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ABSTRACT 

Crisis communication and facility management are interdependent, and while 

there is some research in these areas, the research combining these two fields is lacking. 

This study seeks to explore, through quantitafive measures, how these two fields work 

together. In exploring the different communication channels in a crisis at a facility and 

researching communication with valuable stakeholders, both crisis communication and 

facility management will benefit. The main goal ofthe research is to aid the literature and 

to establish general guidelines for facility management and crisis communication. By 

establishing more in-depth literature now, hopefully the research will continue. 



CHAPTER I 

INTRODUCTION 

In today's society, crisis communicafion and facility management should go hand 

in hand. With numerous different events at a facility, a crisis is a certainty, and the 

communication used in conjunction with that event is essential. While facility crisis 

management and planning are needed, critical research in this area, along with crisis 

communication, is lacking. 

It was June 14, 2002 in Lubbock, Texas, and the United Spirit Arena was 

preparing to host Britney Spears. She stepped on stage and started the show with fire, 

glitz, and glamour. After two songs, however, something went terribly wrong; a 

transformer blew and power was lost to her equipment. With upset and confused fans, 

Spears cancelled the show and the arena was left with a huge crisis situation. This 

princess of pop was a great addition to the arena's already growing list of headliners, 

including Kiss, Elton John, Creed, and the Dixie Chicks. After a show of this magnitude 

cancels, there are many repercussions. One of these is the arena's reputation within the 

industry. Since this particular venue is considered to be on a smaller scale than those in 

larger cities, such as Madison Square Garden, having a show of Spears' magnitude was a 

very essential aspect in gaining more performances like hers. By hosting such a show, 

promoters for other acts might be interested in bringing a show to the venue. If these 

promoters could not be convinced that the arena was still capable of larger shows, then 



the concert business for the building could stagnate and even cease to exist. Situations 

such as these happen in the business of facility management; these crisis events are 

inevitable but the way in which facilities respond to the crises is indispensable. 

According to Seeger, Sellnow & Ulmer (1998), "responses are usually critical in 

reducing, offsetting, and containing harm" (p. 234). What is the best way to handle a 

crisis of this magnitude, and more importantly, what are the best communication 

strategies for handling such an event? Not only was the management of the crisis 

essential, but so was the communication used during and after the incident. A plethora of 

literature focuses on crisis communication as it relates to the corporate world; however, 

there is a less than significant amount of literature when conceming crisis communication 

in entertainment facilities. The way that facilities respond to a crisis situation is essential 

to their longevity as leaders in the entertainment business. 

Crisis communication before, during, and after a crisis is priceless in facility 

management, and this study seeks to address what communication channels are used 

during a crisis at a facility, how facilities respond to different stakeholders, and who is 

responsible for activating the crisis management plan. By exploring these facets of crisis 

communication as they relate to facility management, the knowledge for future 

generations is expanded. At this point, the crisis communication literature focuses 

primarily on how to handle a crisis in a corporation, and there is not much information on 

crisis communication as it relates to facility management. In addition to this, the research 

in facility management mostly centers on operational aspects of a crisis event. Since the 

research is lacking in both areas, it is plausible that there is a broad need for this type of 



research. The goal of this study is to establish general guidelines for facility management 

as it relates to crisis communication. By outlining these common areas, the business of 

facility management can gain new insight in handling crises and the literature of crisis 

communication will become enriched with a new dimension. 

Crisis Communication 

Communication in terms of crisis situations usually consists of several aspects. 

Ogrizek and Guillery (1999) suggest, "crisis communication consists basically of a set of 

concepts, principles, analysis [,] and working methods that apply specially to the very 

particular situation known as crisis" (Introduction, XI). In this, they are suggesting that a 

crisis is a specific event and that there is a type of communication suitable for such an 

event. In addition to this research, Coombs and Holladay (1996) offer that a crisis event 

can be a threat to an organization, as we have seen in the example of Spears. The crisis 

event of Britney Spears was a threat to the fiiture business at the United Spirit Arena. 

