals:

1)

2)

3)

4)

5)

6)

Employee and Customer Satisfaction: Complaint management is supposed to reduce
customer dissatisfaction and ideally even strengthen employee and custom@%.
Quality Assurance: Through complaint management, employee a@stomer(s)
feedback reaches the right departments and contributes to th@vement of the
product or service. However, the ways by which Emplo&a customer complaints
can be managed are:
Simplify Complaints: So that unsatisfied cust m@m to you first instead of venting
their dissatisfaction on social networks,{g@o 1d offer the opportunity for feedback
in the simplest way possible. Only w }he customer’s justified criticism is reported
to you you can make use of th@laint in a positive way®4.
Ensure that the Initial @%t is Positive: The employee or customer is supposed to
feel that they are ﬁ@ hands when they submit their complaint. To achieve this,
specially trai R@yonnel must accept the criticism and make the unsatisfied customer
feel tha@ir opinion is important®3,

e@ﬁhe Process: It must be clear which feedback will be forwarded to which
departments. This is why the task of complaint management is to create structures and
clarify responsibilities®.
Carry out Direct Actions: Many responses if anything concerns long-term quality

assurance. However, one should also initiate some actions immediately and directly
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after contact with the customer. Whether a price discount or product exchange is
appropriate depends on the individual case. However, what the different options are (if
any) should already be determined abinitio®’. On the other hand, a submitted complaint
should also have a long-term effect on the company’s processes, as it is only in this
way that performance quality can be improved sustainably®®,

7) Analyze Feedback: Employee and customer complaints don’t follow any sta ized

customer’s intention. This is to be able to recognize patterns priorities, and
implement measures®. %3
8) Audit Management: Even complaint management its t be audited regularly so

that no negative procedures creep in. Furthermore, QQit can unveil potential ways for

you to optimise processes’. 60

9) Issue Reports: Reports based on au%\\Q)rovide decision-makers with important
indicators. These can form the ba's@nitiating changes’!.

10) Use of Collected Infornza@onclusions can often be drawn from the data collected
by complaint mana @‘ Information acquired by complaint management often

provides poin{s& reference for quality assurance and can later contribute to

improvg&s} production and service performance®'.

2.1.28 Fi@ps for Successful Complaint Management

N

If you follow the procedures in your complaint management, then you already have a solid
system in place. However, an organisation could adopt the extra tips that will be analysed in

this paper to win and have confidence in your customers with excellent services’!.
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)

2)

Invite them to Complain: A complaining customer is not a nuisance, but an
opportunity. You learn important information about your products or services from
their feedback. Furthermore, you provide the person with an outlet: When their anger
subsides and they receive satisfactory support from your company or organisation, they
will most likely perceive your company as customer-focused. Customers who are
unsatisfied and don’t even notify you are far worse. This is because you have bly
lost them for good and don’t even know the reason. This is why you s @s your
customer base to provide feedback on products, your service, 0& company as a
whole®?. To be sure, everyone likes to receive positive , but continued
development works better when flaws are pointed out?’? @is why you should make
it as easy as possible for your customers to address %rn with you. Make them feel
that their opinion is vital. 6’6

Identify the Type of Employee and &\K@(nber you’re Dealing with: When dealing
with employee and customer corﬁ@ , you may run into one of the following types
of employees and custor.ne&%&h motivated by different beliefs, attitudes, and needs
Employees and cust r\/ho aren’t shy about letting you know they’re upset. When
responding, ?V’c&qirroring their confrontational behavior; instead, react with firm
politene&&n}oyees and customers who pay well and demand premium support for

it. WK@

QJ sponding, avoid excuses and just get to the solution. Consider creating a
Wolder and workflow to make it easy to identify and respond to their complaints,

Employees, and customers who contact you frequently. Stay patient and avoid coming

across as frustrated when responding to these customers. When satisfied, they often

become repeat customers and advocates for your company Employees and customers
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3)

4)

who don’t want to complain and may just take their business elsewhere without ever
letting you know there was a problem. You’ll have to actively reach out to these
customers to solicit and resolve their complaints; otherwise, you may never hear their
feedback. These are broad descriptions and, of course, your employees and customers
will present a more complex mixture of motivations and behaviors, but being aware of
different types can help you respond most appropriately to the real perso are
assisting”’.

Listen: If an employee or customer voices their dissatisfaction, yoés{ou d first of all
let them express their concern (or calmly read their message make the mistake
of placating the customer before you can even compre eir problem. Oftentimes,
however, the customer can’t specify the exact caus@their anger. This is why follow-
up questions are also considered an essential listening. By doing this, you show
the customer that you are interested z@n also gather important information for
improving your product®. é—@

Respond Quickly: A f?w Al@: annoy an already unsatisfied customer as much as
being stuck forever i @hone queue. But, that doesn’t mean that companies should
only respond. %s\'gky as possible to employees and customers contacting them by
phone?®® T@neuld also focus on responding as quickly as possible to customer
concefBQpressed in e-mails and social media feedback. Otherwise, the customer’s
a\nyt continues to grow and eventually reaches the point at which damage control is
no longer possible. If a company has established a clear system for complaint

management, however, this type of problem should not occur”’.
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S)

6)

7)

Take the Blame: Once in a while, it appears that the problem did not originate with
your company or product but with the customer. However, you should never tell them
this. There are two reasons for this: Obviously, it isn’t a good idea to blame customers
who are already upset and angry, since they are contributing to your company’s success
with their payment. Secondly, their complaint can also contribute to improving your

offering. Perhaps, the operating instructions can be made simpler, or commuiiteation

across the board must be improved. Either way, you should assume ﬁJlsibility

for the problem?. &

Think in Terms of Solutions: On the one hand, an unsatisfi mer would like to
vent their frustration on you. On the other hand, howe need a solution to their
problem®®. That’s why it’s not enough to only s@ nderstanding. Offer sensible
solutions preferably before the customer mak&demands. This way you maintain
control and can also better determine t ruing costs of compensation. Regardless
of how important the employees 5®omers are, you can also customize the solution
according to the customfrﬁé
Dig Deeper by Aski Right Questions: Complaints — even angry ones — can
contain insigll d it’s your job to seek out the point of friction. Socratic questioning
can hel y&g}f to the source of the issue”. Ask your customer questions like:

What u mean by...?

CXifd you provide an example?

Could you expand on that point further?

And ask yourself questions like:

What other information do I need?
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e What am I assuming here?

e Why is this complaint important?

Often, complaints are the result of problems that need to be solved'®. Asking the
right questions helps you get to the root of the complaint, figure out if there’s a way

to resolve the issue, and determine if the complaint contains genuinely useful\
feedback. If you determine that you aren’t the right person to help wi
employee's and customer’s complaints and need to transfer them to someene,who
can, make sure you explain why!?!. This can be as simple as sa%@m going to

set you up with our specialist who will get that squared away@y right away.”

8) Log the complaint so you can Track Trends: If you hggt a complaint from one
of your employees and customers about one speciﬁ%@ over the last 10 years, that
issue might not be worth addressing!??. But i@re getting multiple messages from

multiple customers who all shared thé){‘q% complaint, that’s the beginning of a

To identify high-volume CQ@S, you’ll need a system for tracking them. Whatever system

narrative.

you are adopting, Q to make it easy to capture meaningful complaints and track the
I

volume of cust@

2.1.29 \Q%cept and Nature of Shipping Business

ho are bringing up similar or identical issues.

A shipping company is a corporation that is engaged in maritime transport. Hence, the shipping
business involves the transportation of gods and humans through a ship, vessel, etc on the sea,

or the water, so to speak'??. It is usually the case that shipowners are either involved in maritime
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or inland waterway transport. It is interesting to note that not every shipping company has its

ships, but also operates ship charters.

Statistics from the world’s largest shipping companies show that only about half of the fleets
consist of own ships — the other half is used by charter. A shipping company is characterized
by the fact that a legal entity, a partnership, or a merchant owns or becomes the owne of

ship!®. A distinction is made between one-ship companies and partner shipping ¢ @ue in
which several persons or companies join forces. There is also talk of liner sh b mpanies,
where the ships do not necessarily have to be owned. Nowadays, large s compames are

mostly liner shipping companies, both with their ships and with @ ships!'%

The purpose of a shipping company is both the equipmen@te maintenance of a ship. In
addition, the shipowner is responsible for the person@’ét board and pays their wages. All
tasks related to ship management can also be Gﬁ\@'ced to contract shipowners and therefore

do not have to be taken over by the shippi %snpany itself'%,

Another possible task of a shlppl@wpany is chartering, which, however, often falls more

into the area of respons1bl@sh1pbroker A distinction must be made between a shipping

company and a ShlE o@whereby the latter is always the owner of a ship'%. An interesting

detail is the exi%c

to the law ’b&e they do not operate their ships as owners. It should also be pointed out that

f de facto shipping companies, which are not such companies according

most shipping companies are party shipping companies because hardly anyone has sufficient

capital to operate a ship on their own. It should be noted that the term “shipping company with

a partnership” is also used when the shipowner is a company.
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In the 1950s and 60s, the shipping industry experienced a real revolution. We are talking about
the invention of container shipping, which brought with it considerably greater transport
capacities. The idea came from the freight forwarder Malcolm McLean, who simply no longer
wanted to handle such diverse formats as bales, pallets, sacks, and drums. The container is a
large container that can be loaded directly from the train or truck onto the ship and back, and
its size is standardised. The first shipping company to rely on containers was Pan-, tic,
which was later named Sea-Land Industries. This shipping company built the It}@t e first

container ship, which sailed from Newark to Houston in 1956'%, &

9 % the MS Fairland,

heralding a new era. Inventor Malcolm McLean is said to haV :“Idon’t have ships; I have

The first containers in a German port arrived in Bremen in

seagoing trucks” and thus summed up the special nat rv@e new transport method ', The
operation of a shipping company was alrea since the voyages of Christopher

world’s oceans by the respective king@a

by a company ', ° \AQ
N\

In Germany, the Sloma%ln ing company, founded in 1793, is the oldest company of this

Columbus or Vasco da Gama, although at %[ ime most ships were still sent out into the
]
n

were therefore not privately owned or owned

kind and is based @men. Stephenson Clarke Shipping was considered the oldest shipping
company in thbérld. The British company was founded in 1730 but went into insolvency in
2012106.\@%3‘[ of the world’s largest shipping companies includes companies from both

Europe and Asia!’

. In 2019 the largest shipping companies were almost exclusively container
shipping companies. The number one comes from Denmark and is the Mersk Line with 707

container ships, some of which are up to 399 meters long!?’. It is followed by the Mediterranean

Shipping Company, a company from Switzerland with 515 ships, and third and fourth place is
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taken by the CMA CGM Group (France) and the China Ocean Shipping Company popularly
known in Nigeria as Cosco, followed by the German Hapag-Lloyd in fifth place '*!. The
shipping industry has been facing enormous competition in recent years, both in terms of vessel
size and modernization. Ecological and sustainability aspects are playing an increasingly

important role. Triple-E ships are particularly large and their efficiency is being continuously

increased!%®. Q\

If you take a look at the global shipping market, you will discover an enormouQIO};olidation
in recent years and decades. In 2015 and 2016 alone, eight of the lar @panies to date
disappeared completely from the market, and the market share o é

largest players now

stands at more than 60 percent'®. Q
Many shipping companies are now also entering into %Qes with each other to make perfect

use of their capacities. The fact is that these pha\\@na, along with digitalization and growing

world trade, make for a very exciting ma&%‘

2.1.30 Employees of Shipping C@Ianies

As a rule, shipbrokers, leglce agents, and liner agencies work closely with a shipping

company'%4, Q:\\'

1) A s@beaer not only takes care of the purchase and sale of the ships or — analogous
Mroker in the real estate sector — their mediation, but also of the chartering '%. The
salary consists of a so-called commission, which is a percentage of the freight or time

charter rent. Shipbrokers in Germany are mostly trained shipping agents!®.
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2)

3)

2.1.31

ii.

iii.

A clearance agent is responsible for the clearance of goods and ensures that they pass
through customs. Furthermore, the clearing agent is responsible for handling
immigration, health, and procurement of provisions and spare parts. Clearance agents

work in the respective ports!©®,

Finally, there are also liner agencies, which represent one or more liner s&pﬁng
companies. If you wish, you can make an analogy to a commercial agent he Qler by
the goods brokered are the transport. The services of the liner agencies :e freight

collection as well as the acquisition of cargo, registration, delive@ ocumentation

O

Shipping and World Trade QQ

The international shipping industry is x@fgble for the carriage of around 90% of

world trade'%. . @

Shipping is the lifeblood of @obal economy. Without shipping, intercontinental

104

trade, the bulk trans 01®aw materials, and the import/export of affordable food and
manufactured goods Would simply not be possible!%.

Ships are t@l}cal y sophisticated, high-value assets (larger hi-tech vessels can cost
over 00 million to build), and the operation of merchant ships generates an

é@%ﬂed annual income of over half a trillion US Dollars in freight rates'?’.
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2.1.35 Shipping and Nigerian Trade
Requirements for Effective Operations in the Shipping Industry:
1. Safety and Regulation:

a) Shipping is the safest and most environmentally benign form of commercial transport.
Perhaps uniquely amongst industries involving physical risk, commitment to Qt as
long pervaded virtually all deep-sea shipping operations. Shipping wds amengst the
very first industries to adopt widely implemented international s@f%(andardsm.

b) Because of its inherently international nature, the safety of$ing is regulated by

particular has developed a comprehensive frg%@ork of global maritime safety

various United Nations agencies. The International ¥

regulations, which are enforced on a world asis!%,
Environmental Performance . 5\%

a) Shipping is the least eqv@entally damaging form of commercial transport and,
compared with lar%Qindustry, is a comparatively minor contributor to marine
pollution from n activities'®.

b) There gea}a substantial reduction in marine pollution over the last 15 years,
esp@% concerning the amount of oil spilled into the sea, despite a massive increase
Norld Seaborne trade '1°.

¢) large containerships can be operated by teams of just thirteen people utilizing

sophisticated computer systems!'!!.
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d) The ships' computer systems are highly advanced, enabling the precise routing,
transport, loading, and unloading of thousands of containers for every voyage ''2.

e) If all the containers from an 11,000 TEU ship were loaded onto a train, it would need
to be 44 miles or 77 kilometers long '3,

f) In an average year, a large container ship travels three-quarters of the distance to the
moon. That means in its lifetime it travels to the moon and back nearly ten ti 4,

g) A container of refrigerators can be moved from a factory in Malaysia to @'\geles -
a journey of roughly 9,000 miles or 14,484 kilometers -- in just l&ys. The cost to
transport a bicycle from Thailand to the UK in a container is $10. The typical
cost for shipping a DVD/CD player from Asia to or the U.S. is roughly
US$1.50; a kilogram of coffee just fifteen cents, an@c n of beer - a penny!'4.

NG
O
\O

In Africa, in the western and central coun@ particular, the need for shippers’ organisation

2.1.36 The Nigerian Shippers Council

was recognized by the resolution ad@(?n the Establishment of National Shippers’ Councils
in Douala in February 1976 t@ond Ministerial Conference of West and Central African
States on Maritime Trgli gon (MINCONMAR)'5,

Earlier on, the Seco \session of the United Nations Conference on Trade and Development
(UNCTADébhat was held in New Delhi in 1968 recommended for the first time by an
international organisation requiring developing countries to establish shippers’ organisations
and national fleets for participation in the maritime traffic generated by their foreign trade. It

was these initiatives and ideas which were strengthened inter alia by the Convention on the

Code of Conduct for Liner Conference adopted in Geneva in 1974 that further encouraged the
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establishment of shippers’ organisations/councils in many African countries. The first

Shippers' Council in Africa was set up in 1968 in Cote D'Ivoire!!®.

According to the Code for Liner Conference, a shippers’ organisation is defined as an
“association or equivalent body which promotes, represents and protects the interests of

shippers and, if those authorities so desire, is recognised in the capacity by the appropriate

S

The period before the creation of the Nigerian Shippers' Council in 1978 V\&I&'ﬁ:terized by

authority or authorities of the country whose shippers it represents”™ 2.

deteriorating quality of shipping services and unmitigated increases i freight rates by

foreign ship owners who operated scheduled liner services to Nin ports''3,

Acting under a powerful cartel of Conference Line;&%ngement, shipping companies
unilaterally imposed freight rate increases, which av d between twenty-five percent (25%)

and thirty percent (30%) per annum along tl@;able shipping ranges:
i.  United Kingdom West AfricQ’i‘i (UKWAL).

ii.  Continental West Afric@ ihes Conference (COWAC).

iii.  American West Africafreight Conference (AWAFC), etc.

.
X
These increaseb@n addition to stifling port surcharges that the conferences equally
imposed or@nation’s economy!!3. These huge foreign exchange outflows arising from the
carriage&ﬁur sea-borne trade by foreign shipping lines continued to impoverish the Nigerian
and other developing countries economies, with attendant adverse consequences on the balance
of payment in favour of developing countries who are also the major maritime nations. The

outcry arising from this adverse situation led the United Nations Conference on Trade and
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Development (UNCTAD) — a specialised agency of the United Nations, to commence actions

towards the resolution of the disturbing national economic situation''2.

However, Nigeria took its turn to implement the UNCTAD recommendation by establishing

the Nigerian Shippers’ Council in 1978 through the enactment of the Nigerian Shippers’

Council Act Cap. N133 LFN 2004; Two subsidiary legislations on Funding and Local Shipping

Charges were later made under this Act to enable the Council to perform its functtQQ.

ii.

iii.

1v.

Vi.

Vii.

Notwithstanding, the following reasons (among others) informed tl&cgdance of
the UNCTAD recommendation to establish the Nigerian Shi uncil:
Nigerian shippers (Importers and Exporters/Cargo Ow@ are Weak, Fragmented,
unprotected and therefore left at the mercy of the S@l services providers;
Shipping services providers (Shipping Com@mgencies etc.) are Organised &
Financially strong and therefore hav@{@‘onger bargaining position vis-a-vis the
shippers; . @
The need to organize Nigeri@(h?ppers to strengthen their bargaining position vis-a-
vis the carriers (shippi \lines/Agencies) address the imbalance in the bargaining
positions of the t ﬁ, and generally provide a level playing field for them;

S

The need Q)\}}t'

trade fl& buse and exploitation;

, generally, Nigeria's Cargo Interest in shipping & international

Meed to ensure Cargo Tariff Structures are fair, equitable & reasonably stable;
The need to provide Researched Inputs to Federal Government policies on shipping &

international trade.

Objectives / Responsibilities of the Nigerian Shippers’ Council
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i.  Efficient and timely delivery of shipping services to the importers and exporters by the
shipping services providers under the most economical arrangements.
ii.  Moderation and Stabilisation of costs (freight rates, port charges, local shipping
charges, haulage charges, etc.).
iii.  Adequate understanding and know-how amongst the various practitioners in
international trade both at the macro and the micro levels. \
iv.  Regular and reliable advice to the Federal Government on matters affe r@?
N
O

Initially, the Nigerian Shippers’ Council, like its counterparts in.the Sub-region, was mainly

shipment of goods to and from Nigeria.

concerned with the representation and protection of the int@ of importers and exporters
regarding port-to-port cargo shipment. However, a 05@, the Cotonou II World Bank
Round Table Conference on Maritime Tradg i st and Central Africa resolved that

N

Shippers’ Councils in the sub-region shoul@ect importers and exporters throughout the
transport chain. This became necesg&@;\ue to the dynamism of international trade, as
underscored by the Conference® %%as of 1997, the role of the Nigerian Shippers’ Council

and indeed all its counter@q@?the sub-region, was expanded to cover the entire transport

chain from door to@&

In line with thb%eral Government port reform agenda, the Nigerian Shippers' Council was
appointMe Port Economic Regulator in February 2014, to create an effective regulatory
regime at the Nigerian ports for the control of tariffs, rates, charges, and other economic
services and to address the negative impact of port concession activities on the economy due
to the absence of an economic regulator and to realise the optimal benefits of the Federal

Government of Nigeria's port reform processes'?.
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The appointment was affirmed by a Ministerial Regulation and a Presidential Order as follows:

. Nigerian Shippers’ Council (Port Economic Regulator) Order, 2015; and

2. Nigerian Shippers’ Council (Port Economic) Regulations 2015.

Legal Framework of Nigerian Shippers' Council (NSC)

i.

ii.

iii.

1v.

V.

Vi.

Vii.

The Council was established by the Nigerian Shippers’ Council Act Cap. N133~L¥\I
2004. In addition to the enabling Act, there are other subsidiary legislati \@Q
follows. &Q

The Nigerian Shippers’ Council (Freight Stabilization Fees) Re ns 1995.

The Nigerian Shippers’ Council (Local Shipping Charn Imports and Exports)
Regulations 1997.

The Nigerian Shippers’ Council (Inland Conta@ot) Regulation 2007.

The Nigerian Shippers’ Council (Contm’@reight Station) Regulation 2007.

The Nigerian Shippers’ Council (| @sonomic Regulator) Order 2015.

The Nigerian Shippers’ Coun%é)rt Economic) Regulation 2015.

The statutory functions of &@Qerian Shippers' Council (NSC)

1.

ii.

iii.

°
To provide(a &for the protection of the interest of shippers on matters affecting

the sh%@t of imports and exports to and from Nigeria;

‘Kg(ourage the formation of Shippers’ Associations all over the country;

To provide a forum for consultation between the conference and non-conference lines,
tramp-owners, the Nigerian Ports Authority, and the Government of the Federation on

matters of common interest;
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1v.

Vi.

Vii.

Viii.

iX.

To negotiate and enter into agreements with Conference Lines and non-conference
Lines, ship-owners, the Nigerian Ports Authority, and any other bodies on matters
affecting the interests of shippers;

To advise the Government of the Federation, through the Minister, on matters relating
to the structure of freight rate, availability and adequacy of shipping space, frequency
of sailings, terms of shipment, class, and quality of vessels, port charges, and ities
and other related matters; Q

To assess the stability and the adequacy of existing services an&ke appropriate

recommendations on that behalf; %

To consider the problems faced by shippers with regard coastal transport, inland

waterways transport, and matters relating general]@ the transportation of goods by

water and advise the Government on possible QQOHS thereto;

To promote and encourage the study a?@earch into problems affecting shippers in

Nigeria: c;\\%

To arrange from time-to-tt@ninars and conferences on any matter relating to its

functions in Nigeria; Q\

under t}g@

To carry out ssu&ther activities as are conducive to the discharge of its functions

The fu ti(@:g the Nigerian Shippers' Council as Port Economic Regulator are as follows:

1) Provide guidelines on tariff setting to guide against arbitrariness;

2) Monitor and enforce standards of service delivery to ensure availability, accessibility,

affordability, stability, predictability and adequacy of services;
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3) Encourage competition and guard against the abuse of monopoly and dominant market
positions;

4) Perform mediatory role among stakeholders;

5) Establish accessible and modern dispute resolution mechanisms;

6) Regulate market entry and exit;

7) Promote efficiency in the provision of port services; \

8) Minimise the high cost of doing business and prevent its inﬂationa on the

Nigerian economy; 0&

9) Encourage private sector investment in the port sector; %

10) Monitor and ensure compliance by all parties w% provisions of the Port

Concession Agreements. Q

Other functions of the Nigerian Shippers' Cour@c ntained in the subsidiary legislations

as follows: \\
i.  The Nigerian Shippers’ Counc&@al hipping Charges) Regulations 1997.
it.  The Nigerian Shippers’ {‘\u&g{(lnland Container Depot) Regulation 2007.

iii.  The Nigerian Shipo%%uncil (Container Freight Station) Regulation 2007.
2.1.32 Nigerian @ Council Organisational Structure

1) The@fi@rian Shippers’ Council is an agency under the Federal Ministry of Transport.
2) The enabling Act provides for a Governing Board and an Executive Secretary/Chief
Executive Officer, responsible for the day-to-day management and implementation of

policies approved by the Governing Board.
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3)

4)

ii.
1il.

1v.

Vi.
vii.

Viii.

The Executive Secretary/CEO is assisted by nine (9) Directors who head the
departments in the Council.

The departments are complemented by nine (9) Independent Units reporting to the
Office of the Executive Secretary/CEQO. The Nine (9) Departments are

Regulatory Services Department

Consumer Affairs Department Q\

Strategic Planning and Research Department ( Q
Human Resource Department &
Inland Transport Services Department %0

O

Finance and Accounts Department :

™
General Services Department 6
O

Legal Services Department
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(5) Special Duties Department. The Nine (9) Independent Units are:

1. Anti-Corruption and Transparency
ii.  Complaints
iii.  Information & Communication Technology

iv. SERVICOM \
v.  Procurement Q

vi.  Internal Audit < )
vii.  Public Relations 0&

viii.  Public Private Partnership (PPP) Unit O s

(6)  There are six (6) Zonal Coordinating Offices one i@f the six geo-political zones

and a Liaison Office in Abuja. They are as follows: &b

i.  South-West Coordinating Office, Ib@:
ii.  South-East Coordinating Ofﬁci@i};'

1ii.  South-South Coordinatin@e, Port Harcourt;

iv.  North-Central Coo@g Office, Jos;

v.  North-West C@aﬁng Office, Kano;

Vi. North-E@g‘rdinating Office, Bauchi;

Y
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iil.

1v.

Vi.

Vil.

(7)  In addition, the Council has sixteen (16) Area Offices spread across the six geo-political

zones of the country.

2.1.33 Services provided by the Nigerian Shippers Council as an Organisation

Advocacy Services: Promoting the formulation and implementation of new policies and

adoption and implementation of new legal regimes towards providing a potent means of

The UNCITRAL Rotterdam Rules. %0

IMO Container Weighing Regulation.

improving efficiency in the industry 32,

Some of the Council’s efforts in this regard include:

Improving Transport Cost and Connectivity across the Sub, &.
The International Chamber of Commerce Intemation%’&mercial Terms (INCOTERMS).
World Trade Organisation Trade Facilitation A@%t (WTO, TFA).
Research Services: The Council conduc@rch into various aspects of the Transportation
and Logistics issues in International %de for the benefit of all stakeholders in the industry!®.
The research was carried Qu@er independently or as collaborative efforts with other
government agencies.

2.1.33 Lists 0®‘mn Shippers’ Council Regulated Service Providers

- Nigen rts Authority;

- g\q%t Terminal Operators;

- Shipping Companies and Agencies;

- Off-Dock Terminal Operators;

- Cargo Consolidators;
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- Logistics Service Providers;

- Freight Forwarders and Clearing Agents;

- Inland Container Depot Operators;

- Stevedoring Companies and

- Any other port service provider or user.
2.2 Theoretical Framework \
2.2.1 Situational Crisis Communication Theory QQ
Timothy Coombs propounded situational crisis communication theory (SQ) in 1995. The
theory originated from attribution theory, SCCT assumes that crise%Qative events that
stakeholders' attempt to attribute responsibility!®. It is believec@is managers can employ
different crisis strategies according to different crisis typeQ&rent from IRT, SCCT is an

audience-oriented theory that focuses on stakehol@perceptions of crises. This idea

corroborates an argument that avers that crisisk\\%ement concerns perception more so than

(
The Situational Crisis Commm'\w@‘%ﬁ Theory (SCCT) identifies response strategies that

reality!®.

organisations can use to hand risis. It's based on who was responsible for causing the crisis

as well as how sig@e threat is to the business's reputation!®. SCCT outlines a path for
i

crisis communi%o , but the business still determines what actions they'll take based on the
situation. I‘Q:bly is SCCT based on the organisation's understanding of the crisis, but also on
their preconceived notion of how stakeholders will respond to each type of response!®. To

plan for stakeholder responses, there are four main crisis response communication strategies.

1. Rebuilding Strategy: This strategy aims to rebuild relationships with stakeholders by

redeeming the organisation's reputation. This is achieved by taking responsibility for the crisis
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and offering apologies or compensation to those affected by the outcome. Rebuild crisis
strategies should most frequently be used in response to accidental crises, especially when the
organisation has had a history of similar crises and/or has developed a negative reputation in
the past. Rebuilding strategies should also always be considered for preventable crises where
stakeholder relationships may be permanently damaged. While it may take more time to

rekindle the relationship, these actions will mark the first step toward recovery. Q\

2. Diminish Strategy: This strategy works to minimize the amount of responsi@}gaced on
the organisation. This is achieved by justifying and offering excuses for t pany's actions.
Diminish crisis strategies should most frequently be used in respenseénto victim crises where
the company is not at fault for the issue. If used in response@mdental crises, it can make
you look negligent or defensive. If you still use it in ecﬁse to an accidental crisis, ensure
you have no history of crises and a relatively p{sé%t dustry reputation. For smaller crises,
this strategy can help businesses minimize&&egative effects of the situation while still

avoiding taking unnecessary fault. &(—J\

R\

3. Deny Strategy: This stra g@&npletely re-assigns the blame away from the organisation.

This is achieved by confrantifig the accuser(s) for their invalid accusations, claiming that there
.

is no crisis, or bla@another party for the crisis. Deny crisis strategies should be used in

victim crises the organisation is faced with rumors or accusations that are harmful, but

not tme.\&er than rebuilding the relationship, it's best to confront the cause of the crisis

immediately to avoid further escalation. It's important to keep in mind that this strategy is only

effective if your business is truly at no fault for the situation!'®,
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4. Bolster Strategy: This strategy works to position the organisation as an asset to its
stakeholders '*3. This is achieved by reminding stakeholders of the organisation’s former good
deeds and praising stakeholders for their dedication and loyalty. Bolster crisis strategies can
be used in conjunction with other primary crisis strategies, especially when the organisation is
facing a victim crisis. While each of these strategies is predicted to be effective in the specific
crises laid out, it's impossible to know exactly how stakeholders — and the overall —
will react to an organisation's chosen response. So, it's important to prepare @ or the
public's response to the crisis but also for their response to your follow-u A'Qns. That means
creating a crisis communication plan that protects your reputation an@ riately addresses

the public’s concerns. If you’re not sure how to get started ne, we’ve compiled the

best crisis communication examples from real brands!'®. Q

O

SCCT can help you create a plan in the face of a si 1@0 al crisis. No matter what, try to move

quickly; if the crisis runs away from you, i@ too late to repair the damage left behind'*.

1. Identify the type of crisis you’é‘a‘?lng: Before responding publicly on social media,

writing up a notice on your v@e, or sending a press release, figure out the type of crisis
)

you’re facing. Rememb% ree types are:

°
i.  Victim 1&!/ A victim crisis occurs when your business plays no hand in the crisis

an at fault.

%

>

il. ccidental Crisis: An accidental crisis occurs when your business is at fault for the
crisis, but it was from an unintended mistake.

iii.  Preventable Crisis: A preventable crisis occurs when a business purposefully takes an

action that results in negative consequences. There are more types of crises your
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business could face. Knowing the type of crisis, you’re facing will determine the public
communication strategy you’ll use later. In some cases, you may not need to
communicate with the public at all. For instance, if you’re in the midst of a natural

crisis, you most likely won’t need to send a press release to protect your reputation.

2. Choose an internal crisis communication strategy: What you tell your stakeholders
doesn’t need to be what you tell the public. Be as honest as you can with the oyees
involved in the crisis; or, if the crisis concerns the entire company, communicate\with'everyone
in your business to let them know what has happened. This is a time fo@. Being overly
guarded can backfire and make you seem less trustworthy. While the comnmunication you send
your employees won’t make it to the public eye, you can sti@p oy SCCT. For instance, if
you choose the rebuilding strategy for your interma munication, you can admit to
l_§bs are safe.

stakeholders that you were at fault, but that eve

N\

3. Identify your goal on the other sk@ he crisis: When responding to a crisis, it’s

important to identify a goal for wha@f?business will look like after it’s over!®. It’s all too

easy to get in damage-contr%;@ and forget that your business can and will successfully get
1

out of this crisis. Your § | directly inform the SCCT strategy you’ll choose later on. Is
your goal to retain@ny customers as possible? Is it to protect your public reputation? Is it
to reestablis in your brand? While these aren’t mutually exclusive, focusing on one

obj ectivé&help you respond effectively and get the result that you want.

4. Decide whom you need to publicly respond to: Decide which groups you’ll need to
respond to. Is it your current customers? Is it the greater public? Or is it your employees only?

For instance, if your business was victim to a natural crisis and everyone’s belongings were
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lost in a flood, you would communicate to your employees first, then apologize to your
customers for potential service interruptions. If there was an issue with the product, however,
you’ll want to respond publicly, because both current and prospective customers are affected

by the issue.

5. Pick 2 to 3 trusted advisors to choose a response strategy: Choose a response strategy as
outlined by SCCT. But don’t do this alone: gather a few trusted advisors to pic on se
strategy and brainstorm possible verbiage. The trusted advisors may be anyon@ insight
you’d find valuable, but, if possible, try to involve a freelance crisis com@ic tion specialist,

an attorney, and a stakeholder such as a board member. Put all of 6 inds together to choose

an SCCT strategy: Q

i.  Rebuilding Strategy: Take responsibility for ’Qsis and offer compensation.
ii.  Diminish Strategy: Minimize your r ility for the crisis and justify the

company. Q)

iii.  Deny Strategy: Shift the bla@y from the company to the party whom you believe

is responsible for t@

iv.  Bolster Strategﬁm asize the company’s excellent track record to position yourself
as an asset.< N\

6. Send an en@b all of your customers: Now that you have a communication strategy, it’s
time to s}ggglnotice to your current customers first. You don’t want them to find out by reading
a news article about the scandal or crisis. If applicable, offer compensation if they’ve

experienced an issue as a result of the crisis. Be sure to add a personal touch by including a

way to directly contact your team and get their questions answered if need be.
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7. Distribute a press release or public statement: Your employees and customers are aware
of the crisis. Now, it’s time to write a press release and distribute it to the public. In your press

release, include:
1. A summary of what happened.

ii. A reason for the crisis — if you don’t yet know, say that you’re currently inves%ng

the issue. : Q
iii.  The steps you’re taking to resolve the crisis. &
iv.  How your company will change moving forward. 0

SCCT saves time and headaches by ensuring a smoother crisis ree when and if businesses
face a crisis. The theory explains what organisations’ &&rce would benefit from its
adoption; such as: 6’6

i. It helps you practice and prepare for cris& vance: How nervous would you feel if
you went into a big, important job intew& mpletely unprepared? You haven't done any
research on the organisation or pra@c?interview questions, and you have no idea who's
interviewing you. I'm guessi @' be feeling extremely nervous and not performing to the
best of your ability. The same&goes for crisis response. You never want to go into a crisis blind

.

without having ev@ared for it. This is why it's important to role-play with your team using
example cas es. Everyone on your crisis communication team should be on the same
page abMow to immediately handle negative events that impact your organisation.

ii. It makes it less likely that you will panic when an unexpected crisis arises: It's easy to
panic when facing a major crisis. Your nerves get the best of you, you're feeling discouraged

by slashing comments on social media, and the pressure gets to your head. This is usually a

recipe for disaster, resulting in a last-minute, unplanned response that makes matters worse.
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When you have crisis strategies laid out by SCCT, you don't have to come up with the proper
response to your crisis completely from scratch. Rather, you can reference your existing SCCT

strategies to come up with a plan of action for an unexpected crisis.

iii. It helps you categorize each crisis, making it easier to handle - SCCT makes you
categorize your crisis into one of three types: victim, accident, or preventable. Even if you
don't have a specific plan for the situation at hand, this categorization gives you Qﬁ to

boresolve

work off of. Having that starting point will make you feel like you're takiraa(%}

your crisis, rather than waiting and wondering what to do next. 0

iv. It reminds you to prioritise public opinion - A company It prioritise its own needs
when responding to a crisis. Just as in any organisational a&n, e focus is on the customer's
success, not the organisations. You may believe thatérast way to respond to a crisis is to
immediately deny the accusations and protectg@organisation’s reputation. However, what
do your stakeholders want to hear? Wha% g to make them trust you again? Sometimes,

that means putting aside your pride a@i?mg responsibility for your actions, in the hopes that

your honesty will regain t@m.

2.2.1.1 Relevance of S@sional Crisis Communication Theory to the Study

The relevanc;béthe above-reviewed SCCT by Timothy Coombs to this study is that it
identiﬁé\a%’ explained response strategies that organisations can use to handle a crisis. It's
based on who was responsible for causing the crisis as well as how significant the threat is to
the business's reputation. SCCT outlines a path for crisis communication, but the business still
determines what actions they'll take based on the situation. Not only is SCCT based on the

organisation's understanding of the crisis, but also on their preconceived notion of how
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stakeholders will respond to each type of response. Hence, this theory confirms the fact that

employee relations practices are unavoidably required in crisis management!%8,

2.2.2 Crisis Management Model

Alfonso Gonzalez-Herrero and Cornelius Pratt developed a Crisis Management Model in late
1990, in which they defined three stages within Crisis Management '%8,

A crisis is an unpredictable process or event, that can cause damage with a negativ. Q%on
an organisation such as dissatisfied employees, industrial accidents, environmental, problems,

astute competitors, financial problems, and unhappy stakeholders, such@ can affect the

whole company or part of it '%°, Q

Crisis Management is how the company reacts to difficulties afid problems that arise in the
company. It determines how the crisis will impact the @saﬁon, which areas are vulnerable,
and what can be done to limit negative conseqﬁ&@ts. A crisis can cause a loss of profit, but
can also negatively affect the confiden people who make up the organisation!!?, A

crisis gives rise to a feeling of fear @fx?reat in the individuals who eventually lose interest

and trust in the organisationQQ\

The three stages of t«hé\q%ss management model have been identified and defined as follows

1. Crisi nosis: This stage of Crisis Management is considered as the phase in which the
first indicators of a crisis are noticed. It involves detecting the early indicators of a crisis. It is
for the leaders and managers to sense the warning signals of a crisis and prepare the employees
to face the same with courage and determination. Superiors must review the performance of

their subordinates from time to time to know what they are up to!'!. The role of a manager is

129



not just to sit in closed cabins and shout at his subordinates. He must know what is happening
around him. Monitoring the performance of the employees regularly helps the managers
foresee crises and warn the employees against the negative consequences of the same. One
should not ignore the alarming signals of crisis but take necessary actions to prevent it. Take

initiative on your own. Don’t wait for others''?

Leaders and managers receive warning signs of the coming dangers and epare
nce that

employees to face difficulties with determination. It is therefore of great 1
managers regularly monitor their team so that they can effectively identi@n of'a crisis and

take measures as quickly as possible in an efficient way 2. Q

2. Planning: Once the problems are identified, it is nece&@o create Crisis Management
which must be put in charge of the situation''3. It is il‘r&lt to keep calm and stay in control,
because emotions may begin to play a role in c@cated situations. Once a crisis is detected,
the crisis management team must imme% jump into action. Ask the employees not to
panic. Devise relevant strategies t(éo(a an emergency. Sit and discuss with the related
members to come out with s@on that would work best at times of crisis''4. It is essential
to make quick decmon eeds to be alert and most importantly patient. Make sure your
facts and ﬁgures ate ¢ § Don’t rely on mere guesswork and assumptions. It will cost you
later!' DGSI b trategies that will be used to prevent a crisis from transforming into a state
of emer \ny Talk to the team to find specific solutions to the problems that arise and be able
to make quick decisions. Be attentive, patient, and specific with figures and information. Do

not stand on assumptions as it is relevant for the security of the company to have highly secure

data'ls,
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3. Implementation of Changes and Monitoring: In this stage of the Crisis Management
Model the staff implements changes to react to the new situation in which the company
operates 34, It is important to monitor production processes or any process in which a critical
error potentially happened and analyse the potential causes that led to the crisis in the first
place by using a Root Cause Analysis. Employees must adjust well to new situations and
changes for the effective functioning of the organisation shortly. It is important to a the

causes which led to a crisis at the workplace. Mistakes should not be repeated (\‘@w plans

and processes must be incorporated in the system 16, &

2.2.2.1 Revelance ofCrisis Management to the Study Q s

The relevance of the above-reviewed Crisis Management ]\@&y Alfonso Gonzalez-Herrero
and Cornelius Pratt to this study is that it identified a@lained the practical processes and
efforts required of any organisation and crisis@gers in overcoming unwanted situations,
occurrences, or events. This theory confiffucd\the fact that employee relations practices are

unavoidably required in crisis man@&(glt. And that crisis management involves detecting
crises through indicators, Iﬂ%@nd implementation of plans.