Each crisis situation is different; therefore, one finds that there is not a clear cut avenue 

when it comes to communicating during a crisis. Attempts have been made to categorize 

the different types of crises. Coombs (1999) supports that most crises can be categorized 

into different types, even though no crisis is exactly the same. These broad types help 

establish criteria for certain crisis situations. Coombs (1999) argues that there are nine 

different categories "Natural disasters. Malevolence, Technical Breakdowns, Human 

Breakdowns, Challenges, Megadamage, Organizational Misdeeds, Workplace Violence, 

and Rumors" (p. 61). 



Natural disasters can be categorized as damage resulting from weather or acts of 

God (Coombs, 1999). For example earthquakes, tornados, and hurricanes would fall into 

this category. If a company were to experience a crisis due to a power outage associated 

with a bad storm this would be an example of a natural disaster. 

The second category is malevolence. This type of crisis situation is defined as a 

situation "when some outside actor or opponent employs extreme tactics to express anger 

toward the organization or to force the organization to change" (Coombs, 1999, p. 61). 

An example of this would be the product tampering of Tylenol® in the 1980s. Some 

bottles of Tylenol® were found to contain cyanide. This tampering resulted in several 

deaths, and according to this definition, would be considered malevolence. 

Technical breakdowns are the next type of crisis situation. This type of crisis 

occurs when some ofthe technology from the organization ceases to work. Some would 

argue that the Firestone tire recall could be considered a technical breakdown. Due to the 

way the tires were manufactured for some of their cars, the tires could fail causing injury 

to the driver; therefore, they were recalled. 

Another type of crisis situation is human breakdowns. These happen when some 

type of human error causes a crisis. Examples of this type would include any accident or 

recall due to human error. If an employee did not properly seal a food product and this 

resulted in consumers getting sick then this type of situation would be a human 

breakdown. 

The next type of situation is challenges, which occur when "the organization is 

confronted by discontented stakeholders" (Coombs, 1999, p. 61). A strike would be an 



example of this because challenges happen when the stakeholders feel that the 

organization is not operating to their standards. This discontent results in some type of 

action that can be a challenge to the organization. 

Megadamage follows challenge and happens when an accident produces 

environmental damage. The prime example of this type of crisis would be the Exxon-

Valdez oil spill. This event caused major damage to the environment and, therefore, 

would be categorized as megadamage. 

Organizational misdeeds, another category of a crisis, take place when an 

organization takes action that may harm the stakeholders. Any intentional deception of 

stakeholders would be defined as an organizational misdeed, including the Enron case, 

for example. Enron lied to several of their stakeholders, including some of their 

employees, and caused major damage to some of those individuals' futures. 

Coombs also suggests workplace violence as an eighth category. This comes to 

pass when an "employee or former employee commits violence against other employees 

on organization grounds" (Coombs, 1999, p. 61). A recently fired employee coming to 

work, taking fellow employees hostage, and attempting to kill them would be an example 

of this type of category. 

Finally, the last crisis situation is mmors, which happen when inaccurate 

information is disseminated about a product or the company that manufactured it. An 

example of this would be associating a company with an ostracized organization. If there 

was a protest in front of a company and the public assumed that the protest was 

associated with the company, then the company would be the victim of rumors. 



Research suggests that with certain crisis situations there are degrees of control 

either from within the organization or from outside the organization. There is also a 

degree to which the act was intentional or unintentional. Coombs and Holladay (1996) 

suggest that crisis situations consist of four elements of control and intentionality, and 

they are outlined as follows: "Accidents: unintentional and intemal, transgressions: 

intentional and intemal. Faux pas: unintentional and extemal and Terrorism: intentional 

and extemal" (p. 284). For example, an accident, as categorized by Coombs and Holladay 

(1996), would be something that is not intentional and happens intemally. Therefore, if 

an employee of an organization were to commit the incident but it was not deliberate, 

then it is categorized as an accident; however, if an individual outside ofthe organization 

were to commit an action that results in a crisis and they do it purposefully then the result 

would be terrorism. In addition, if an employee committed a crime intentionally inside 

the company then this would be categorized as a transgression. An example of a faux pas, 

would be if someone outside ofthe organization were to commit an act that was not 

intentional. 