2.2.3 Affect Theor@
The Affect The gds propounded originally by Psychologist Silvan Tomkins in 1962 '35,
The affect Q’Q is arguably the most famous job satisfaction model. The main premise of this
theory is that satisfaction is determined by a discrepancy between what one wants in a job and
what one has in a job!'®. Further, the theory states that how much one values a given facet of

work (e.g. the degree of autonomy in a position) moderates how satisfied/dissatisfied one

becomes when expectations are/are not met. When a person values a particular facet of a job,
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his satisfaction is more greatly impacted both positively (when expectations are met) and
negatively (when expectations are not met), compared to one who does not value that facet!!s.
To illustrate, if Employee A values autonomy in the workplace and Employee B is indifferent
about autonomy, then Employee A would be more satisfied in a position that offers a high
degree of autonomy and less satisfied in a position with little or no autonomy compared to
Employee B. This theory also states that too much of a particular facet will produceQ*ger

feelings of dissatisfaction the more a worker values that facet!!®. ( Q
2.2.3.1 Revelance of Affect Theory to the Study 0&

The relevance of the above-reviewed affect theory to this sis that it identified and
explained the relationship between employment and jol@&action 17 1t identified and
explained the factor that determines the discrepancy b@% what one wants in a job and what
one has in a job!'!®. The theory further explain@ how much one values a given facet of
work (e.g. the degree of autonomy in a@on) moderates how satisfied/dissatisfied one

becomes when expectations are/are @m t.

. $
2.3 Review of Empirical %es

2.3.1 Public Relati \ Is Deployed towards Crisis Management

Using 200 pub reCf{ons managers, a study investigates the role of public relations in crisis
manageme%%ublic and private organisations in Yemen. Specifically, the study examines
the relationship between the public relations role, crisis communication strategy, and
organisational culture in managing crisis and determines whether there are any differences

between public and private organisations in Yemen in terms of public relations role, crisis

communication strategies, organisational culture, and crisis management. The study employs
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a survey research design. The data is collected through a questionnaire administered to 200
public relations managers; 73% from public organisations and 27% from private organisations

in Yemen. The study uses correlation and regression analyses to analyse the data.

The findings indicate that the public relations role, crisis communication strategy, and
organisational culture are positively related to crisis management. In addition, the Islamic
approach has been found to partially moderate the relationship among public re Q&le,
crisis communication strategy, organisational culture, and crisis management@ ever, the
study does not find any significant differences between public and%@xrganisaﬁons in

Yemen in terms of public relations role, crisis communication stn@ rganisational culture,

and crisis management. Q

Based on the results of this study, it is recommended ’Qrther research be undertaken using
qualitative research methodology to understan@:r the relationship among public relations
role, crisis communications strategy, orge?\& nal culture, and crisis management. It is also
recommended that further research@ge(?nducted to explore the dimensions of the Islamic

approach as a moderating @@to determine its effects on public relations role and crisis

management!'%,
Q

A study investigated*public relations practice and crisis management with a focus on the
Federal Co@bf Education, Obudu. The study was anchored on Issues Management Theory
and social responsibility theory. The survey method of research with the interview and
questionnaire as instruments were used to elicit data from 390, respondents made up of staff

and students.
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The findings, among others, suggest that since communication is the engine room of any
organisation, more public relations tools should be employed to enhance a positive image. The
researcher therefore recommends that the Public Relations Department of FCE, Obudu should
establish an effective and hands-on approach to propagating good community relations and
corporate social responsibilities, effective communication and also encourage PR staff to

undergo refresher courses and, also, more robust strategies should be deployed!?. \

In carrying out an investigation, a study examined the function of public 1@, in the
development of a company's image and crisis management. The resea@hodology was

based on an extensive literature review and analysis of different case studies of companies like

Pepsi, Johnson & Johnson, etc. The study found that Internd '@\ external communication is
essential for managing and maintaining a positive i ang a company. To have a positive

image for a company, it is critical to maintain s@e with all involved publics.

N\

A good image gives a company the comxé\(& advantage it needs in today's market. Efforts

must be made regularly to mainta@i? improve a company's image. Transparency and

excellent communication ¢ @\prevent the spread of rumours during a crisis. As a result,
N

public relations are critic e development of a company's image as well as its long-term

maintenance. Public relations can help rehabilitate a company's image that has been tarnished

as a result of strophe!!”.

Q

A study examined Strategic Management and Crisis PR relationship, The study presents
organisational models and implementation of crisis PR. The public relations system and well-
positioned crisis PR platform are requirements for the normal functioning of every socially

responsible organisation. Building up those two is therefore irreplaceable. The study concluded

134



that the main task of crisis public relations within strategic management is forecasting crises
and counselling the organisation's management regarding that issue, as well as preparing crisis
plans in case of a crisis appearance. These plans should be realistic, widely set for the area of
activity of the whole strategic management of the organisation, and sufficiently detailed in all
possible aspects of mutual relations of crisis, society, media, and the organisation. Detail
comprehension and evaluation of all factors that create public opinion, especially, less
"visible" ones, socially and psychologically more difficult to measure, ar reatest
challenges for crisis PR. Therefore, crisis PR should have exceptional andlytical abilities for
the whole spectrum of social changes and it should be fast and efﬁa@ e analysis itself,
but also in application if a crisis occurs. A characteristic co ntary to this one is also

resourcefulness, since besides the existence of plans; mQ\cr ses have certain specificities

which are not covered by them!'2, ’66’6
h

A study carried out a critical analysis of ‘ﬁa lication of public relations tools in crisis
. 5\'

management by major international oil@anies in Nigeria. It was motivated by the dilemma

of ceaseless clashes and cris&® lving international oil corporations and their host

community publics, which\ys ?y result in killings and shutdown of oil facilities, militancy,

kidnapping of oil r@nd vandalisation of facilities, with the consequent loss in revenue

generation by tl@ountry.

O
The resé&limed at exploring the various public relations crisis management tools used by
the IOCs in Nigeria in dealing with their host community publics; evaluate the effect of the PR
crisis management tools the companies use to maintain a healthy relationship between the IOCs
and their host community; as well as assess how the identified crisis management tools affect

the corporate performance of IOCs. For the methodology opinion survey design of interviews
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was adopted in the study. A non-probability sampling method of purposive or judgmental
sampling technique was used to arrive at the sample size. The data procured were analyzed
qualitatively. Results indicate that: the international oil corporations operating in Nigeria, have

a wide array of public relations tools and strategies for checkmating and managing crises and

%ant

effect in maintaining mutual understanding between them and the majority, of,their host

conflicts with their host community publics.

The public relations crisis management tools employed by the IOCs do not have

community publics. The public relations crisis management tools of the l@h ve contributed
significantly to their corporate performance over the years. Base this 1t was recommended
among other things: That the IOCs in Nigeria must do eve@ug possible to win over and

carry along the aggrieved youths using shrewd public r IMBQ crisis management strategies!!3.

2.3.2 Public Relations Tools Deployed @rds Promotion of Employees’ Job
Satisfaction ° @

A study examined employee enga (? and best practices of internal public relations to
harvest job performance in g@u‘uons, the paper explored whether and how internal public
relations stimulate em ;Qs’ life satisfaction and job performance. The conceptual
framework was let)o link internal social media, perceived organisational transparency
(POT), orgami nal identification, employee engagement, life satisfaction, and job
performMQ.JUsing the hierarchical component model with employee engagement measured
by job engagement and organisational engagement is a nascent point of this study.

A mass survey was distributed to employees working in the aviation industry in southern

Vietnam. Partial least squares structural equation modeling was used to analyse primary data

from 193 valid respondents. It reveals that POT, internal social media, and organisational
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identification significantly positively impact employee engagement. It shows that employee
engagement has significantly positive impacts on life satisfaction and job performance. It
indicates that both organisational identification and POT are partial mediators intervening in
the strong relationship between employee engagement and internal social media. It also
indicates that life satisfaction is a partial mediator intervening in the positive linkage between
employee engagement and job performance. Practical implications and t ical

contributions were suggested for using internal public relations to enhance e@es’ life

satisfaction and job performance!'4. &

Using qualitative data, a study investigated the ethical conflict @tisfaction of public
e

J
relations practitioners. The study attempted to explore the lin tween ethical conflict and
job satisfaction, the causes of ethical conflicts, and t % quences of job dissatisfaction of
public relations practitioners. The findings many practitioners confirmed the
existence of ethical conflict in their workglio}d suggest that ethical challenges are largely
triggered by top management’s ethical‘((a;hrds. Although practitioners resolved conflicts by
leaving their companies, they ak@c%’gnised the hope in resolving the ethical challenges that

they had faced. Particip\@ mphasized the importance of an open communication

environment, the s 1@5 internal stakeholders, and a high professional standard.

The research%Qbutes to the body of knowledge of public relations in two ways. First, the
proven li QJe between ethics and job satisfaction indicates that the public relations profession
cares about ethical concerns; many of the respondents make an effort to tell the truth and help
their supervisors make ethical decisions. Second, the qualitative data depicting causes of

ethical conflict would be good resources from which further research can be generated. The

findings of this study suggest a causal linkage between an organisational environment and
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ethics issues in public relations. Ultimately, this data suggests how to solve ethical conflicts

and foster ethical practice in the public relations profession!!s.

A critical review of extant literature surrounding the impacts of the practice of PR on job
performance among employees of Nigerian institutions of higher learning was performed. A
study examined public relations and employee performance in Nigerian institutions of higher
learning. The study recommended have been proffered to public educational insti Q%FR
professionals and communication experts adopt the following: (1) This aﬁic@mmends
that communication policy, which spells out what managements h@t do regarding
communication and PR in the institution should be formulated. Availability of such a
communication policy will ensure effective communication @s the entire communication
channel in the institution; (2) It is also recommended t%&@ofessionals and experts working

with educational institutions should ensure that r communication methodologies are

R

strictly adhered to when communicating witgé?and other employees. Correspondingly, this
makes it mandatory for tertiary insti&ﬁ%s’ management to be genuinely willing to share
information with the staff; (3)‘@ that effective communication requires that messages
should be factual and acc%Qelevant media should be employed for the dissemination of
information to bot ‘r@and external publics; (4) To ensure unadulterated communication,

any formal corr%mcation in the institution should be delegated to the PR staff!!®.

A study\gv;stigated Work-Life Balance 2.0. An Examination of Social Media Management
Practice and Agency Employee Coping Strategies in a 24/7 Social World, the study examines
the work experiences of public relations agency professionals who specialise in social media
and digital strategy for clients and those who manage employees tasked with monitoring,

updating and responding to social media content.
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Building upon existing literature focused on work-life balance dynamics for strategic
communicators, the research draws from a series of in-depth interviews and correspondence
conducted with 26 agency professionals, representing a brand range of the industry.
Participants were asked to describe how social media has impacted the nature and volume of
their job responsibilities over the past five years and to discuss how social media management
duties have influenced career satisfaction within the industry. Interviewees were a ked

about strategies their agencies are using to help employees respond to client neet;@he 24/7

nature of social media. &

Common themes among responses were identified, as well as no ﬁanecdotal evidence.
While interviewees expressed mixed emotions related to SOC@[G ia and its impact on their

careers, personal lives, and the broader industry, part:'c@ agreed the rise of social media

has dramatically altered agency practice and clign ations, especially related to the speed

of the workflow. Participants discussed isﬁh employee burnout and reported specific
challenges related to keeping pace wi& s\k'ly evolving technology, and the perceived need
to maintain a personal braﬁ@ veying cutting-edge expertise. Others highlighted
opportunities and uniqueNchallenges social media has created for more junior agency
employees. Intervi @o described family dynamics and the distinct work-life challenges
faced by parent%specially mothers, in juggling caregiving roles with agency responsibilities.

Findin i& the identification of best practices and potential strategies for addressing

contemporary work-life balance challenges'!”.

A study was conducted through a case study of Red Cross Kenya. The main objective of the
study is to examine the effects of strategic Public relations on organisation performance. The

study used primary data obtained through questionnaires provided to employees of Red Cross
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Kenya. The study found out that, in crisis management, corporate communications enhance
the deliverance of customer service by responding to customer comments and complaints,
minimises discrepancies between the company’s desired identity and brand features, and
enhance the building of trust with stakeholders, employees, beneficiaries and organisation
critics, through a commitment to good practice and societal reporting. Furthermore, The study
found that public relations make the communication function relevant in the gic
management process through its focus on communication with strategic st ers and
aligning communication goals to the organisational mission, enhances molﬁs@tion of internal

and external support for the corporate, and keeps employees inf out promotional

opportunities, industry trends, and best practices through its % with learning, showing

the corporation to itself and as a role model of organisq“ee for both external and internal

environments and having a dominant role in achievin&nisational growth!!8,

2.3.3 Employees' Engagement and its R Bring Crisis Management

A study examined Employee engagen&ﬁ%ﬁring organisational crisis — with special reference
to the COVID Scenario, the data‘@c lected in 4 focus group discussions involving 32 senior
HR leaders from various c@% across the globe. Industries represented by the HR leaders
included retail, m tuting, telecom services, and IT. The focus group discussions were
conducted for &-90 mins each. Each of the HR leaders shared insights about how they
handle the @ crisis in their organisations. The discussions focused on the strategies adapted
to keep the employees engaged during the remote working scenario of COVID-19. The driving
factors that impact employee engagement strategies in their organisations were discussed. The

study concluded that the COVID-19 pandemic, often described as a “once-in-a-lifetime crisis”

has thrown new challenges. It has forever changed the experience of being a customer,
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employee, citizen, and human. This unprecedented time has changed the modalities of work
and engagement with customers and employees for the last few months. Organisations are
expecting to reconsider and reconstruct their future business strategy and models. The current
working environment may have a complete shift to remote working. The organisation has to
steer up to educating employees on skills that build the ability to manage crises, growing
adaptability, and developing resilience'"°. \

A study examined employee engagement, ethical leadership, and crisis, by ca @ critical
literature review, on the effect of crisis on several important work—relat@itudes such as
employee engagement, person-organisation fit, affective commitme ological climate,
and ethical leadership. The study uses primary data base @ questionnaire that was
distributed to Greek employees. The research method use@% study is a deductive one as
the study focuses on testing if a set of hypotheses is @’Qed on a general pattern. Moreover,
an empirical study is administered, and the ﬁn&@are analyzed based on secondary research
(literature review). For the empirical stﬁ@ case of Greece, during the ongoing crisis of
2008, is used as a case study. ?rx@ chosen as it is an example of a crisis. Furthermore,
there is no other study to dat N@b&amines the relations among several work-related attitudes
during the Greek e.cg\' ic crisis. This study contributes to the literature by providing
evidence, thro h@tical literature review, about the influence of the crisis on several
important or tional attitudes and by examining, through an empirical study, whether they
relate tMloyee engagement. There is no other study to date that examines the relations
among job fit, affective commitment, psychological climate, and ethical leadership, as they are

affected by the Greek economic crisis, with employee engagement. The fact that the study’s
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findings reveal positive correlations among the variables studied may lead to further research

into exploring the causation between them!!”

This study looked into the importance of building employee capabilities and employee
engagement in organisations that can transform employees the powerful resource of
organisations into heroes and heroines during crisis scenarios. It built a model b
employee engagement that can facilitate effective crisis management for organisa @n ine
with the objective of this study, the under-review study used existing hteratu ployee
commitment, employee engagement, and employee crisis management @b ity building to
develop a model and the model is validated using a case study of tel Mumbai employee
initiatives during the terrorist attack on the hotel. The study fi Qborated on how building

efficient staff becomes the building block that can sgv&fﬁoanies during the crisis and the

importance of investing in employees through 1 and development, having the right

leaders, and team building to harness thelr for organisation sustainability and growth
116, ’&(‘)\
2.3.4 The Impact of Crisis ement on Employee’s Performance

Using 248 respondents aimed at recognizing the crisis management strategy and its
impact on the perfarm if employees of Arab Potash company. The problem with the study
is that the Ar: sh Company is under internal and external pressure can lead to a real crisis
affectin?*&erformance of employees and the resulting disruption of production and lower
profits. To achieve the aim of the study self-administrated questionnaire was used to collect
the data. It was developed and distributed to an ample of (248) individuals.

However, 8 copies were excluded for not being suitable for statistical analysis, so the number

of questionable questionnaires eligible for statistical analysis equals (240) copies. This data
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has been analyzed using SPSS 16. The study concluded many conclusions, potash company
management teams used to work as a management method to solve the problems they faced,
draw upon the company's management strategy change course when faced with crises is clear-
cut, with the company's management is convinced that the tactical reserve strategy necessary
to respond to crises. The study many of the recommendations, including, the need for concerted
government and private efforts to reach appropriate solutions to mitigate the cris ing
Jordanian companies, the need to provide a center for the preparation of leader @anagers
of companies, and equip them with the necessary capacity to deal witl‘xises. The study

suggested a more specialised in the field of crisis management studi%

A study examines the impact of crisis management on empl performance in the Yemeni
oil and gas industry. Crisis management was measure&y‘@ dimensions; crisis preparedness
and crisis prevention. Whereas employee perf; 5@6 was measured by three diminutions;
task performance, adaptive performance, a hontextual performance. The study uses a
R
quantitative approach. Questionnaires @\sed to collect data from 6 oil and gas companies.
The sample comprises 351 parth{%%, out of which 268 (74.23%) responded. The reliability
of the instruments was exa@%nd the results of the Cronbach’s Alpha was .906, indicating
an excellent reliabi 'b@results of regression analysis reveal that crisis management as the
whole indepen@t variable has a significant impact on employee performance as the
dependent @;lee. Furthermore, the results of regression analysis reveal that there is a
significant relationship between crisis management and employee performance in terms of

crisis preparedness, crisis prevention, and employee performance. Essentially, crisis appraisals

should include testing as an integral aspect of planning for any eventuality. Ultimately,
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organisations should install communication units or structures and ensure employees are

trained well'!2,

A study examined crisis management strategy and its effects on organisational performance of
multinational corporations in Nigeria: empirical evidence from Promassidor Ltd. This study,
therefore, examines the effect of crisis management strategy on organisational performance of
multinational corporations in Nigeria, empirical insight from Promassidor %sis
management forms the bedrock for peaceful co-existence between employers and gmployees
and even the society at large. Crisis is inevitable in any organisation bec@t omes in varied

forms and degrees.

In carrying out this study a total of 321 staff were rando%@cted from a staff population
of 700. Two hypotheses were formulated to guide 6@udy and the data collected were
analyzed using partial correlation. The results }@ ¢d that management challenges to crisis
management strategy are attributed to @ organisational performance and that crisis
management strategy does not have@x(?ffect on organisational performance. Based on the
findings of the study, reco 10ns were made that multinational corporations in Nigeria
should make funds ava1 b for human resource development continuously and that the
management of or@‘uons should be proactive when it comes to issues of human resource
management efore, the extent to which an organisation can forge ahead despite this
unavoid}hl}constraint will depend much on the human resource managers on whom rests the

arduous task of resolving crisis'!?

A study examined crisis management indicators and employee performance in the COVID-19

scenario in the Sultanate of Oman. The main purpose of this study was to investigate the effect
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of crisis management strategies on employee performance in Ministry of Education quality
department employees in the Sultanate of Oman. These crisis management indicators are three
in number (crisis signal detection, crisis preparation, and crisis containment) and serve as the

independent variables for this study, while the dependent variable is employee performance.

To meet the research objectives of this study, the researcher adopted a quantitative method
using the deductive approach and positivist philosophy in a cross-sectional time Q%nd
causal research design. A self-administered survey using a simple random a@ing was
conducted on employees, specifically supervisors, managers, and othe®c ives in all the
branches of the quality department in the Ministry of Educati %survey yielded 103
usable responses after coding and screening the primary. Correlation and multiple
regression analyses were conducted to test the resea @heses. The results showed that
crisis signal detection, crisis preparation, and containment were positively and
significantly correlated with employee }rmance. By introducing an all-inclusive
conceptual model of employee perfon&ﬁg\, this study builds on earlier research on the topic

and makes significant contributt gfhe study of organisational behaviour!®.

In line with this study, th u&r-reviewed study examines the impact of crisis management on
e

employee perform nc}in the Yemeni oil and gas industry. Crisis management was measured

by two dimensions; crisis preparedness and crisis prevention. Whereas employee performance

was me?&qy by three diminutions; task performance, adaptive performance, and contextual

performance. The study uses a quantitative approach. A questionnaire was used to collect data

from 6 oil and gas companies. The sample comprises 351 participants, out of which 268

(74.23%) responded'?’.

145



The reliability of the instruments was examined and the result of Cronbach’s Alpha was 906,
indicating an excellent reliability. The results of regression analysis reveal that crisis
management as the whole independent variable has a significant impact on employee
performance as the dependent variable. Furthermore, the results of regression analysis reveal
that there is a significant relationship between crisis management and employee performance

in terms of crisis preparedness, crisis prevention, and employee performance. Q\

2.3.5 Employees Experiences and Behaviours in Times of Crisis Q/Q

Using a phenomenological methodology, a study examined the pr of work-life
conflicts (WLC) in Nigeria. Work-life research is a social conc @ating from Western
societies but over the years, advanced management and busin@u ies have begun to emerge
showcasing the relevance, significance, and challenges o rk-Life Balance (WLB) practices
in developing nations. Against this backdrop, 5 pth interviews were conducted with
employees working in the Nigerian service i §y (i.e. banks, call centers, hotel services, and

.

insurance firms) about their cultural p{@ions and knowledge of work-life balance. Study
findings manifested views alle‘g@%e prominence of role conflict situations rather than
desired expectations of avé&@%ocial incentives for appropriate management of employees’
work and family a@%is was attributed to the adverse macroenvironmental conditions
entrenched in s@any social-economic upheavals found to be plaguing Nigeria as a whole.
Thus, t‘%@;bedents of these national issues have necessitated personal coping strategies
utilized by participants of the current study as moderating buffers against role imbalances
encountered. Thus, this paper provides a preliminary study that provides an academic platform
for further research into circumstances instigating role conflicts in African societies by

presenting major impediments detected to hinder workable WLB practices in Nigeria!%.
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A study carried out Research into employee experiences and behaviour in times of crisis
focusing on theoretical and methodological considerations and implications for human
resource management. The goal of this paper is to take a step back and outline several
theoretical and methodological considerations when researching employee experiences and
behaviour in times of crisis more generally. These insights may be useful when developing
conceptual models, designing empirical studies, and managing people in the context ture
crises. We first review theoretical approaches that could be applied to expl 'r@nges in
employee experiences and behaviour in times of crisis, including stress ﬂé{ies, theories of
adjustment to work-related changes, career construction theor% system theory,
transition-adaptation theories, crisis management, resilience ft: k, and the social identity
model of identity change. Second, we outline methodologiq@o siderations and best practices
regarding the research design of quantitative empirio&dies, sampling, measurement, and
analytic strategies. Throughout, we highlight %@cal studies on employee experiences and
behaviour during the COVID-19 pandemi ave adopted these theoretical approaches and
methodological best practices.. W@lclude with several suggestions for future theory
development and empirical%u@}on employee experiences and behaviour as well as human

resource management i%es of crisis!'%.

N\
A study exami gﬂomen healthcare workers’ experiences during COVID-19 and other
crises: s@g review, the objective of this review was to identify the gendered effects of
crises on women healthcare workers’ health and well-being, as well as to guide decision-
makers on health systems policies and programs that could better support women healthcare

workers. Methods: A scoping review of published academic literature was conducted.

PubMed, EMBASE, and CINAHL were searched using combinations of relevant medical
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subject headings and keywords. Data was extracted using a thematic coding framework.

Seventy-six articles met the inclusion criteria.

During disease outbreaks women healthcare workers were found to experience: a higher risk
of exposure and infection; barriers to accessing personal protective equipment; increased
workloads; decreased leadership and decision-making opportunities; increased care 1V1ng
responsibilities in the home when schools and childcare supports were restricted

rates of mental ill-health, including depression, anxiety, and post-traumatic b isorder.
There was a lack of attention paid to gender and the health workforce @1 times of crisis
before COVID-19, and there is a substantial gap in research around thé&experiences of women
healthcare workers in low- and middle-income countries d@tlmes of crisis. Conclusion:

COVID-19 provides an opportunity to develop gendg@nswe crisis preparedness plans

within the health sector. Without con31derat10 0 er, crises will continue to exacerbate
existing gender disparities, resulting in portionate negative impacts on women
healthcare workers. The findings pomt&&g\ﬁ important recommendations to better support
women healthcare workers, inct d@vorkplace mental health support, economic assistance

to counteract widening pay\@ strategies to support their caregiving duties and interventions

that support and t@vomen s careers and increase their representation in leadership
roles!?

This un}c()ewewed in line with this study outlined several theoretical and methodological
considerations when researching employee experiences and behaviour in times of crisis more
generally. It agreed that these insights may be useful when developing conceptual models,
designing empirical studies, and managing people in the context of future crises 3. The study

reviewed theoretical approaches that could be applied to explain changes in employee
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experiences and behaviour in times of crisis, including stress theories, theories of adjustment
to work-related changes, career construction theory, event system theory, transition-adaptation
theories, crisis management, resilience framework, and the social identity model of identity
change!'%. Secondly, it outlined methodological considerations and best practices regarding
the research design of quantitative empirical studies, sampling, measurement, and analytic
strategies. Throughout, the study highlighted empirical studies on employee experi and

behavior during the COVID-19 pandemic that have adopted these theoretical hes and

09

methodological best practices'®. &

This study provided that crises involve events that can be char: @by several forms of
“un-ness”—they are unexpected, unscheduled, unimagin unprecedented, uncertain,
undesirable, unpleasant, and often unmanageable'%. % ples of crises include natural
disasters (e.g. earthquakes, hurricanes, floods, dro §ushﬁres), wars, military evacuations,
genocides, famines, mass shootings and terror %acks, hijackings and kidnappings, industrial
.
and nuclear accidents, aircraft and mar@idents, data security violations, disruptions in the
delivery of essential goods and® @%s (e.g. due to political embargoes on im- or exports),
plant closures, large-scale@% recalls, financial meltdowns and economic downturns, as

well as epi- and ‘a@csmg. As these examples illustrate, a crisis can occur at the

organisational, @1, national, or international level and includes one or more specific critical

events (@mb attack, or a national lockdown).
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2.3.6 Crisis Management and Human Resource Development (HRD)

Focused on the incident or problem-driven approach as the object of study, a study of crisis
management and human resource development (hrd): an integrated conceptual framework.
From this line of inquiry, the researcher still looked upon the causes of the crisis event but
shifted to a critical analysis approach instead of more descriptive in emphasizing how
organisational policies, culture, and communication might have contributed to 1sis
development. Within this sphere, the importance of Human Resource Develop D) in
determining the success of CM cannot be overlooked since most issues that'may enhance CM
are human-based. This research will try to highlight on HRD rol w it will offer a

productive solution to enhance organisational CM. This study -Q® that with the emergence

of diverse theoretical assumptions and philosophical parad@s, to manage potential or actual
crisis events HRD might act as a central player in hel@le organisation to understand how
such HRD interventions may support the crisis ?@ement support in the organisations. Some
other interesting point that will be highl; this research is the exploration and pointing

out of opportunities for HRD in t é\’[ process and how HRD research and practice may

contribute to support orga@ M efforts!%8.

In line with this st ’@nder-reviewed study looked upon the causes of the crisis event(s)
and provided a@ical analysis approach instead of a more descriptive in emphasizing how
organis@%olicies, culture, and communication might have contributed to the crisis
development ', The under-reviewed study tried to highlight on HRD role and how it will
offer a productive solution to enhance organisational crisis management '%°. The study implies
that with the emergence of diverse theoretical assumptions and philosophical paradigms, to
manage potential or actual crisis events HRD might act as a central player in helping an

organisation to understand how such HRD interventions may support the crisis management
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support in the organisation '%°. Some other interesting points that this study highlighted were
the exploration and pointing out opportunities for HRD in the CM process and how HRD
research and practice may contribute to supporting organisations CM efforts !*°. The study also

explored the role of HRD in Crisis management in an organisation.

2.4. Conceptual Framework
2.4.1 Conceptual Framework for Public Relations Tools on Crisis Mana %nd

Employees’ Job Satisfaction in Nigerian Shippers’ Council is presented in f’{&
y N

Independent Variable Dependent %b D:s
Public Relations Tools Crisis M ement
- Upward review of staff Q
ranks (employment O\
promotion) N )
- Capacity development/ @10}’3‘6 s Job
training J G 1sfaction
- Financial supports (loans) ®
- Special events: end of the i
year party, etc .’\\o
<

o\

) I
Fig 2.1: C@ptual Framework for the Study

The framework explai’n\' e relationship between the Independent Variable: Public Relations
Tools and the ep@t Variable: Crisis Management and Employees’ Job Satisfaction. The
framework that Public Relations Tools can influence Crisis Management and

Employeés#Job satisfaction.
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2.5 Summary Gap in Literature Reviewed

The reviewed literature were not directed at examining the influence of public relations tools
on crisis management and employees’ job satisfaction. Rather, its objectives were to look into
the importance of building employee capabilities and employee engagement in organisations
that can transform employees — the powerful resource of organisations into heroes and heroines
during crisis scenarios. These studies built a model based on employee engagemen can

facilitate effective crisis management for organisations. ( Q

The unanswered questions and gaps that this study tends to provide ans@ that are not in
the reviewed literature are: what are crisis management strat@s plicable to shipping

business regulator agencies? and does public relations too@ve any influence on crisis

management and employees’ job satisfaction? 2 rb

This reviewed literature was not directed at e \@ng the influence of public relations tools
on crisis management and employees’ j @ifactlon Rather, its objective was to examine
the impact of crisis management on Qﬁgee performance in the Yemeni oil and gas industry.

Crisis management was ;@ by two dimensions; crisis preparedness and crisis

prevention. Employee’s ances were measured by three diminutions; task performance,
°

adaptive performa‘ce,\nd contextual performance.

The unansw estions and gaps that this study tends to provide answers to that are not in

the revk& literature are: what are crisis management strategies applicable to shipping

business regulator agencies? and does public relations tools have any influence on crisis

management and employees’ job satisfaction?
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This reviewed literature was not directed at examining the influence of public relations tools
on crisis management and employees’ job satisfaction. Rather, its objective was to outline
several theoretical and methodological considerations when researching employee experiences
and behavior in times of crisis more generally. It reviewed theoretical approaches that could
be applied to explain changes in employee experiences and behavior in times of crisis,
including stress theories, theories of adjustment to work-related changes, career co ion
theory, event system theory, transition-adaptation theories, the crisis manageme w

resilience framework, and the social identity model of identity change. S@dly, it outlined

methodological considerations and best practices regarding the rese gn of quantitative

empirical studies, sampling, measurement, and analytic stra Throughout, the study

highlighted empirical studies on employee experiences apehbehavior during the COVID-19
pandemic that have adopted these theoretical approacd methodological best practices.

The unanswered questions and gaps that this s?@ends to provide answers to that are not in
the reviewed literature are: what are cri nagement strategies applicable to shipping

business regulator agencies? an@public relations tools have any influence on crisis
L ]

management and employees?,j tisfaction?

This reviewed lite@ not directed at examining the influence of public relations tools
e

on crisis manag%n and employees’ job satisfaction. Rather, its objective was to explore the
role of R@Qrisis management in an organisation towards ensuring the growth and stability
of organisational reputation.

This study looked upon the causes of the crisis event(s) and provided a critical analysis
approach instead of a more descriptive in emphasising how organisational policies, culture,

and communication might have contributed to the crisis development. The study tried to
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highlight on HRD role and how it will offer a productive solution to enhance organisational
CM. This study implies that with the emergence of diverse theoretical assumptions and
philosophical paradigms, to manage potential or actual crisis events HRD might act as a central
player in helping an organisation to understand how such HRD interventions may support the
crisis management support in the organisation. Some other interesting points that this study
highlighted were the exploration and pointing out of opportunities for HRD in the C ess

and how HRD research and practice may contribute to supporting organisation@ orts.

The unanswered questions and gaps that this study tends to provide ans@ that are not in
the reviewed literature are: what are crisis management strat@s plicable to shipping
business regulatory agencies? and does public relations to@ave any influence on crisis

management and employees’ job satisfaction? 6’§
Nl
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Chapter Three
Methodology
This chapter discusses the procedure adopted by the researcher to gather information, to ensure
the research was carried out successfully to achieve the expected result. It revealed several
actions and plans the researcher used to achieve its set research aim and objectives and
investigate the research problem. This chapter further discusses the following sub- gs:
research design, the population of the study, sample and sampling techniques @: ion of
the research instrument, reliability, and validity of research instrument &data collection
instrument that was employed in the investigation, as well as metho analysis. Finally,
the chapter examines the different techniques used to test the h @ eses outlined in Chapter
One.
Q

3.1 Research Design 6’6

The study adopted correlational survey reseﬁx\@’dbesign. This research design helped to
evaluatethe implications and interrelatio'n%gs f the dependent and independent variables of
the study.It also enabled the col}e&@f data by measurement of central tendency, variation,

and regression of the stud%@ helped the researcher to discover associations between

variables. ’&
3.2 Population of Qe}tudy

The populati the study included all members of staff of the Nigerian Shippers Council.
There are\d83 members of staff in the Nigerian Shippers Council (NSC). The Lagos head
office consists of 254 members of staff while zonal coordinating/areas offices comprise 179

members of staff,
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Table 3.1: The Nigerian Shippers’ Council Staff Strength

S/NO

Staff at Head QRTSs, Zones, Area Offices & Border Information
Offices

Total

Grand Total

Staff Strength

433

Lagos Head Office

254

Zonal Coordinating Offices/ Area Offices

179

| R N

North-West Zone (Kano)

47

Kaduna Area Office

\

Kastina Area Office

M\

Sokoto Area Office

3

North-East Zone (Bauchi) (15‘\’

22

Yola Area Office .« i

Maiduguri Area Office “ \ )

North-Central Zone (Jos) W

26

Lokojo Area Office o\

Minna Area Office <\\’

Makurdi Area Office A\ ~

12

South-West Zone (Ibadan) \fb\‘
Akure Area Office AO

Ilorin Area Office \\(\0

South-East Zone \ N\NY

18

Onitsha Area Office

)

Enugu Area Office

South-South Zone (Port Hafgoyirt)

24

Calabar Area Office ;\\“

Warri Port Ofﬁce\\\\ i

Benin Area Off:lge NI

Rl WA =W AR =N W
[S—

Abuja Zone m

31

Border\ln@iofl Office — Seme Border

BorderThformation Office — Jibiya

G
H
I
J
K

B @?fformation Office — Ilelah
otdCr Information Office — Mfun (Cross River)

— =N DN

v
Source!.
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3.3 Sample and Sampling Techniques

The study adopted purposive sampling technique using the Total Enumeration sampling
method. The justification for this method is to examine the entire population of the Nigerian
Shippers’ Council (NSC) because the population is measurable within the reach of the
researcher. Therefore, 433 staff members of NSC served as the sample size for this study.

3.4 Description of Research Instruments \
The research instrument is titled Public Relations Tools, Crisis Management, ployee
Job Satisfaction. Questionnaire (PRSCMEJS Questionnaire) and Public Reﬁgqm Tools, Crisis
Management and Employee Job Satisfaction, Interview Guide (PRS nterview Guide).
3.4.1 Public Relations Tools, Crisis Management, an oyee Job Satisfaction
Questionnaire (PRSCMEJSQ). Q

The questionnaire used close-ended with sections of t estionnaire using two (2), and four
(4) Likert scales for the various sections. The\\@eveloped interview guide consists of six
questions. This method will permit co'r@ and accurate capture of data from Nigeria
Shippers’ Council staff member.s.&étethod enabled absolute and accurate capture of data.
The questionnaire included e@aphics, and research questions which was divided into five

sections (A, B, C, D, au%) as it relates to the area below discussion. The interview guide
°

includes six qu sti®
Section A: I(B%ses on the demographic information of respondents such as gender, age,
educati(mbackground, marital status, position, and office locations.

Section B: It contains items on public relations tools deployed by the Nigerian Shippers’
Council towards crisis management with responses graded on a scale of 1- 2 to obtain opinions,

which have scaled responses as follows: A- Adopted and NA - Not Adopted.
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Section C: It contains items on public relations tools deployed by the Nigerian Shippers’
Council towards employee job satisfaction with responses graded on a scale of 1- 2 to obtain
opinions, which have scaled responses as follows: A- Adopted and NA - Not Adopted.

Section D: It contains items on the extent of public relations tools deployment in crisis
management of the Nigerian Shippers’ Council with responses graded on a scale of 1- 4 to
obtain opinions, which have scaled responses as follows: HD - Highly deploye D -
Minimally Deployed, NSD - Not So Deployed, NAA - Notat All. Q

Section E: It contains items on the extent of public relations tools deploymént in employee job

satisfaction of Nigerian Shippers’ Council with responses graded ox% of 1- 4 to obtain

opinions, which have scaled responses as follows: HD - High loyed, MD - Minimally

Deployed, NSD - Not So Deployed, NAA - Notat All. Q
3.4.2 Public Relations Tools, Crisis Managemﬁ&ld Employee Job Satisfaction,
Interview Guide (PRSCMEJSIG) @

This contains six interview questions th Nl be conducted by the researcher in other to

interview the Director of Commu&@gns a senior cadre employee in the Nigerian Shippers

Council. $
3.5 Validity of the R %h nstrument

A
Validity is one of t&ip\mortant ways of ensuring that researchers use the right instruments and
have taken th ect measurements to ensure that the research outcome aligns with the study.
In ensuringsthe validity of the instrument for this study, face, content, and external validity
were implemented. To ensure face validity, the researcher, the supervisor, and other senior
lecturers in the Department of Mass Communication and Media Technology ensured that the

instruments had a logical link with the research objectives. In content validity, the researcher
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used methodology empirical to make sure that the indicator footings have similar uniformity

in the literature.