Since each crisis situation differs, it is difficult at times to differentiate between 

crisis management and crisis communication; they are "very tightly interwoven" 

(Ogrizek & Guillery, Introduction XI). Crisis communication is closely linked to the 

corporate world. As Ogrizek and Guillery, (Introduction XI) support "the complex nature 

of a crisis process includes, to a certain extent corporate communication itself. Crises 

help shape our society "the history of countries and culture is woven around unique 



pattems of dramatic events, often symbolizing hardships, evil, distress or danger" 

(Rosenthal, Boin & Comfort, 2001, p.5). 

There has been much research in the way of communication and crisis situations. 

Seeger, Sellnow and Ulmer (1998) argue that, "communication is increasingly recognized 

as an important process in organizational crisis and crisis management" (p. 231). For this 

study, crisis management refers more to the all encompassing crisis event and the 

management required for the complete crisis. On the other hand, crisis communication 

refers to those communication aspects used within the crisis. The three areas that are 

most closely focused on in crisis communication are the pre-crisis planning, the actual 

crisis event, and post crisis communication. The pre-crisis plan can include anything from 

a prepared document of how to handle a crisis, to an unwritten understanding of how to 

address a crisis, or even the routine practice of strategies to use during a crisis. The actual 

crisis event begins when the crisis begins and can include any response time immediately 

following a crisis. Finally, the post crisis situation occurs over a larger amount of time, 

years for example. Although all three of these aspects are researched, the focus of this 

study will be in the pre-crisis and actual crisis stages. 

Facility Management 

To this point, the literature has focused on organizations that are involved in crisis 

situations. One organization that is not considered in the area of crisis communication 

literature is the area of facility management. While crisis communication literature can be 

applied to business, there is not much literature focused strictly on this area. Facility 
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management is the management of public venues such as arenas, stadiums, convention 

centers, etc. These locations of entertainment are prone to crisis everyday and they are 

areas of high risk because ofthe events and people in the facilities. Since September 11, 

2001 crisis management and has become a larger focus for most organizations and 

facility management is no exception. Keeping the public safe during an event is a 

priority. 

The crisis communication literature at the juncture focuses on several aspects of a 

crisis situation: the pre-crisis planning, the actual crisis and the post-crisis 

communication. While research in these areas is extensive, there is not specific literature 

that focuses primarily on crisis communication in facility management. Several solutions 

are offered in the research as to effective strategies for communicating in crisis situations, 

but these can include anything from the Exxon Valdez oil spill to the cyanide laced 

Tylenol® capsules. While these are both corporate public relations nightmares, they are 

not in the same category as a crisis event at an entertainment venue or sporting facility. 

The importance of crisis communication in these situations is essential. According to 

O'Connor (2003, ^13) "there is no single oudine-no one-size fits-all solution for every 

facility, every act, every circumstance". Each facility is different and every event is 

different, so it is safe to assume that every crisis will be different. While events, buildings 

and crises differ, it is possible to establish guidelines for future generations. Most 

facilities have a pre-crisis plan, but the items in the plan are specific to the operational 

aspect ofthe event and the plan does not focus on the communication aspects. 

Furthermore, crisis communication research includes crisis response strategies for 
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corporate organizations; however, the research does not specifically focus on the 

response communication strategies for entertainment facilities. The focus of this study is 

to establish general guidelines of how most facilities deal with crises most ofthe time. By 

leaming how facilities handle crisis in terms of communication we can better the business 

of facility management for the future. 



CHAPTER II 

LITERATURE REVIEW 

Pre-Crisis Planning and 
Communication 

Most research suggests that in order to effectively handle a crisis you must plan 

for one. According to Coombs (1999) "a significant part of crisis management is devoted 

to detecting and to preventing crises, because the best crisis is the one that is avoided" (p. 