3.6 Reliability of the Research Instrument

To test for the reliability of the research instrument for measurement in the study, copies of the
questionnaire were tested on 20 members of staff of Nigeria Shippers’ Council and were subjected
to Cronbach Alpha analysis to make some modifications to the questions. \

Table 3.1 Summary of Items Used in the Instrument and their Reliability t/@ent

Constructs Number of Items Cronbach’@\a
Public relations tools deployed by 37 0.978 $

the Nigerian Shippers’ Council Q

toward crisis management

Public relations tools deployed by 37 993

the Nigerian Shippers’ Council ’b

toward employee job satisfaction

Extent of public relations tools 37 @ 0.971

deployment in crisis management .

of Nigerian Shippers’ Council (—;\\o

é 0.974

Extent of public relations tools

deployment in employee j jo Q

satisfaction of Nigerian

Council; ’&
1&“

Overall
Questionnai

(Entire 148 0.976

Source%@‘l’cher’s Fieldwork, 2024

Table 3.1 shows the Instrument response rate for the research instruments used. Two main
research instruments were used in the study. Public Relations Tools, Crisis Management, and
Employee Job Satisfaction Questionnaire (PrsCmkEjs). Four hundred and thirty-three (433)

questionnaires were distributed, out of which 400 were retrieved and validated. This results in
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a high response rate of 92.3%. The analysis was also based on returned valid copies and this
gave a response rate. Also, the second instrument used was the Public Relations Tools, Crisis
Management and Employee Job Satisfaction, Interview Guide (PrsCmEjs Interview Guide).
The interview guide had a smaller, targeted sample size with 5 administered and all 5 retrieved
and validated, resulting in a perfect response rate of 100%. This indicates a very controlled and
focused data collection process for the interviews, ensuring complete participation the
selected interviewees. The high response rates for both instruments indicate t @esearch
was well-received by participants, who were willing and able to contribute’.%lso reflects the
effectiveness of the data collection methods used. %

3.7 Method of Data Collection Q

Copies of the questionnaire were self-administered wit Qd of three trained research
assistants who were guided on the procedure to foll&ring the fieldwork purposively to
ensure a trouble-free administration and collecﬁ{& the questionnaires. A total of 433 copies
of the questionnaire were distributed to N%g Shippers Council members of staff.

A face-to-face interview was @mcted by the researcher with the Director of

Communications a senior ¢ loyee in Nigerian Shippers Council.
3.8 Method of Data.@is
Data collected o&e}ondents was checked for completion, coded, and entered for analysis.
The Statistic age for the Social Sciences (SPSS) was used to process the data and was
presented\int tables, frequency counts, percentages, mean, and standard deviation while
inferential analysis using multiple linear regressions was used to test the hypotheses of this
study. The data collected was used to analyse research questions and hypotheses. These were

used to test for the level of relationship between the independent and dependent variables.
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The data retrieved from the interview was transcribed and coded according to themes guided

by the research objectives and research questions identified in the study.
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Endnote
1. Nigerian Shippers Council Staff, Human Resource Department of Nigerian Shippers
Council, 2023.
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Chapter Four

Results and Discussion of Findings

This chapter presents the results and discussion of findings which were based on the data
collection and analysis concerning the objectives (research questions and hypotheses) of the
study. This chapter first shows the instruments' response rate followed by the presentation and

Xnd

interpretation of data (demographic characteristics of respondents, research qu@s,

hypotheses) and then the discussion of findings. < )
4.1 Demographic Data Analysis 0&
Table 4.1: Demographic of Respondents (N =400) ~ s
Demographic Variable Frequency ﬂk ) Percentage (%)
Gender Male 302 . 75.5

Female %b 24.5
Age 25-30 years f% 17.8
30-35 years 19.5

36-40 187 46.8

40 and Above @b 64 16.0
Marital Status Single N 5& 156 39
Married \ 229 57.3

5 1.3

Divorced&
Wic@ 10 2.5
[ ]
N\ 4 1.0
Educational Q&E/OND 224 55.8

Background
MSC 151 37.8
(’ @ PHD 22 5.5
Position Top Management 20 5.0
6 Board
’b Head of Department 48 12
Q Senior Cadre 319 79.8
N Employee
Junior Cadre 13 33
Employee
Total 400 100

Source: Researcher’s Fieldwork, 2024
Table 4.1 reveals the demographic analysis of the 400 respondents who participated in the

study. The majority of respondents are male, making up 75.5% of the total, while female
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respondents constitute 24.5%. In terms of age distribution, the largest group of respondents
falls within the 36-40 age bracket, accounting for 46.8% of the total. The next largest age group
is 30-35 years at 19.5%, followed by those aged 25-30 years at 17.8%, and the smallest group
is those aged 40 and above at 16%. This suggests that the organisation's workforce is relatively
young, with a significant proportion in the mid-career stage.

Looking at marital status, a majority of the respondents are married (57.3%), wi%ﬁ%les
representing 39% of the total. Divorced and widowed respondents are quite a fi king up
1.3% and 2.5% respectively. This could imply that the workforce is pred@lantly stable in
terms of family life. Regarding educational background, the majorit achelor's degree
or Higher National Diploma (BSC/HND), which represents @ of respondents. This is
followed by those with a Master's degree (MSC) at 37.8%, QQa mall percentage hold a Ph.D.
at 5.5%. Only 1% have a Senior Secondary Certifi xamination or Ordinary National
Diploma (SSCE/OND), indicating a highly ed\}@ workforce.

Lastly, in terms of position within the or 'a@ n, the overwhelming majority are senior cadre
employees, who comprise 79.8".4 &@espondents. Heads of Department make up 12%, and
only a small fraction are %@hanagement (5%) or junior cadre positions (3.3%). This
suggests that senior.cg\' employees are more in this study. Overall, the demographic data
presents a predgminangly male workforce, situated in the mid-career age range, well-educated,

and with a la oportion holding senior positions within the organisation.

4.2.1 Awis of Research Questions

Research Question One: What are public relations tools deployed by the Nigerian Shippers’

Council towards crisis management?
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Table 4.2: Public Relations Tools Deployed by Nigerian Shippers’ Council Towards
Crisis Management

S/N Items Adopted  Not Adopted Remarks
(Y0) (Y0)
1.  Town Hall Meetings 369 31 Adopted
(92.3) (7.8)
2. WhatsApp Group Communication 393 7 Adopted
(98.3) (1.8)
3. Suggestion Box 6 394 Not Adopted
(1.5) (98.5)
4.  Press Conference 5 395 Not Adopted
(1.3) (98.8)
5. Press Release 70 330 opted
(17.5) (82.5)
6.  Newsletter 374 26 (} opted
(93.5) (6.5) ¢\
7.  Work overtime Incentives 343 57 Adopted
(85.8)
8.  Training/Re-training 381 Adopted
(95.3) 04. )
9. Carloan 375 25 Adopted
(93.8) (6.3)
10. Medical services (Clinic within the office) 246 154 Adopted
. (38.5)
11. Medical Services outside the office % 329 Not Adopted
(referrals) .8) (82.3)
12. Transportation Services (Staff buses) @ 392 8 Adopted
(98) (2.0)
13. Housing loan . 5& 392 8 Adopted
(')\ (98) 2.0)
14. Salary Increment K 224 176 Adopted
. AQ (56) (44)
15.  Productivity allowances 268 132 Adopted
Q (©7) (33)
16. Housing and Wardro llowance 181 219 Not
. (45.3) (54.8) Adopted
17. Rent LoanQ:\\. 74 326 Not Adopted
(18.5) (81.5)
18. Patemi@eave 360 40 Adopted
(90) (10)
19. W@g Donation 27 373 Not Adopted
\/ (6.8) (93.3)
20. Burial Donation 67 333 Not Adopted
(16.8) (18.3)
21. Sick Leave 391 9 Adopted
(97.8) (2.3)
22.  Solemn assembly for decease staff 281 119 Adopted
(70.3) (29.7)
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S/N Items Adopted Not Remarks
(%) Adopted
(%)
23. Compassionate Loan Facilities 259 151 Adopted
(64.8) (35.3)
24. Conducting promotion as at when due 360 40 Adopted
(90) (10)
25. Rent loan 52 348 Not Adopted
(13) (87)
26. Staff Union 360 40 Adop
(90) (10) %
27. Housing loan 283 117
(70.8) (29 2)
28. Hazard allowance 363 (ﬁ opted
(90.8) (9 2) 4\
29. Corporate gifts for staff 275 12 Adopted
(68.8) @
30. Staff sport club 359 Adopted
(85 8) 0.2)
31. Gym facilities for staff 337 Not Adopted
(15 .8 (84.3)
32. End of the year appreciation party @ 311 Not Adopted
(77.7)
33. Accident-free bonus for the drivers ’? 330 Not Adopted
@ 17.5) (82.5)
34. Reward system for outstanding 280 120 Adopted
performance (departments, diviSi (70) (30)
units, Zonal office and staff) C)
35. Punctuality award ’\ 204 196 Adopted
(51 (49)
36. Monthly birthday g 82 318 Adopted
6 (20.5) (79.5)
37. Personahsed c orate polo shirt 386 14 Adopted
(96.5) (3.5)

Source: Resear he S

Table 4.2 sh

ldwork 2024

e public relations tools deployed by the Nigerian Shippers’ Council. The

rating sé{aof “Adopted and Not Adopted” was used. Thirty-two (32) items were used to

measure the public relations tools deployed by the Nigerian Shippers’ Council. From the table,

the Council employed a variety of tools, ranging from widely adopted ones like Whatsapp

group communication (98.25% adoption) to less favored ones like Suggestion Box (only
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1.50% adoption). Tools such as WhatsApp Group Communication and Town Hall Meetings
have very high adoption rates (98.25% and 92.25%, respectively), indicating their
effectiveness and popularity. On the other end, Press Conference and Suggestion Box show
minimal adoption rates (1.25% and 1.50%, respectively), suggesting their ineffectiveness or
unsuitability. There is a wide range in the adoption rates of different tools. This variability
suggests that the effectiveness of public relations tools can greatly differ based on th@ure
and execution. Q/Q
Further, the average adoption rate across all tools is approximately 59.25%, indicating a
moderately high overall adoption level. Tools marked as “Adopt% crally have high
adoption percentages, while those marked as "Not Adopted" % adoption percentages.
The analysis suggests that the Nigerian Shippers’ Couneil's” choice of public relations
strategies varies widely in effectiveness. Tools invo&iirect and digital communication
(like Whatsapp group communication) are H@ adopted and likely more effective. In
contrast, traditional methods (like press'a&ﬁe nces and suggestion boxes) seem to be less
effective. From the interview vrik@‘Personalities in the Nigerian Shippers’ Council on
public relationship tools in Qs\ﬂanagement, it was revealed that KP1 stated that staff
recognition and rew.ar’d.&ical PR tools in crisis management. By rewarding performance,
the organisatio is@nly managing crises but also fostering a culture of excellence. Also,
KP2 stated t&gulatory Control and Stakeholder Relationship Management are put in
place to “ptaintain control and avoid chaos. Likewise, KP3 stated that Information
Management and inclusivity in Communication such as Town hall Meetings, press

conferences, and departmental discussions highlight an inclusive communication strategy.

Employee Engagement and Feedback such as Employee Surveys, WhatsApp groups, and
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Suggestion Boxes as tools for employee feedback. Further KP4 stated that open
communication is integral to crisis management, as it fosters a culture of transparency and
trust. Finally, KPS stated that The organisation has adopted various modern communication
tools, such as WhatsApp groups and an Open-Door Policy, to enhance accessibility between

management and staff and to facilitate internal and external communication.
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Research Question Two: What are public relations tools deployed by the Nigerian Shippers’

Council to promote employees’ job satisfaction?

Table 4.3: Public Relations Tools Deployed by Nigerian Shippers’ Council to

Promote Employees’ Job Satisfaction

S/N Items Adopted (%) Not Adopted (%) Remarks
1 Town Hall Meetings 2 398 Not Adopted
(.5%) (99.5%) \
2 WhatsApp Group 302 98 Adopted
Communication (75.5%) (24.5%) Q
3 Suggestion Box 5 395 Not Ad Q
(1.3%) (98.8%) ( )
4 Press Conference 1 399 N&)p e
(:3%) (99.8%)
5 Press Release 2 398 @dopted
(.5%) (99.5%) %
6 Newsletter 5 395 Not Adopted
(1.3%) (98.89
7 Work overtime Incentives 298 Adopted
(74.5%) S.
8 Training/Re-training 332 Adopted
(83.0%) 6’ .0%)
9 Car loan 179 221 Not Adopted
(44.8% ’b. (55.3%)
10 Medical services (Clinic 113 % 287 Not Adopted
within the office) (28.3 0)\ (71.8%)
11 Medical Services outside the 81 Adopted
office (referrals) 8% (20.3%)
12 Transportation Services K 1 49 Adopted
(Staff buses) Q (87.8%) (12.3%)
13 Housing loan ° A 193 207 Not Adopted
N (483%) (51.8%)
14 Salary Increment Q 205 195 Adopted
Q (51.3%) (48.8%)
15 Productivity a ces 178 222 Not Adopted
° %& (44.5%) (55.5%)
16 Housing a‘d MIdro e 194 206 Not Adopted
Allowance (48.5%) (51.5%)
17 Ren 141 259 Not Adopted
(35.3%) (64.8%)
18 P%nty Leave 390 10 Adopted
N (97.5%) (2.5%)
19 Wedding Donation 209 191 Adopted
(52.3%) (47.8%)
20 Burial Donation 191 209 Not Adopted
(47.8%) (52.3%)
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S/N Items Adopted (%) Not Adopted Remarks
(%)
21 Sick Leave 383 17 Adopted
(95.8%) (4.3%)
22 Solemn assembly for 55 345 Not Adopted
decease staff (13.8%) (86.3%)
23 Compassionate Loan 287 113 Adopted
Facilities (71.8%) (28.3%)
24 Conducting promotion 285 115 Adopted
as at when due (71.3%) (28.8%)
25 Rent loan 57 343 Not Adopte \
(14.3%) (85.8%) é
26 Staff Union 381 19 Adop
(95.3%) (4.8%)
27 Housing loan 46 354 Adopted
(11.5%) (88.5%) @
28 Hazard allowance 137 263 Adopted
(34.3%) (65.8%
29 Corporate gifts for staff 99 3 Q Not Adopted
(24.8%) ( {:?}
30 Staff sport club 180 2 Not Adopted
(45.0%) {b% .0%)
31 Gym facilities for staff 91 6 309 Not Adopted
(22.8%) ’b, (77.3%)
32 End of the year 19 210 Not Adopted
appreciation party (47.5%) (52.5%)
33 Accident-free bonus for ‘ xﬂi% 298 Not Adopted
the drivers @.50 0) (74.5%)
34 Reward system for é 260 140 Adopted
outstanding N A (65.0%) (35.0%)
performance \
(departments, divagions,
units, Zonal office and
staff) * ’&
35 Punc uaﬁzj\vard 196 204 Not Adopted
(49.0%) (51.0%)
36 M irthday 131 269 Not Adopted
@ gs (32.8%) (67.3%)
37 \&rsonalized corporate 399 1 Adopted
polo shirt (99.8%) (:3%)

Source: Researcher’s Fieldwork, 2024

Table 4.3 shows the public relations tools deployed by the Nigerian Shippers’ Council to

promote employees’ job satisfaction. The rating scale of “Adopted and Not Adopted” was
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used. Thirty-two (32) items were used to measure the public relations tools deployed by the
Nigerian Shippers’ Council to promote employees’ job satisfaction. The most adopted tools
are personalised corporate polo shirt (99.75%), paternity leave (97.50%), sick leave (95.75%),
staff union (95.25%), transportation services (staff buses), (87.75%) training/re-training
(83.00%), medical services outside the office (referrals) (79.75%), WhatsApp group
communication (75.50%), work overtime incentives (74.50%), compassionate loan falilities
(71.75%), conducting promotion as at when due (71.25%). These high adoptio uggest
these tools are highly favored or effective in their implementation. Soé\lg)ﬁ are also
adopted (around 50-70% adoption). They include; a reward for outstanding
performance (65.00%), wedding donation (52.25%), and sala ent (51.25%).

The non-adopted tools include punctuality award (49.00%@u ing and wardrobe allowance
(48.50%), housing loan (48.25%), burial donation @A)), end of the year appreciation
party (47.50%), staff sports club (45.00%), \Qoan (44.75%). productivity allowances
(44.50%). Less adopted tools (generallyb@ 0% adoption) are rent loan (35.25%), hazard
allowance (34.25%), monthly bi{t}&@&eetings (32.75%), medical services (clinic within the
office) (28.25%), accident- @nus (25.75%), children education allowance (24.75%),
maternity leave (23.. %), annual staff dinner (14.50%), suggestion box (1.3%), press
conference (0.32 o)@ release (0.5%) and town hall meetings (0.5%).

The highly a d tools are likely effective in boosting morale and job satisfaction. They
includerle benefits like health services and transportation, financial aids like loans and
allowances, and intangible benefits like recognition and union representation. The highly
adopted tools focus on personal well-being (health leaves, transportation), financial support

(paternity leave), and a sense of belonging (personalised items, staff union). These factors are
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crucial for job satisfaction, as they address fundamental employee needs and preferences. The
moderately adopted (50%-70%) might appeal to specific employee groups or have certain
conditions that limit their wider adoption. They still play a role in job satisfaction but may not
be universally impactful.

The no adoption of tools like traditional communication methods (Town Hall Meetings, Press
Release) indicates a possible mismatch with employee preferences or organisational re.
Low adoption could also suggest logistical challenges or a lack of perceived r. e. The
adoption rates provide a window into what the employee's value and what &)rganisation is
successful in implementing. Highly adopted tools are likely to cor% positively to job
satisfaction, while less adopted ones may require reevaluatio ification to align better
with employee needs and organisational goals. The effect@e s of public relations tools in
enhancing job satisfaction lies in their ability to addre@’oerse employee needs, preferences,
and values. @

From the interview with Key Person; %in Nigerian Shippers’ Council on public
relationship tools on job satisfac}i&@as revealed that KP1 highlighted logistic support for
staff, including transportati%@health provisions, emphasising the organisation’s holistic
view of employee \:vgl\-'%ng. This comprehensive approach to staff welfare is likely to
contribute to job satisfaction and organisational commitment. Also, KP2 stated regulatory
control, stakébl er relationship management, employee welfare and motivation, crisis
resilience) in the intersection of job satisfaction with PR outcomes. Likewise, KP3 stated
that timely promotion exercises, welfare packages, and long service award systems" as tools
for enhancing job satisfaction. Furthermore, KP4 stated that The organisation’s strategy for

job satisfaction includes rewarding productivity and punctuality, as well as providing
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allowances. Recognition and rewards a significant motivator that contribute to job
satisfaction. Finally, KP5 added that employee welfare is prioritized through various
incentives, including reward systems, productivity allowances, and well-being allowances,
which are aimed at motivating staff and fostering a competitive but healthy workplace
environment. Staff development and recognition are addressed through promotional

exercises, training opportunities, and the institution of standardised medical facil@d

retirement packages to ensure overall staff well-being. ( Q
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Research Question Three: What is the extent of public relations tools deployment in

crisis management of the Nigerian Shippers’ Council?