125). However, many researchers will agree that crisis situations are inevitable. 

Although every crisis is unique, and therefore there is not a fail safe plan to meet 

every situation, some argue that having a plan in place will make all ofthe difference. 

Penrose (2000) suggests that a pre-crisis plan is essential and an aspect of precaution that 

a company must do (p. 155). 

While there is not a universal plan, there have been suggestions made by 

researchers such as Seeger, Sellnow and Ulmer (1998). They use Allan (1990); Gonzales-

Herrero and Pratt, (1995); Katz (1987); Lau (1987); Newsome et al., (1989); Reinhardt 

(1987); and Small (1991) to suggest four strategies that will help in pre-planning for a 

crisis situation. These strategies are as follows, the first strategy is that the company must 

identify and develop a crisis management team. This first strategy focuses on teams for 

crisis management. These teams usually consist of key decision makers, a person that 

acts as a public relations representative and some type of legal counsel. The second 

strategy argues that the company must identify a spokesperson; at times this could be a 

public relations person. The literature suggests that the most obvious spokesperson is the 
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CEO; however, a constant, credible spokesperson would be most beneficial. Therefore if 

there is someone besides the CEO that is more credible they should speak on behalf of 

the organization. This strategy is followed by identifying areas of high risk. The 

identification of these is usually conducted by someone in public relations and the effort 

for identifying these areas may include avoiding a crisis as well as reacting to a crisis. 

Finally, there must be a stmctured overall crisis communications plan, including phone 

numbers and check lists, which must be kept up to date at all times. A list of possible and 

probable contacts can be psychologically reassuring to employees. The list can contain 

names anywhere from the Red Cross to relevant officials (p. 245). 

In addition. Coombs (1999) suggests fifteen components for a crisis 

communication plan: 

1. Cover page 
2. Introduction 
3. Acknowledgements 
4. Rehearsal dates 
5. Crisis management team 
6. Crisis management team contact sheet 
7. Crisis risk assessment 
8. Incident report 
9. Proprietary information 
10. Crisis management team strategy worksheet 
11. Secondary contact sheet 
12. Stakeholder contact worksheet 
13. Business resumption plan 
14. Crisis control center 
15. Post-crisis evaluation (p. 79-83). 

Each one of these components reveals different aspects that Coombs argues are 

essential to a crisis management plan. Some ofthe aspects are self-explanatory, like a 

cover page. While others, like an incident report, remind individuals to keep a record of 

11 



everything. The main component from the plan which this project will focus on is the 

crisis management team. The crisis management team is an aspect of all the components 

that focuses on who the main contact is for a crisis event. This step also addresses how 

this person can be reached, how the organization's plan is activated, and when it should 

be activated. This step is one ofthe first steps that is essential for the formulation of a 

complete crisis management plan. The component following the crisis management team, 

is the crisis management team contact sheet. This sheet suggests that there should be a list 

on hand of all team members that may need to be called during a crisis; while this is not 

one ofthe main areas of focus for this project, the component does mention a way to 

contact each person. This adds to the different channels that will be used for the survey 

for the project. While all ofthe steps are vital for a complete crisis management plan, a 

more in-depth focus on the crisis management team was the goal for this project, 

resulting in only one aspect of the steps being used for the research. 

Additionally, Horsley and Barker (2002) suggest another model for crisis 

communication that could function as a pre-crisis plan. Their study focuses on a specific 

model for crisis communication. The Synthesis Model included five steps to managing a 

crisis. First, a crisis situation is a continuous effort of public relations. The pre-crisis 

planning should include positive image building efforts to place the organization in a 

positive category with stakeholders before the event happens. Second, one must identify 

potential crises and prepare for them. There should be plans in place to prepare people to 

deal with a crisis even if only in a basic level since every situation is different. Next, 

there must be training and rehearsal of those who may experience the crisis. The careful 

12 



practice of duties and jobs for those employees that will be faced with the crisis is 

beneficial to include in preparation. This step is followed by the actual crisis event. It is 

important to capitalize on the facts and to disseminate information in a timely fashion to 

aid in the corporate public relations. Finally, there must be an evaluation and revision of 

the public relations efforts that were used during the crisis. Those who speak on behalf of 

the organization must prove that the problem has been fixed and that there are plans in 

place to avoid a future incident (p. 416). All of these steps are interdependent, meaning 

that one step depends on and helps define the next step; therefore, having the steps clearly 

defined is precious to an organization. It is important to be prepared for a crisis because 

things can get very hectic in a short amount of time. According to Weick (1988), "the less 

sense making process directed at a crisis, the more likely it is that the crisis will get out of 

control" (p. 305). That is why pre-crisis planning is so essential to the betterment ofthe 

organization when it comes to crisis response. 

Olaniran and Williams (2004) offer an additional theoretical approach to pre-

crisis planning with the adaptation ofthe Anticipatory model. The two main aspects on 

which the model is based, are the concepts of enactment and expectations. Enactment 

refers to any action and the consequences of an action in decision making. The second 

part ofthe model is expectation. This aspect ofthe model works on the presumption that 

people assign certain assumptions to events or objects. The way that these two parts work 

in conjunction aid in the establishment ofthe Anticipatory Model. First, types of 

expectations are trigger events, pre-existing conditions, and consequences in post crisis. 

Trigger events are those events that can be identified as events that are probable to 

13 



happen and will result in a crisis situation should they occur. Pre-crisis conditions include 

the way that the organization existed before the crisis. Finally, the post crisis 

consequences are those anticipated consequences that resulted from the crisis. For these 

three aspects, most organizational members will have expectations as to how they will 

happen. These different expectations can determine the crisis response. 

The enactments which are closely linked with the expectations in the model are 

those actions that are certain actions and the consequences of actions that people face in 

decision making. These two aspects work together to respond to a crisis. In addition to 

these two main aspects the authors offer that interacting with relevant environments can 

also change the crisis response. This relates to the control of power associated with the 

organization. For example, there is an intemal and an extemal locus of control associated 

with decision making. Intemal forces include rigidity, control, and personnel choices. For 

example, rigidity is associated with how inflexible a process may be. Control refers to the 

degree to which certain organizational members have power over others. Finally, 

personnel choices could be something like a job promotion. You will notice that all ofthe 

events are intemal and specific to an organization. 

The second area of control is extemal. Examples of this would be legal, social or 

media needs. All ofthe examples include extemal control in some way. For example, 

anyone from the media will have a different type of control because they have outside 

views ofthe situation. 

The two main components of expectations and enactment coupled with the 

intemal and extemal modes of control are where the Anticipatory Model thrives. The 
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model suggests that there should be a pre-crisis plan, and that these different aspects 

working together can help organizations determine how they would react in a crisis 

situation. 

Actual Crisis Communication 

Communication during a crisis begins with the crisis and does not immediately 

stop with the completion ofthe event. It is essential that each company prepare to execute 

the tasks that are imperative to the proper response. In addition to the response to the 

crisis, the company would like to complete the event with an untamished image. 

Therefore, several researchers have offered that there are image restoration strategies that 

are vital to establishing a response. The image restoration strategies employed are also 

considered to be part ofthe actual crisis. 

Most ofthe research with regard to crisis communication is found in the aftermath 

ofthe situation. Many researchers like Benoit, Coombs and Hearit argue that there are 

certain strategies to employ to manage the aftermath of a crisis event. Coombs (1995) 

discussed that there are five Crisis-Response Strategies: "1) Nonexistence strategies 2) 

Distance strategies 3) Ingratiation strategies 4) Mortification strategies 5) Suffering 

strategies" (p. 450). All of these seek to explain the ways in which organizations respond 

to crisis. 