Table 4.4: Extent of Public Relations Tools Deployment In Crisis Management of
Nigerian Shippers’ Council

S/N Items HD MD NSD NAA M S.D Remarks
() () ) ()

1 Town Hall 0 320 27 53 2.67 0.70 Minimally
Meetings (0) (80) (6.8) (13.3) Deployed

2 WhatsApp 0 307 86 7 2.75 047 Mipi
Group (0) (76.8) (21.5) (1.8%) ye
Communication

3 Suggestion Box 0 8 194 198 1.53 0.5 (yyt So

©0)  (20) (48.5) (49.5) & Deployed

4 Press 0 0 163 237 141 @ Not At All
Conference ©)  (0) (408) (59.3) %

5 Press Release 0 52 211 137 9%\0.65 Not So

0) (13.0) (52.8) (343 Deployed

6 Newsletter 0 0 337 6361 .84 036  Not So

0) 0) (84.3) (15 Deployed

7 Work overtime 0 311 70 273 0.54 Minimally
Incentives 0) (77.8) (17.5 .8) Deployed

8 Training/Re- 181 203 ’8 0 341 0.57 Minimally
training (45.3) (50.8) \\%@ (0) Deployed

9 Car loan 0 230, 113 57 2.43 0.73 Not So

(0) (57. 83) (14.3) Deployed

10 Medical services 0 6‘) 349 51 1.87 0.34 Not So
(Clinic within (0) @5) (87.3) (12.8) Deployed
the office) ‘ $

11 Medical @Q 265 128 7(1.8) 2.65 0.51  Minimally
Services outside @) (66.3) (32.0) Deployed
the office
(referrals) * @

12 Transp a&y 120 216 57 7(1.8) 3.12 0.71 Minimally
Service(%[aff (30.0) (54.00 (14.3) Deployed
buses{b

13 @g loan 0 45 317 38 2.02 046  NotSo

(0) 11.3)  (79.3)  (9.9) Deployed

14 Salary Increment 0 263 134 3(0.8) 2.65 049 Minimally

(0) (65.8) (33.5) Deployed

15  Productivity 0 51 314 35 2.04 046  NotSo

allowances (0) (12.8)  (78.5) (8.8) Deployed
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S/N Items HD MD NSD NAA M S.D Remarks
() () ) ()

16  Housing and 0 194 206 0 249 0.50  Not So
Wardrobe 0) (48.5) (51.5) (0) Deployed
Allowance

17  Rent Loan 0 67 333 0 2.17 0.37 Not So

0) (16.8) (83.3) 0) Deployed

18  Paternity Leave 69 331 0 0 3.17 0.38 Minimally

(17.3)  (82.8) (0) 0) Deployed

19  Wedding 0 77 323 0 2.19 0.39 Not So
Donation (0) (19.3)  (80.8) (0) d

20  Burial Donation 0 0 325 75 1.81

(0) (0) (81.3) (18.8) ed

21  Sick Leave 82 318 0 0 3.20 0. imally

(20.5) (79.5) (0) (0) /\ Deployed

22 Solemn 0 0 351 49 1.88 @
assembly for 0) 0) (87.8) (12.3) Deployed
decease staff $

23 Loan Facilities 46 268 86 0 0.57 Minimally

(11.5) (67) (21 5) ( Deployed

24 Conducting 12 318 278 0.61 Minimally
promotion as at 3.00  (79.5) (10 3) ,& Deployed
when due

25  Rentloan 0 31 0.45 Not So

©)  (7.8) ‘8@ (12 3) Deployed

26 Do you Have 104 245 3.00 0.88 Minimally
Staff Union (26) (61 & (0) (1 2 8) Deployed

27 Is the union 376 298 0.38 Minimally
active to (0) é\‘i (94) (2 8) Deployed
employee’s A
demands? Q\

28  Hazard 32 325 43 1.97 043 Not So
allowance Q& (8.0) (81.3) (10.8) Deployed

29  Corporate 'f@ 0 25 375 0 2.06 0.24  Not So
for staff iﬂ{ (0) (6.3) (93.8) (0) Deployed

30  Staff spost c 0 28 372 0 2.07 0.26  Not So

(0) (7.0)  (93.0) (0) Deployed

31 Gy ilities 0 9 302 89 1.80 0.45 Not So

ff 0) 2.3) (75.5) (22.3) Deployed

32 End of the year 0 76 324 0 2.19 039  NotSo
appreciation 0) (19.0) (81.0) 0) Deployed
party
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S/N Items HD MD NSD NAA M S.D Remarks
(%) (%) (%) (%)

33 Accident-free 0 174 226 0 2.44 0.50 Not So
bonus for the 0) (43.5) (56.5) (0) Deployed
drivers

33 Accident-free 0 174 226 0 2.44 0.50 Not So
bonus for the 0) (43.5) (56.5) (0) Deployed
drivers

34  Reward system 0 273 127 0 2.68 0.47 Minimally
for hardworking (0) (68.3) (31.8) (0) Deployed
departments, &

divisions, units,

Zonal office and OQ
staff <

35  Punctuality 0 131 192 77 2.14 0. ot So
award 0) (32.8) (48.0) (19.3) Deployed

36  Monthly 0 62 338 0 2. : Not So
birthday (0) (15.5) (84.5) (0) Deployed
greetings

37  Personalised 55 345 0 0 14 034 Minimally
corporate polo (13.8) (86.3) (0) % Deployed
shirt

Weighted Mean = 2.32 ; S.D = 0.46; Overall Decim Not So Deployed

Source: Researcher’s Fieldwork, 2024 ’b\’

Key: Highly Deployed (HD)=4, Minimally }hyed (MD)=3, Not So Deployed
(NSD)=2, Not At All (NAA)=1, Mean, S ndard Deviation

***Threshold: mean value of 0.000-1 Not At All; 1.500-2.499 = Not So

Deployed; 2.500-3.499 = Minima& loyed; 3.500 to 4.500 = Highly Deployed

Table 4.4 shows the exterfbof\public relations tools deployment in crisis management of the
Nigerian Shippers’ @ The rating scale of “Not At All and Highly Deployed” was used.
Thirty-seven (36items were also used to measure the public relations tools deployed by the
Nigeria, S@rs’ Council to the extent of public relations tools deployment. From the table,
twenty (20) items are remarked: “not so deployed”. This suggests that the majority of the
respondents opined that press releases, newsletters, medical services (clinic within the office),

housing loans, productivity allowances, housing and wardrobe allowances, rent loans, wedding

donations, burial donations, solemn assemblies for decease staff, rent loan, is the union active
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to employee’s demands?, hazard allowance, corporate gifts for staff, staff sports club, gym
facilities for staff, end of the year appreciation party, accident-free bonus for the drivers,
punctuality award, monthly birthday greetings are “not so deployed” public relations tools
deployment in crisis management of Nigerian shippers’ Council.

Also, fifteen (15) items were remarked minimally deployed. This implies that the majority of
the respondents opined that town hall meetings, WhatsApp group communicati ork
overtime incentives, training/re-training, car loans, medical services outsi @ office
(referrals), transportation services (staff buses), salary increments, paterni ave, sick leave,
loan facilities, conducting promotion as at when due, do you have st , areward system
for hardworking departments/divisions/units/zonal office and d personalised corporate
polo shirt are minimally deployed public relations tools d@§ent in crisis management of
Nigerian shippers’ Council. Two (2) remarked “N all”. This implies that items the
respondents agreed that suggestion boxes and onferences are not deployed at all public
relations tools deployment in crisis mana: % of the Nigerian Shippers’ Council.

The table overall decision showed extent of public relations tools deployment in crisis

management of the Nigerie%@rs’ Council is “Not so Deployed” (Weighted Mean = 2.32;

S.D = 0.46). . ’&
From the interv'eu&it_}Key Personalities in Nigerian Shippers’ Council on public relationship
tools on job ction, it was revealed that KP1 states that there are regular meetings and
perform}v-based discussions at the zonal level suggesting a continuous feedback loop. Also,
KP2 stated that there is a meticulous effort to maintain these relationships, which is a

cornerstone of contemporary stakeholder theory, highlighting the importance of stakeholder

engagement in organisational success. Likewise, KP3 stated that the organisation's approach

187



to holding Townhall Meetings, press conferences, and departmental discussions highlights an
inclusive communication strategy. This reflects a trend in organisational behavior to promote
open dialogues that can contribute to positive organisational climates. More so KP4 stated that
the use of town hall meetings suggests a democratic approach to decision-making, allowing
for collective input and discussion. This inclusive approach creates participative governance
models can lead to better crisis management outcomes by harnessing the collective VQ% of
employees. Further more, KP5 The council has a structured response to goveolicies
and ensures that staff are chosen and deployed based on their skills, whic«a critical aspect

of their crisis management framework. %

188



Research Question Four: What is the extent of public relations tools deployment on

employees’ job satisfaction of Nigerian Shippers’ Council

Table 4.5: Extent of Public Relations tools Deployment on Employees’ Job
Satisfaction of Nigerian Shippers’ Council

S/N  Items HD MD NSD NAA M SD Remark
(%) (%) (%) (%)

1 Town Hall 0 0 399 1 2.00 0.05 Not So
Meetings 0) 0) (99.8) (0.3) Deployed

2 WhatsApp Group 0 288 112 0 228 045
Communication () (72.0) (28.0) (0)

3 Suggestion Box 0 59 271 70 1.97 057

(0) (14.8) (67.8) (17.5) e

4 Press Conference 0 0 266 134 1.66  0.47 QA) -

(0) (0) (66.5) (33.5) eployed

5 Press Release 0 0 326 74 1.82 Not So

0) 0) (81.5) (18.5) Deployed

6 Newsletter 0 0 268 132 1 47 Not So

() (0) (67.0) (33.0) Deployed

7 Work overtime 0 93 307 0 @3 0.42 Not So
Incentives (0) (23.3) (76.8) Deployed

8 Training/Re- 0 276 124 % 2.69  0.46 Minimally
training 0) (69.0) (31.0) ) Deployed

9 Car loan 0 219 181 0 245 050 Not So

0) (54.8) (45.% 0) Deployed

10 Medical services 0 79 0 220  0.40 Not So
(Clinic within the (0) (19.8) \@ (0) Deployed
office) \

11 Medical Services 0 34 52 0 287 034 Minimally
outside the office 0) ( & (13.0) 0) Deployed
(referrals) (R

12 Transportation 0 {2 94 70 242 0.77 Not So
Services (Staff (0) @59.0) (23.5) (17.5) Deployed
buses) \

13 Housing loan Q 242 158 0 2.60  0.49 Minimally

Q) (60.5) (39.5) (0) Deployed

14 Salary Increment 274 98 28 2.62 0.61 Minimally

(0) (68) (24.5) (7.0) Deployed

\?’Q}t}

C
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S/N  Items HD MD NSD NAA M SD  Remark
(%) (%) (Y0) (Y0)
15  Productivity 0 198 202 0 250 0.5  Minimally
allowances 0) (49.5) (50.5) 0) Deployed
16  Housing and 0 261 126 13 2.62 0.55 Minimally
Wardrobe 0) (65.3) (31.5)  (3.3) Deployed
Allowance
17  Rent Loan 0 67 226 107  1.90 0.65 Not So
(0) (16.8) (56.5) (26.8) Deployed
18  Paternity Leave 166 234 0 0 342 049 M alty
(41.5)  (58.5) (0) (0) @ yed
19  Wedding 0 16 104 280 1.34 0.55 of At All
Donation (0) (4.0)  (26.0) (70.0) &
20  Burial Donation 0 0 285 115  1.71 @ Not So
(0) (0) (71.3)  (28.8) Deployed
21 Sick Leave 102 287 11 0 3. 0.48 Minimally
(25.5) (71.8) (2.8) (0) Deployed
22 Solemn 0 0 227 1 57 0.5 Not So
assembly for 0) 0) (56.8) 3. Deployed
decease staff
23 Loan Facilities 0 274 12 fb 0 2.68 047 Minimally
(0) (68.5) 3 (0) Deployed
24 Conducting 0 269 % 0 2.67 047 Minimally
promotion as at (0) (67.3) .8) (0) Deployed
when due . 5&
25 Rent loan 0 % 169 38 239 065 NotSo
(0) é« 3)  (423)  (9.5) Deployed
26 Do you Have 78 292 30 0 3.12 0.51 Minimally
Staff Union 1@ 73) (15  (0) Deployed
27 Is the union Q 324 76 0 281 039 Minimally
active to ) (81.0) (19.0) 0) Deployed
employee’s_® %
demands? Qj\\'
28 Hazard§ 7 208 91 94 232 0.85 Not So
allow, (1.8) (52.0) (22.8) (23.5) Deployed
29 Co %e gifts 55 171 174 0 270  0.70 Minimally
Ngff (13.8) (42.8) (43.5) (0) Deployed
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S/N Items HD MD NSD NAA M SD Remark
(%) (%) (%) (%)

30  Staff sport club 0 246 77 77 242 0.79 Not So
(0) (61.5) (19.3) (19.3) Deployed

31  Gym facilities 0 95 305 0 224 043 Not So
for staff (0) (23.8) (76.3) (0) Deployed

32 End of the year 0 185 146 69 229 0.74 Not So
appreciation 0) (46.3) (36.5) (17.3) Deployed
party

33 Accident-free 0 192 154 54 235 0.71 Not So
bonus for the (0) (48) (38.5) (13.5) Deplayed
drivers

34  Reward system 0 193 192 15 244 057 @ So
for hardworking (0) (48.3) (48.0) (3.8) (J loyed
departments,
divisions, units, Q
Zonal office and
staff

35  Punctuality 0 138 211 51 2 0.65 Not So
award (0) (34.5)  (52.8) (1 Deployed

36  Monthly 0 171 192 234 0.64 Not So
birthday 0) (42.8) (48. @8) Deployed
greetings fb

37  Personalised 0 84 6 3.18 0.49 Minimally
corporate polo 0) (21.0) \é% (1.5) Deployed
shirt

Weighted Mean = 2.38 ; S.D =@Q§)verall Decision = Not So Deployed

Source: Researcher’s Fieldwork, 202{& A\ i

Key: Highly Deployed (HD)@&ally Deployed (MD)=3, Not So Deployed
.000

(NSD)=2, Not At All (NAA)= an, SD= Standard Deviation
***Threshold: mean valie o -1.499= Not At All; 1.500-2.499 = Not So

Deployed; 2.500—3.492{ ifimally Deployed; 3.500 to 4.500 = Highly Deployed

Table 4.7 show gf}ent of public relations tools deployment on employees’ job satisfaction
at the Nige@hippers’ Council. The rating scale of “Not At All and Highly Deployed” was
also used. Thirty-seven (37) items were also used to measure the public relations tools
deployed by the Nigerian Shippers’ Council to the extent of employees’ job satisfaction tools
deployment. From the table, twenty-two (22) items are remarked as “not so deployed”. This

suggests that the majority of the respondents opined that town hall meetings, Whatsapp group
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communication, suggestion boxes, press conferences, press releases, newsletters, work
overtime incentives, car loans, medical services (clinic within the office), transportation
services (staff buses), rent loan, burial donation, solemn assembly for deceased staff, rent loan
(repeated), hazard allowance, staff sport club, gym facilities for staff, end of the year
appreciation party, accident-free bonus for the drivers, reward system for hardworking
departments, divisions, units, zonal office, and staff, punctuality award, monthly ay
greetings are “not so deployed” public relations tools deployment in e s’ job
satisfaction of Nigerian shippers’ Council. This implies that the low deplo @w‘,o these tools
may negatively impact employee morale and job satisfaction, as effe ommunication is

O

crucial for employee well-being.
Also, fourteen (14) items were remarked minimally deploq{.Qis implies that the majority
of the respondents opined that training/re-trainir%&ical services outside the office
(referrals), housing loans, salary increments, pk\\givity allowances, housing and wardrobe
allowances, paternity leave, sick leave, lbq’\&fa ilities, conducting promotion as at when due,
do you have staff union, is the lini XVG to employee’s demands, corporate gifts for staff,
personalized corporate polo @e minimally deployed public relations tools deployment
in employee satisfac;[ig\' Nigerian shippers’ Council. Only one (1) items were remarked as
as “not at all”. Tl&_}lplies that the respondents agreed that wedding donationss are not
deployed at @ the public relations tools deployment in employees’ job satisfaction of
Nigerian Shippers’ Council. However, the table generally showed that the extent of public

relations tools deployment on employees’ job satisfaction of Nigerian Shippers’ Council is

“Not so Deployed” (Weighted Mean = 2.38; S.D = 0.53).
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From the interview with Key Personalities in Nigerian Shippers’ Council on public
relationship tools on job satisfaction, it was revealed that KP1 and KP2 state the organisation
operates with a clear hierarchy that still values input from various levels, suggesting a blend
of top-down and bottom-up approaches in strategy formulation and implementation. Also,
KP3, KP4, and KP5 stated strategic staff placement to ensure employees are well-suited to

their roles, which is fundamental to job satisfaction. Indicating that alignment be‘@m

individual’s abilities and their job role leads to higher job satisfaction. ( Q
4.2.2 Testing of Hypotheses &
Hol: There will be no significant relationship between public relati s and crisis

O

Table 4.6: Relationship Between Public Relations Tool d ; !r1s1s Management of

Nigerian Shippers’ Council 6’6

management of the Nigerian Shippers’ Council

Corre}\ﬁ

* Public Relation Crisis

:{\, Tools Management

Public Relation Tools Pear elation 1 -.804™
éﬂed) 000

}\ 400 400
Crisis Management son Correlation -.804™ 1
ig. (2-tailed) .000
N 400 400
**_ Correlation is p':ggfh'wa t at the 0.01 level (2-tailed).

Source: Researg\’g‘leldwork, 2024

Table 49%%"5 the relationship between public relations tools and crisis management of the
Nigerian Shippers’ Council. To test the relationship, the Pearson correlation coefficient was
used. The Pearson correlation coefficient is -0.804, which indicates a strong negative
correlation between Public Relations tools and Crisis Management. This implies that as the

effectiveness or intensity of a Public Relations Tools increases, Crisis Management tends to
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decrease, and vice versa. The significance level (Sig. 2-tailed) is (p=0.000). This indicates
that the correlation found is statistically significant. The strong negative correlation suggests
that in the context of the Nigerian Shippers’ Council, there might be a tendency to rely less
on crisis management tools when public relations tools are perceived as effective or vice
versa. This could indicate that these two approaches are seen as somewhat substitutable or
inversely related in their application. The negative correlation could imply th en
organisations for example Nigerian Shippers’ Council invest more in pr public
relations tools, they encounter fewer crises and thus have less need for céi{management.
Alternatively, it could reflect a strategic choice, where resources ar ntially allocated
to one area over the other. Q

Hence, we adopt the null hypothesis “There will be no s;@&nt relations between public
relations tools and crisis management of Nigerian S&s’ Council” and conclude that a
significant relationship exists between pubh%\\@tions tools and crisis management of
Nigerian shippers. é—@

Ho2: There will be no signiﬁcat.lt &@mhip between public relations tools and employees’

job satisfaction at the Nigerti \bpers’ Council.

Table 4.7: Relationshi tween Public Relations Tools and Employees’ Job Satisfaction
of Nigerian Shippers. cil
« \ 2 Correlations
Public Relation ~ Employees Job
O Tools Performance
Public Relatign Tools Pearson Correlation 1 693"
K/ Sig. (2-tailed) .000
N 400 400
Employees Job Performance Pearson Correlation 693" 1
Sig. (2-tailed) .000
N 400 400

**, Correlation is significant at the 0.01 level (2-tailed).

Source: Researcher’s Fieldwork, 2024
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To test the second hypothesis focusing on the relationship between public relations tools and
employees' job satisfaction at the Nigerian Shippers’ Council, the Pearson correlation
coefficient was used. The analysis shows a Pearson correlation coefficient of 0.693, indicating
a strong positive correlation between Public Relations Strategy and Employees’ Job
Performance. This suggests that as the effectiveness or implementation of public relations
tools increases, employees' job performance also tends to increase. The significa vel
(Sig. 2-tailed) is (p=0.000), which is well below P<(0.05) or P<0.01. This @wt the
correlation is statistically significant, and the probability that this correﬁgql occurred by
chance is extremely low. %0

The strong positive correlation implies that effective pub Q ions tools may play a

i
significant role in enhancing employees' job performance. Q&th Nigerian Shippers’ Council
and similar organisations, these findings suggest that @’Qing in public relations tools could
be an effective way to boost employee perforl’&\&@. The findings underline the importance
of a holistic approach to managing empl ’SQs, onsidering not just direct job-related factors

but also the broader organisational gies, including public relations, that contribute to a

positive work environment.gQ\
i

Ho3: There will be ng& icant relationship between public relations tools and combined
crisis manage en@mployees’ job satisfaction of the Nigerian Shippers’ Council.
Table 4.7: Summary for Relationship Between Public Relations Tools and

Combine le iIs Management and Employees’ Job Satisfaction of Nigerian
Shippek@ouncil

Model Summary

Std. Error of the
Model R R Square Adjusted R Square Estimate

1 .8322 .693 691 2.13877
a. Predictors: (Constant), Employees Job Performance, Crisis_ Management

Source: Researcher’s Fieldwork, 2024
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The table above shows the model summary for relations between public relations tools and
combines crisis management and employees’ job satisfaction of the Nigerian shippers’
council. The table showed a correlation coefficient (R) of 0.832. This indicates a strong
positive correlation when assessing the relationship between public relations tools and
combined crisis management and employees’ job satisfaction. The R Square value is 0.693,
suggesting that approximately 69.3% of the variance in employees' job satisfaction a isis
management is explained by public relations tools. This is a substantial proporti icating
a strong effect. The Adjusted R Square value is 0.691, which is very clo@ the R Square
value. This indicates that the model is reliable and the independe les are relevant
predictors of the dependent variable. The strong correlation a R Square value suggest
that public relations tools have a significant positive impaet on” employees’ job satisfaction
and crisis management. This implies that these areas%.%)t just individually important but

also synergistic. For the Nigerian Shippers’ C@l and similar organisations, focusing on

both public relations and crisis manage@mcial.