There are several different types of Nonexistence Strategies as outlined by 

Coombs (1995). Nonexistence strategies are those that attempt to eradicate a crisis (p. 

450). This strategy supports the idea that there is not and was not a crisis. The first 

Nonexistence Strategy is denial, which argues that nothing happened. When denial is 
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used, the responsible party simply refuses to acknowledge the crisis. Clarification is the 

second Nonexistence Strategy. This is an "extension of denial and tries to explain why 

there is not a crisis" (p. 450). A group choosing to use this strategy does not only refuse 

to acknowledge the crisis but gives reasoning for why the crisis does not exist. The third 

strategy is attack. This is used to "confront those who wrongly report that the non

existent crisis exists" (p. 451). This type of strategy is considered more aggressive. An 

example of this would be attacking a certain news station if they released inaccurate 

information about an employee. The final strategy for Nonexistence Strategies is 

intimidation. This strategy is the most aggressive and uses the threat of organizational 

power against a person (p. 451). An example of this would be a lawsuit or violence. If 

someone within a company broke an employee's leg to keep them from talking about a 

recent event, they would be using intimidation. 

The next type of crisis response strategy is the Distance Strategy. The Distance 

Strategy acknowledges that there was a crisis but also tries to create public acceptance of 

the crisis. At the same time, organizations that use this are attempting to distance 

themselves from the crisis that occurred. There are two distance strategies outlined by 

Coombs (1995). The first is, excuse. Excuse is used when the organization wants to 

lessen their responsibility for an incident. Some techniques associated with this strategy 

are "denial of intention" and "denial of volition". "Denial of intention" simply refers to 

refuting that there was any intention in the act. If an organization did not mean any 

intentional harm, then it is easier to see why they would not be responsible. An example 

of "denial of volition" is scapegoating (p. 451). Scapegoating is when the organization 

16 



may choose to place the blame on another party for the crisis that occurred. The second 

type of Distance Strategy is justification. This tries to "minimize the damage associated 

with the crisis" (p. 451). Organizations using this Distance Strategy are simply trying to 

validate that there was a crisis but that the results of that crisis were not as extensive as 

expected. For example, an organization may try to persuade the public that the crisis is 

not as bad as it appears. 

Coombs also suggests that there are Integration Strategies that attempt to increase 

public approval for the organization. Bolstering is the first example of this type of 

strategy and it involves reminding the various publics ofthe "existing positive aspects of 

the organization" (p. 452). If the organization was an advocate for medical advances to 

cure cancer, they may remind the public of this during a crisis. Transcendence attempts to 

put the crisis on a larger scale away from the details to a more abstract consideration of 

the event. At times, when a solider is sacrificed at war, the public is reminded that they 

had pride and were defending our freedom. Finally, praising others is used to "win 

approval from the target ofthe praise" (p. 452). For example, an organization may choose 

to praise certain individuals when a crisis happened and; therefore, the organization may 

be favored by that group of individuals. 

Another strategy for crisis response is Mortification. This strategy attempts to 

gain forgiveness from the various publics and to establish a kind of acceptance for the 

crisis (p. 452). There are three strategies involved with mortification. The first is 

remediation, which is used to willingly offer some kind of compensation or help to the 

victims (p. 452). An example of this would be the funds set up for the families ofthe 
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fallen firefighters and policeman from September 11, 2001. Second is repentance, which 

includes the aspect of asking for forgiveness. In this sh-ategy, the organization will 

apologize for the crisis. Finally, rectification is the last type of mortification strategies. 

This is most commonly used to prevent the recurrence of a future crisis (p. 453). In this 

particular strategy, the organization is trying to apologize by showing the public the 

future actions to avoid another crisis. 

The final strategy addressed by Coombs is the Suffering Strategy. This portrays 

the company as a victim and they wish to win sympathy from their publics (p. 453). An 

act of terrorism could be included as a type of crisis in which the suffering strategy would 

be acceptable. In an act of terrorism, the organization can be a victim because more than 

likely, they did not cause the crisis. 