Table 4.8: ANOVA for Relati %etween Public Relations tools and Combine
Crisis Management and Employe€es’ Job Satisfaction of Nigerian Shippers’ Council

N ANOVA?
Model .Sym of Squares df Mean Square F Sig.
1 Regression’ ’\\.\ 4095.421 2 2047.710  447.651 .000°
Resid al(/ 1816.017 397 4.574
Total 5911.438 399

a. Depende f?a 1able: Public_Relation Tools
b. Preds'qtoé) Constant), Employees Job Performance, Crisis Management

Source: Refearcher’s Fieldwork, 2024

F-value is significant at P<0.05
Table 4.8 shows the ANOVA (Analysis of Variance) table focusing on the relationship

between public relations tools and a combination of crisis management and employees’ job
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satisfaction at the Nigerian Shippers’ Council. The model analyse the impact of public relations
tools (as the dependent variable) on two predictors: employees' job performance and crisis
management. The F-statistic is 447.651 with a significance value (Sig.) of 0.000 (F=447.651,
P<0.05). This is highly significant, suggesting that the model is statistically significant. The
significant F-statistic implies that both employees' job performance and crisis managem%are
important predictors of public relations tools. The model explains a substantial @of the
variance in public relations tools, indicating that focusing on improw&igﬁﬂloyee job
performance and effective crisis management can significantly en Q public relations
outcomes. The Nigerian Shippers’ Council and similar orgaons could benefit from
integrating their public relations tools with strong employe&@rmance initiatives and crisis
management plans. This approach may lead to mor@%&sive and effective organisational
strategies, with public relations not only as an@g tool but also as a reflection of internal

organisational health and resilience. @

Table 4.9: Coefficient of Multi&c%gression for Relations Between Public
Relations Tools and Combinng& anagement and Employees’ Job Satisfaction

of Nigerian Shippers’ Counc?b\
Coefficients?

\
7 Unstandardized Standardised
o 5& Coefficients Coefficients
Model ( \ B Std. Error Beta t Sig.
1 (Cons%v 82.629 4.623 17.875 .000
Crisis ement -

& -.539 032 -616 | soq 000
ees Job Performance 298 .039 285  7.683 .000

a. Dependent Variable: Public Relation _Tools
Source: Researcher’s Fieldwork, 2024

Table 4.9 shows a multiple regression analysis focusing on the relationship between public
relations tools (as the dependent variable) and two independent variables: crisis management

and employees' job performance at the Nigerian Shippers’ Council. Coefficient (B) -0.539 for
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crisis management suggests that as crisis management increases, the public relations strategy
tends to decrease. Standardised Coefficients (Beta) -0.616, indicate a strong negative influence
on the public relations strategy. t-value -16.584 and significance (Sig.) 0.000 for crisis
management shows that this effect is statistically significant.

For employees' job performance, a Coefficient (B) of 0.298 shows a positive coefficient which
indicates that as employees' job performance increases, the public relations strategy a nds

to increase. Also, standardised coefficients (Beta) (0.285), suggest a positive i n the

public relations strategy. t-value (7.683) and significance (0.000), indicate t&his relationship
is also statistically significant. %0

The strong negative relationship of crisis management with pub lations strategy suggests
that in environments where crisis management is more pr@&t or necessary, there may be
less emphasis or effectiveness in public relations tocéfﬁis could imply that resources and
attention might be diverted from public relaﬁ{@o crisis management. Also, the positive
relationship indicates that higher levels‘@ployees' job performance are associated with
more effective or emphasised pul%&relatlons tools. This could reflect that better job
performance leads to a m: Q\@tlve organisational environment, which in turn enhances
public relations efforts igerian Shippers’ Council might need to balance its focus on
crisis managemen@lts public relations tools. While managing crises is crucial, neglecting
public relaticﬂb%uld have adverse effects. Also, investing in employees' job performance
could ha e dual benefit of enhancing both operational efficiency and public relations
outcomes.

Finally, the computed empirical value of the F-test is 447.651 which is significant at p=0.00.

It is therefore concluded that the F-test is statistically significant. The independent variables
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crisis management and employees’ job satisfaction statistically and significantly predict the
dependent variable public relations tools in the Nigerian Shippers’ Council. This, therefore,
accomplished the research aim of “investigate the relationship among public relations tools,
crisis management and employees’ job satisfaction in Nigerian Shippers’ Council”. Hence, the

null hypothesis should be rejected because the test is statistically significant. Therefore, the

whole regression is statistically significant. Q\
O
4.3 Discussion of Findings &
This research investigated the Public Relations Tools, Crisis Mana@Q and Employees’
Job Satisfaction in Nigerian Shippers’ Council. In the discussi e findings, the results of
the research are shown and compared to the results of o& studies to see if there are any
differences or similarities. In this study, the demogra ’Qﬂbrmation of the respondents was
analysed, five research questions were answer&@ three hypotheses were tested.
Results from the demographic analysis sﬂ@the predominance of male respondents in the
study aligns with global trend.s i @le industries where men often outnumber women,
especially in senior roles. H w@, this disparity is increasingly scrutinized in contemporary
literature. For instar.lc’e@tudy argues that greater gender diversity, particularly at senior
levels, can lea to@r decision-making and enhanced crisis management due to a wider
range of per es and approaches'. The concentration of respondents in the 36-40 age
bracket%ggests a mid-career workforce, which could imply a level of professional maturity
and experience in dealing with workplace dynamics. This is in line with a finding that suggests

that mid-career employees often demonstrate high levels of job satisfaction due to established

careers and potentially greater job security?.
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The finding that a majority of respondents are married could suggest a more stable personal
life, which some literature correlates with higher job satisfaction. This is consistent with a
study that posits that marital stability often translates into workplace stability, although it is
crucial to note that this is not a universal finding and can be highly contextual®. Further, the
high educational level among respondents, with a majority holding at least a Bachelor’s degree,
supports the notion that a well-educated workforce is likely to have high expectation eir
job roles and satisfaction. This result is corroborated by a study that indica igher
educational attainment can be associated with a greater capacity for marégqg crises due to
better access to resources and networks*. The representation of seni employees could
skew the research findings toward the experiences and attitu ose with more authority
and job control. This is in line with a finding of research th@@ted that employees in higher

organisational positions often report higher job sat&on, partly due to their increased

autonomy and influence within the company. @

Findings from research question one @that the high adoption rate of WhatsApp Group
Communication aligns with thé @%ér trend of organisations embracing social media and
instant messaging for inte@ d external communication. This is in line with a study that
found that such p !@%&nhance engagement by providing immediacy and interactivity,

which are highl@lued in today's fast-paced communication landscape?’.

The adw of Town Hall Meetings with a high rate of 92.25% echoes findings from the
literature on the effectiveness of face-to-face communication in fostering trust and
transparency within organisations’. The low adoption rate for Suggestion Boxes could be
indicative of a shift towards more interactive and immediate feedback mechanisms. This

observation is supported by a study that argues that traditional feedback mechanisms like

200



suggestion boxes are often perceived as outdated and ineffective in the digital age*. Similarly,
the minimal use of Press Conferences may reflect a modern organisational communication

trend where press conferences are reserved for major announcements or crises?.

Findings from research question two found that there is a consensus that employee job
satisfaction is multifaceted and influenced by a combination of tangible and intangible factors.
For example, the high adoption of tools like personalised corporate polo &nd
transportation services aligns with studies that emphasize the importance of@msaﬁonal
support and physical well-being in the workplace®. Similarly, the Wie d adoption of
paternity leave and sick leave supports findings that work—lif@ ce and health-related

benefits are critical to employee satisfaction®. Q

Q

Conversely, the less adopted tools, such as town hall @gs, press releases, and suggestion
boxes, might reflect a shift in employee preferenieey fowards more direct and digital forms of
communication. This observation is corro. *d by research indicating that traditional forms

of organisational communication ar@’mg supplanted by digital media due to its immediacy

and accessibility!°. QQ\A
Findings from res a@?estion three showed that the extent of public relations tools
1;1f]

deployment in ¢xis anagement of the Nigerian Shippers’ Council is “Not so Deployed”
(Weighted @ =2.32; S.D=0.46). The limited deployment of traditional PR tools like press
releases and newsletters is consistent with the evolving nature of crisis communication. A
study suggested that in the digital age, organisations are increasingly turning to more direct

and interactive forms of communication, like social media, for crisis management!!. The

minimal deployment of tools like medical services, housing loans, and hazard allowances
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could reflect an emerging understanding of crisis management. This is consistent with a study
that argues that while employee welfare is crucial, in crises, the focus often shifts to more
immediate and direct communication methods!2. The non-deployment of suggestion boxes and
press conferences aligns with the findings that note a decrease in the use of traditional media

channels and feedback mechanisms in favor of real-time digital communication platforms
during crises. Q\

The findings from research question four suggest that the Nigerian Ship rs;:!ouncil's

deployment of public relations tools in enhancing employee job satisf@s perceived as

predominantly not so deployed (Weighted Mean = 2.38; S.D = 0.53). This indicates a potential
gap in the effectiveness or utilization of certain tools in influe employee satisfaction. The
reported limited deployment of communication-rela ools like town hall meetings,

WhatsApp group communication, and sugges%%x s. Also, the minimal deployment of

certain benefits like car loans, medical servi hnd transportation services, as perceived by
.

the respondents, might go against thi ings of research that stresses the importance of

tangible benefits in employee sﬁ@gﬁon which indicates that employee benefits are crucial

to job satisfaction and org%%nal commitment'¥, The perception of minimal deployment

of training and devgel %t tools could be concerning, as the study suggests that continuous

professional de@pment is a key driver of employee satisfaction and organisational loyalty.

O

Results ypothesis one showed a strong negative correlation between public relations
tools and crisis management in the Nigerian Shippers’ Council. This suggests that as the
effectiveness of public relations tools increases, the need for crisis management decreases, and
vice versa. This is corroborated by the findings that support the idea that effective public

relations tools, particularly those that are proactive, can significantly reduce the likelihood and
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impact of potential crises'®. This is because proactive public relations can help build a positive
image and trust with stakeholders, which can mitigate the impact of a crisis. The negative
correlation could also be indicative of a strategic choice in resource allocation. This suggests
that organisations often have to choose between investing in proactive public relations or
preparing for potential crises due to limited resources!®. The findings also resonate with the
perspective that crisis management and public relations are sometimes viewed as i V&ely
related in strategy application, as discussed by a study that argues that a strorﬁl@msis on

one could lead to a diminished focus on the other. ’\

Further, findings from hypothesis two showed that there exists 60 positive relationship
between public relations tools and employees' job perfo at the Nigerian Shippers’
Council. This underscores the significance of effectiv a@elations in enhancing employee
performance. This relationship is consistent Wit@ y that reported that well-designed and
implemented public relations tools can }Nely influence an organisation's internal
environment, thereby boosting emploéﬁe, engagement, and performance and the role
of strategic communication in én%%lg employee engagement, which is a critical driver of
job performance'®. The resb@%o consistent with the findings that an organisation’s broader
tools, including pu T@HS, play a vital role in creating a positive work environment. They
found that a su@mve and communicative organisational culture contributes significantly to
employee\ﬁb’gtisfaction and performance!. Also, another study highlights the correlation
between internal public relations efforts and the organisational environment. They suggest that
effective internal communication can lead to a more informed and motivated workforce, which

in turn can enhance job performance?’.

203



Findings from hypothesis three revealed that the F-test result (447.651) with a significance
level of p=0.00 indicates that the model is statistically significant. This suggests that the
independent variables, crisis management, and employee job satisfaction, have a significant
predictive power on the dependent variable, public relations tools. The coefficient for crisis
management is -0.539, with a Beta value of -0.616 and a highly significant t-value of -16.584.
This implies a strong negative relationship between crisis management and public ions
tools, indicating that as crisis management intensifies, public relations tools te crease.
Conversely, the coefficient for employee job performance is 0.298, with a & 0.285 and a
significant t-value of 7.683. This suggests a positive relationship, in@ that as employee
job performance improves, so does the effectiveness or emphasi blic relations tools. This
finding is corroborated by a study that emphasises Q§ositive impact of internal
communication and public relations on employee en ent and performance. They suggest
that effective public relations tools contribut&@ supportive organisational environment,
enhancing employee performance's.  ° ’\\,

The qualitative analysis of th? i&@&ws conducted with key personnel at the Nigerian
Shippers’ Council, includi xecutive Secretary/CEO, top management staff, and the

N

head of the public re ad%

public relation t(Q_S}brisis management, and employee job satisfaction. The interviews

ivision, provides insightful perspectives on the organisation's

reflect a top- erspective, where the emphasis is on policy formulation and organisational
vision. }&aders tend to view organisational initiatives more positively as they are often
shielded from day-to-day operational challenges that lower-level employees might face?!.

Senior management typically has a more comprehensive view of the organisation, including

its long-term goals and the broader impact of its tools. This holistic perspective may contribute
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to their positive assessment of public relations and crisis management tools, as seen in the
Systems Theory of organisational communication?.

Also, high-ranking officials may exhibit a professional bias toward portraying the organisation
in a positive light, especially in formal interview settings. This is aligned with impression
management theory, which suggests that individuals and groups tend to present themselves in
a way that is most favorable to their interests?>. Employees often focus on immedigte\job-
related concerns and may not always appreciate the broader strategic initiati(;@ 0 not
directly impact their daily work. This difference in perspective might expldinnwhy employees’
responses may not be as positive as those of the top management.@ ositive responses
could reflect a sense of ownership and belief in the effectiven e tools they have helped
to implement. This is consistent with the theory of cognit@h sonance, which suggests that
individuals tend to justify and view favorably the dec@ they are part of 2,

Hence, the positive responses from the leader§®f the Nigerian Shippers’ Council can be
attributed to their strategic role, compr%l@e view of the organisation, and professional
inclination to present the organisati Ssitively. This contrasts with the more operational and

immediate concerns of reg%@oyees, who might not perceive or value these broader tools

O
&

in the same way.
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Chapter Five

Conclusion
This chapter presents the summary of findings, conclusions drawn from the findings,
contribution to knowledge, recommendations, as well as suggestions for further studies.
5.1 Summary of Findings
The research explored the relationship between public relations tools, crisis manage and
employees’ job satisfaction in the Nigerian Shippers’ Council. Using a quanti esearch
approach with a correlation survey research design Four hundred and‘%rty—three (433)
questionnaires were distributed, out of which 400 were retrieved an: idated. This results in
a high response rate of 92.3%. The validity of the administere onnaire was and the data
were analysed using the Statistical Package for Social Scieqis PSS), with, results presented
in tables, frequency count, and mean scores. Base&he result obtained after the data
analysis, the summary of the findings is as follb\xg
The majority of respondents are married \if%h uld suggest a more stable personal life, which
some literature correlates with. hi %%ob satisfaction. Further, the high educational level

among respondents, with a a@y holding at least a Bachelor’s degree, supports the notion

satisfaction. Q

Findings frof@garch question one show that the high adoption rate of WhatsApp Group

that a well-educated wog“orce is likely to have high expectations for their job roles and

Commu}Mion aligns with the broader trend of organisations embracing social media and
instant messaging for internal and external communication. The low adoption rate for
Suggestion Boxes could be indicative of a shift towards more interactive and immediate

feedback mechanisms.
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Findings from research question two found that there is a consensus that employee job
satisfaction is multifaceted and influenced by a combination of tangible and intangible factors.
Conversely, the less adopted tools, such as town hall meetings, press releases, and suggestion
boxes, might reflect a shift in employee preferences towards more direct and digital forms of
communication.

Findings from research question three showed that the extent of public relati ols
deployment in crisis management of the Nigerian Shippers’ Council is “Not oyed”
(Weighted Mean =2.32; S.D = 0.46). The limited deployment of traditiona&tools like press
releases and newsletters is consistent with the evolving nature @ communication.
Likewise, there is minimal deployment of tools like medic ces, housing loans, and
hazard allowances could reflect an emerging understandin@{c 1sis management.

The findings from research question four suggest &he Nigerian Shippers’ Council's
deployment of public relations tools in enhan@mployee job satisfaction is perceived as
predominantly not so deployed (Weighté@ =2.38; S.D = 0.53). Also, there is minimal
deployment of certain benefits l‘iki ans, medical services, and transportation services, as
perceived by the respondent Q\
Results from hypotlieg'\'%e showed a strong negative correlation between public relations
tools and crisi r@ement in the Nigerian Shippers’ Council. Further, findings from
hypothesis t wed that there exists a strong positive relationship between public relations
tools an ployees' job performance at the Nigerian Shippers’ Council. Likewise, findings
from hypothesis three revealed that the F-test result (447.651) with a significance level of

p=0.00 indicates that the model is statistically significant.
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The interviews reflect a top-down perspective, where the emphasis is on policy formulation
and organisational vision. Senior management typically has a more comprehensive view of the
organisation, including its long-term goals and the broader impact of its tools.

Also, high-ranking officials may exhibit a professional bias toward portraying the organisation
in a positive light, especially in formal interview settings. Employees often focus on immediate
job-related concerns and may not always appreciate the broader strategic initiatives t not
directly impact their daily work. Q

The positive responses from the leadership of the Nigerian Shippers’ Coun@gge attributed
to their strategic role, comprehensive view of the organisation, and nal inclination to

present the organisation positively. This contrasts with the %- erational and immediate

concerns of regular employees, who might not perceive @/a e these broader tools in the

same way. ’66’6
5.2 Conclusion @

The research was carried out essentially” amine the relationship between public relations
tools, crisis management, and emp @s’ job satisfaction in the Nigerian Shippers’ Council.
The seven objectives of th h@\have been achieved since explicit, reliable, rigorous, and
unequivocal answers been reasonably provided to each of the four research questions and
three hypothes i@tudy. The conclusion has, therefore, been drawn from the study based
on the resear dings.

As estab}shed by this study there is a high adoption rate of WhatsApp Group Communication
aligns with the broader trend of organisations embracing social media and instant messaging
for internal and external communication in the Nigerian Shippers’ Council. Likewise, there is

a low adoption rate for Suggestion Boxes in the Nigerian Shippers’ Council.
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In the Nigerian Shippers’ Council, there is a consensus that employee job satisfaction is
multifaceted and influenced by a combination of tangible and intangible factors. Conversely,
the less adopted tools, such as town hall meetings, press releases, and suggestion boxes, might
reflect a shift in employee preferences towards more direct and digital forms of
communication.

Findings from research question three showed that the extent of public relati ols
deployment in crisis management of the Nigerian Shippers’ Council are “No oyed”
(Weighted Mean =2.32; S.D = 0.46). The limited deployment of traditiona&tools like press
releases and newsletters is consistent with the evolving nature @ communication.
Likewise, there is minimal deployment of tools like medic ces, housing loans, and
hazard allowances could reflect an emerging understandin@{c 1sis management.

The findings from research question four suggest &he Nigerian Shippers’ Council's
deployment of public relations tools in enhan@mployee job satisfaction is perceived as
predominantly not so deployed (Weighté@ =2.38; S.D = 0.53). Also, there is minimal
deployment of certain benefits l‘iki ans, medical services, and transportation services, as
perceived by the respondent Q\
Results from hypotlieg'\'%e showed a strong negative correlation between public relations
tools and crisi @ement in the Nigerian Shippers’ Council. Further, findings from
hypothesis t wed that there exists a strong positive relationship between public relations
tools an. ployees' job performance at the Nigerian Shippers’ Council. Likewise, findings
from hypothesis three revealed that the F-test result (447.651) with a significance level of

p=0.00 indicates that the model is statistically significant.
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The interviews reflect a top-down perspective, where the emphasis is on policy formulation
and organisational vision. Senior management typically has a more comprehensive view of the
organisation, including its long-term goals and the broader impact of its tools.

Also, high-ranking officials may exhibit a professional bias toward portraying the organisation
in a positive light, especially in formal interview settings. Employees often focus on immediate

job-related concerns and may not always appreciate the broader strategic initiatives t not

directly impact their daily work

The positive responses from the leadership of the Nigerian Shippers’ Coun an Be attributed
to their strategic role, comprehensive view of the organisation, and nal inclination to
<)

concerns of regular employees, who might not percelve value these broader tools in the

same way. 6’6
5.3 Recommendations @

Based on the findings of this study, the fc recommendations are put forward:

present the organisation positively. This contrasts with the erational and immediate

1. Nigerian Shippers’ Counc&@ﬂs/ipp group communication is highly adopted and
effective in commun ﬁa@n yjust like the council organisations and Associations should
adopt the use o%ats/ipp group communication in relating with management and

employges. \

2. Nige hippers’ Council to promote employees’ job satisfaction through Corporate
Mhirts, paternity leave, sick leave, staff union, transportation services (staff buses),

training/re-training, medical services outside the office (referrals), work overtime

incentives, compassionate loan facilities and conducting promotion as at when due.
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Organisations and associations should adopt any of the tools above to achieve
employees' job satisfaction.

3. The Nigerian Shippers’ Council, shows that town hall meetings, WhatsApp group
communication, work overtime incentives, training/re-training, car loans, medical
services outside the office (referrals), transportation services (staff buses), and salary

increments are adopted for crisis management. In crisis, Organisations and as@ms

should adopt any of the tools above in managing crisis. Q

4. The findings show that public relations tools currently adopte&l(t#e Nigerian
Shippers’ Council do not have any relationship with crisis ma t, that is Nigerian
Shippers’ Council should adopt other tools in addressi risis in the Council.

5. The findings show that public relations tools curr eing adopted by the Nigerian

Shippers’ Council do have a significant relati@ with employees’ job satisfaction,

Nigerian Shippers’ Council and other sations should keep adopting these tools

to achieve employees’ job satlsfao®

6. There is a strong pos1t1ve @tlon when assessing the relationship between public

relations tools andg ed crisis management and employees’ job satisfaction,

Nigerian Shlp%

manageme employee job satisfaction, the public relations tools examined should

ouncil, and other organisation in achieving combined crisis

be ad

5.4 Comution to Knowledge
The data set gathered in this study has contributed to the body of knowledge in existing
literature in the fields of crisis management, job satisfaction, and public relations. It places

special emphasis on the use of public relations tools in achieving crisis management and
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employee job satisfaction. While previous studies focus on only public relations tools and
employees’ job satisfaction or public relations tools and crisis management, this study stands
out by combining the three variables. Hence, this study has enriched the literature by bridging
this particular gap. It would also serve as a reference point for future researchers who might
wish to investigate more on media education areas.

Furthermore, this study has validated and reinforced the relevance of various theoriesQ&ly
situational crisis communication theory, crisis management model, and affe(} . The
findings reinforced the assumptions of these theories. &

The research instruments, specifically the questionnaire and interva de designed and
validated for this study, hold immense value for future rese and students for future
studies. From a practical standpoint, the findings of this@?have given insight into the
essence of public relations tools and shed more lig étgisis management and employees’
job satisfaction. It has also shown the relati(%\\@s between the variables. The study has

provided organisations and public relatic&}@cies with useful and first-hand data for policy

planning and formulation on cri.si@ement and employees’ job strategies.

5.5 Suggestions for Furt@es

The following are the stions for further research:
1. Resear sgm}l be conducted on a comparison between two other organisations using
Varia&gbsuch as crisis management and employees’ job tools.
2. ANétudy can be carried out using other forms of public relations tools in relationship
with crisis management and employees’ job tools.
3. Furthermore, a study can be carried out on other organisations using the adopting the

instruments used in this study.
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4. Other research instruments such as focus group discussions can be used to measure
relationships between public relations tools, employees’ job satisfaction, and crisis

management.
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Appendix 1
Questionnaire

Bashir Alhassan Ambi-MOHAMMED
Department of Mass Communication and Media Technology,
Faculty of Communication & Information Science,
Lead City University Ibadan, Oyo state.
Dear Respondent,

I'am a PhD student in the Department of Mass Communication and Media TechnologQ*vad
City University, Ibadan. I am carrying out a study which aims at fulfilling my

requirements. You have met certain selection criteria to participate in thijgti . Xour
cooperation in completing this questionnaire is central to the success is\research work.
The questionnaire has been designed for you to be able to circle y onse. This should

enable you to complete it in the shortest possible time. Every ini@tion you provide will be

treated with confidentiality. I would appreciate it if you retu questionnaire completely.
Thank you for your cooperation and anticipated quick re;@e

Section A: Demographic Data Contents @

Sex: (a) Female [ ] (b) Male [ ] . &
Age: s\\'
Marital Status ’&(—J

Religion \

N
Section B: Public Rel &Tools deployed by Nigerian Shippers’ Council towards
crisis management 5\'

Kindly tick as &pﬁate which of the below public relations tools are deployed in your

organisatio@‘ crisis management, with the following options A- Adopted and NA- Not

Adopted\/

No Items Adopted Not Adopted

Town Hall Meetings

WhatsApp Group Communication
Suggestion Box

Press Conference
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| Press Release

| Newsletter

| Work overtime Incentives

| Training/Re-training

| Car loan

| Medical services (Clinic within the office)

| Medical Services outside the office (referrals)

| Transportation Services (Staff buses)

| Housing loan

| Salary Increment

| Productivity allowances

| Housing and Wardrobe Allowance

| Rent Loan

| Paternity Leave

| Wedding Donation

| Burial Donation

| Sick Leave

| Solemn assembly for decease staff

| Compassionate Loan Facilities

| Conducting promotion as at when due

| Rent loan R

| Staff Union EN
| Housing loan N

| Hazard allowance \\({bi
| Corporate gifts for staff N

| Staff sport club bR

| Gym facilities for staff LN

| End of the year appreciation party (3 \ ~

| Accident-free bonus for the driveﬁv

| Reward system for outsta @rformance
(departments, divisions, BQ al office and staff)

| Punctuality award

| Monthly birthdayg

| Personalized QOW pdlo shirt

-

Section@c relations tools deploy by Nigerian Shippers’ Council towards employee

job satisfaction

Kindly tick as appropriate which of the below public relations tools are deployed in your

organisation for employee job satisfaction, with the following options A- Adopted and NA-

Not Adopted
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No

Adopted

Not Adopted

Town Hall Meetings

WhatsApp Group Communication

Suggestion Box

Press Conference

Press Release

Newsletter

Work overtime Incentives

Training/Re-training

Car loan

Medical services (Clinic within the office)

Medical Services outside the office (referrals)

Transportation Services (Staff buses)

Housing loan

Salary Increment

Productivity allowances

>

Housing and Wardrobe Allowance

Rent Loan

Paternity Leave

Wedding Donation

Burial Donation

Sick Leave X‘b‘
P\

Solemn assembly for decease staff

Compassionate Loan Facilities Ne 4

Conducting promotion as at when due '\~

Rent loan SN

Staff Union iR

Housing loan o

Hazard allowance . \\U

Corporate gifts for st@f&‘

Staff sport club S\ \M

Gym facilities for staff”

End of the ygar Appreciation party

Accident-frée bonus for the drivers

Reward system for outstanding performance
(depa s, divisions, units, Zonal office and staf¥)

Pundtiglity award

Monshly birthday greetings

Personalized corporate polo shirt
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Section D: Extent of public relations tools deployment in crisis management of Nigerian
Shippers’ Council;
Kindly tick as appropriate which of the below, the level of public relations tools deployed in

your organisation for crisis management, with the following options HD- Highly deployed,

MD- Minimally Deployed, NSD- Not So Deployed, NAA- Notat All.

No.| Items HD MD, : NAA
1 | Town Hall Meetings w

2 | WhatsApp Group Communication P N

3 | Suggestion Box \ U

4 | Press Conference ,_"\

5 | Press Release N ‘) N

6 | Newsletter &

7 | Work overtime Incentives o\

8 | Training/Re-training NN\

9 | Carloan \)

10 | Medical services (Clinic within the office)
11 | Medical Services outside the office (referrals) XO‘
12 | Transportation Services (Staff buses)

13 | Housing loan \\(\’b‘

14 | Salary Increment  \Y
15 | Productivity allowances <N

16 | Housing and Wardrobe Allowance \~ ?

17 | Rent Loan 7

18 | Paternity Leave ‘\XQ

19 | Wedding Donation

20 | Burial Donation \\Q

21 | Sick Leave

22 | Solemn assem'b&@deceased staff

23 | Loan Facilitles >

24 Conducti@ﬁﬁlotion as at when due

25 | Rent loan®

26 | Do yout ve a staff union?

27 | Is theanion active to employee’s demands?
28 | Hazard allowance

29 | Corporate gifts for staff

30 | Staff sport club

31 | Gym facilities for staff

32 | End of the year appreciation party

33 | Accident-free bonus for the drivers

34 | Reward system for hardworking departments, divisions, units, Zonal
office and staff

35 | Punctuality award

36 | Monthly birthday greetings n21
37 | Personalised corporate polo shirt




Section E: Extent of public relations tools deployment in employee job satisfaction of
Nigerian Shippers’ Council;
Kindly tick as appropriate which of the below, the level of public relations tools deployed in

your organisation for employee job satisfaction with the following options Highly deployed,

Minimally Deployed, No So Deployed, or Not at All. é

O
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33 Accident-free bonus for the drivers

34 Reward system for hardworking departments, divisions, units, Zonal
office and staff

35 Punctuality award

36 Monthly birthday greetings

37 Personalised corporate polo shirt

Interview Guide for the Executive Secretary/Ceo, Top Management Staff, and Head of
Public Relations Division of Nigerian Shippers’ Council \
What are the Public Relations Tools deployed by your organisations to manag

In terms of employee job satisfaction, what tools are put in place in your isation?

To what extent does your organisation employ these public % s tools in crisis

management? 0

To what extent does your organisation employ these @c relations tools in achieving

employee job satisfaction? b

How effective are these public relations tools a d by the Council in managing crises?

How do these tools affect the job satisfaéls)gﬁemployees in your organisation?

&
R

O
&
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Appendix 11

Descriptive Statistics

N Mean Std. Deviation
Town Hall Meetings 400 2.6675 .69869
WhatsApp Group 400|  2.7500 47229
Communication
Suggestion Box 400 1.5250 53861
Press Conference 400 1.4075 49198
Press Release 400 1.7875 .65453
Newsletter 400 1.8425 36473
Work overtime Incentives 400 2.7300 54144
Training/Re-training 400 3.4125 56846
Car loan 400 2.4325 29273
Medical services (Clinic
within the office) 400 1.8725 33395
Medical Services outside the 400 2 6450 51443
office (referrals)
Transportation Services (Staff 400 3fo55 70622
buses)
Housing loan 400 2.0175 45576
Salary Increment 400 2.6500 49306
Productivity allowances 400 2.0400 46253
Housing and  Wardrobe 400 » 4850 50040
Allowance
Rent Loan 400 2.1675 .37389
Paternity Leave 400 3.1725 37829
Wedding Donation, 400 2.1925 39476
Burial Donation 400 1.8125 .39080
Sick Leave 400 3.2050 40421
Solemn assembly for deceased 400 1.8775 32827
staff
Loan Favidities 400 2.9000 .56639
Conducting promotion as at 400 27805 61330
when due
Rent loan 400 1.9550 44550
Do you have a staff union? 400 3.0050 .87858
Is the wunion active to 400 5 9775 37729

employee’s demands?
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Hazard allowance 400 1.9725 43268
Corporate gifts for staff 400 2.0625 24236
Staff sport club 400 2.0700 25547
Gym facilities for staff 400 1.8000 45334
End of the year appreciation 400 51900 39279
party
Ac.c1dent—free bonus for the 400 5 4350 49638
drivers
Reward system for
hardworking —— departments, 400|  2.6825 46609
divisions, units, Zonal office
and staff
Punctuality award 400 2.1350 70925
Monthly birthday greetings 400 2.1550 36236
P li 1
e'rsona ized corporate polo 400 3.1375 TS|
shirt
Valid N (listwise) 400
Correlations
Public_Relati| Crisis_Mana
on_Strategy gement
Public_Relation_Strate Pearson' 1 804"
gy Correlation
N 400 400
isis M P
Crisis_Managemegnt earson. 304" I
Correlation
N 400 400

**_ Correlation is significant at the 0.01 level (2-tailed).
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Correlations

Employees J
Public Relati| ob_Performa
on_Strategy nce
Public_Relation_Strate Pearson | 693"
gy Correlation '
N 400 400
Employees Job Perfor Pearson "
. .693 L
mance Correlation
N 400 400
**_ Correlation is significant at the 0.01 level (2-tailed).
Model Summary
Adjusted R | StdsError of
Model R R Square Square the Estimate
1 .8322 .693 N 2.13877
a. Predictors: (Constant), Employ€es Job Performance,
Crisis_Management
ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 4095.421 2 2047.710| 447.651 .000°
Residual 1816.017| 397 4.574
Total 5911.438) 399

a. Dependent Variable: Public Relation Strategy

b. Predictors: (Constant), Employees Job Performance, Crisis Management
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Coefficients?

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
I (Constant) 82.629 4.623 17.875|  .000
Crisis_Management -.539 .032 -.616| -16.5 \ .000
Empl b Perf
mployees_lob_Perfor 298 039 285 000
mance (

a. Dependent Variable: Public Relation Strategy

O
N
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A Personal Data
Name:

Address:

Email address:
Phone No:
Date of Birth:
Place of Birth:
Nationality:

Next of Kin:

B. Educational Background

Bio-data

Bashir Alhassan AMBI-MOHAMMED
Block 3, Flat 14B, Jubilee Housing

Estate, Ikorodu, Lagos, State.

bash_ambi@yahoo.com Q\
+234 8023021173 ( Q

26% June, 1966 '\

Bauchi %
Nigerian :O

Wife Q
Block ;b& 4B, Jubilee Housing

E Ikorodu, Lagos, State.

1. Educational Institg\"gtended with Dates

Cardiff Univer: 'ty@s - UK
Lagos Stat%%§

Universit

sity

Maiduguri

Bauchi College of Art & Science
Remedial Studies (BACAS) Bauchi

Govt. Sec. School Shendam, P/S

2011-2012

2003 —2008

1990 — 1995

1989 - 1990

1988 - 1989

1982 — 1987
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mailto:bash_ambi@yahoo.com

Shadawanka Primary School, Bauchi 1975 — 1981

Qualification Obtained with Dates

MS.c International Transport 2010-2011
MS.c Mass. Communication 2008
B.A. Mass Communication 1995

IJMB Statement of Result. 1990 Q\

School Certificate ‘O’ Level 1989

WASC/GCE ‘O’ Level 1987 '\

First School Leaving Certificate %

C. Awards and Fellowship QQil

D. Working Experience: Q

News Reporter: 1 State Television (BATV)

ustrial Attachment)
@1995 .
Admin. Officer: ’\\, NNPC PPMC, MOSIMI (NYSC)
\(—) 1995-1996
Admin. Officer: '\AQ NNPC PPM, Atlas Cove Depot
Q Tarkwa Bay, V/Island, Lagos

Q 1997-1998

Public Relations O, 1@2@ Nigerian Shippers’ Council,

4, Park Lane, Apapa-Lagos.

b 2000
<

Personal AsSistant: The Executive Secretary/CEO,
Nigerian Shippers’Council,
4, Otunba Ayodele Soyode Lane,
(formerly Park Lane), Apapa,
Lagos Nigeria;2007-2012

Operations Officer: ComplaintsUnit, Nigerian
Council,(Complaints handler)
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2013 — To date
MERIT AWARD:

National Youth Service Corps Certificate of Merit Ogun State, 1995-1996

E. Professional Membership:

Chartered Member; Chartered Institute of Logistics and Transport (UK) — No. 0074584,
and Nigeria \
Member: Nigerian Institute of Public Relations (NIPR — 2009 QQ
Member: Institute of Corporate & Business Affairs Management, Nigeria&@)}

F. PUBLICATIONS/ PROJECTS/ WRITE-UPS/ JOURNALS 0

The role of public relations in the growth of the Nigerian Ship %ncil (A thesis
submitted to the Cardiff Business School, UK for fulﬁllmen@/{aster in International
Transport). be

The historical background of the Nigerian Insti%@%hc Relations from 1960-2000.
(a thesis submitted to the Lagos Stat.e &kﬁt% School of Communication for
fulfillment of Master in Mass Commu 6@\11 Reporting the annulment of the June 12
1993 Presidential Elections, a 'QQA%de of two national dailies. (1) New Nigerian
Newspaper and (2) Guarﬁ%%wspaper. (A thesis submitted to the University of
Maiduguri, Nigeri 0§b‘e ward of first degree in Mass Communication. 2005

Mass Media Re@ing of the Annulment of June 12, 1993 Presidential Elections.

(Case S% wo National Dailies).

New Nigeria Newspapers and

Guardian Newspapers.

Historical Background of Bauchi State Television (BATV).

Its functions, achievements, problems, and solutions.
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The Code of Practice of Nigerian Public Relations in Nigeria right from inception till date.
Courses Attended

Attended different Courses both on Maritime and Public Relations, in and outside the
Country

Recommendation and Certificates:

Recommendation letter for hardworking, high sense of commitment and discipline, @
NNPC, Mosimi Area Office, 1996. Q
Recommendation letter for hardworking, by His Royal Highness, Oba of Sh@gﬁ%.
Certificate of Honor, by University of Maiduguri Students’ Affair Offic fare officer

O

Certificate of Honor for Humanitarian Services(s), Universit sgiduguri Rotaract Club.

’Z}gb

of a Hall of Residence (Murtala Mohammed Hall).

G. Major Conferences Attended with Dates Nil

H. Referees . ﬁ\
N\
Prof. Anthony Beresford &(')
<

Department of Maritime and Inter.n\’ﬁxlal Transport
Cardiff Business School Q

Cardiff University, (@

United Kingdonrlb

Prof. Um ate.

Departm:k Mass Communication,

Bayero University, Kano

Kano State.

Nigeria
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Capt. Adamu A. Biu, (Master Mariner)
Former Executive Secretary/CEO,
Nigerian Shippers’ Council,

4, Park Lane,

Apapa — Lagos.

Nigeria.

Signature
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