Apologia 

In addition to the image restoration strategies, several researchers offer another 

type of strategy. Apologia. One type of image restoration strategy is apologia. According 

to Ware and Linkugel (2000), they suggest that an apologia is a speech in defense of 

one's self Apologia is characteristic of defending oneself from being accused during a 

time of crisis or discourse. Recent research focuses on the corporate aspect of crisis 

communication and image restoration. One ofthe most important aspects of image 

restoration for corporations is corporate apologia. 

Corporate Apologia 

Corporate Apologia can be viewed as an extension ofthe Mortification Strategy 

presented by Coombs (1999). In the case of organizational apologia, the criteria for 
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criticism follows the same main ideas but must change a little because it deals with a 

company. According to Hearit (2001), who draws from Tavuchis (1991), "an apologia is 

not an apology, although the terms do share the same etymological root." (p. 502). In the 

individualistic idea of apologia, it appeared to be more of an apology for wrong doing. 

However, Hearit (2001) argues that "rather, an apologia is a response to criticism that 

seeks to present a compelling account of organizational actions" (p. 502). Therefore, 

most organizations seek to explain their own actions. Not only do organizations using this 

wish to explain the response, but they want that response to be one that is more than just 

an ordinary response to a crisis. 

Not only does an organization want to account for it's actions but as Hearit argues 

with the support of Benoit, Fisher, Goffman, Snyder and Higgins "the nature of this type 

of defense has many permutations, common to all responses is that an organization seeks 

to clear its name having as its motive the purification of its image" (p. 502). Further, in 

corporate apologia the actual apology is not a concem but the defense of the company in 

the accounting for an action is the goal. The purpose for this apologia is to convince those 

subjected to it that the company is still valuable. 

Hearit (2001) states, "perhaps the fullest articulation of what determines the 

nature of apologetic situations was offered by Kmse" (p. 502). Kmse (1981) concluded 

that three factors must be present in a situation for it to be considered apologic; first, it 

must involve some ethical charge of wrong doing; second, it must include keeping the 

reputation perfect as a primary motive, and finally, it must be delivered by the accused in 

defense of themselves. Corporate Apologia serves as a response to changes that some 
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may deem ethical. Those choosing to employ this strategy are attempting to defend 

themselves or justify their actions (Hearit, 2001). All ofthe different strategies offered 

can be used for the different stakeholders that have a vested interest in the company. 

Stakeholders 

Not only are the strategies used to communicate to others important to an 

organization, but so are the individuals to whom the organization is communicating. The 

Stakeholder Theory (Ulmer, 2001) suggests, "if organizations are going to be successful, 

they need to look beyond just their stockholders and expand their view of a critical 

relationship" (p. 593). This suggests that not only are stockholders and stakeholders 

important but so is the relationship that a corporation forms with these individuals. 

Stakeholders are essential to the proper management of a crisis. The Stakeholder Theory 

focuses on just that concept. The theory supports the idea that organizations need to 

foster the relationship with stakeholders to avoid negative results (Ulmer, 2001; Freeman, 

1984; Freeman & Gilbert, 1987). This theory aids in the understanding of how essential 

managing certain relationships has become to crisis management today. In the study of 

Maiden Mills by Ulmer (2001), stakeholders were categorized: First was community, 

which represents the local community. These stakeholders were considered primary in 

this particular case study because to the head ofthe company at that time the community 

was very important. Second, the workers, a category that includes those individuals who 

actually work for the organization. These were also considered primary stakeholders 

because they were actually the employees ofthe organization. Next were the customers. 
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These individuals were the people who used the goods and services ofthe corporation. In 

this case they were secondary stakeholders; however. Maiden Mills still considered their 

relationship essential and valuable. Finally, the media. The media is considered a 

stakeholder due to the power it has to broadcast information. The media was also a 

secondary stakeholder. Another possible stakeholder that was mentioned within the study 

but was not a final category was the govemment. It is important to reiterate that although 

some stakeholders were primary and others were secondary, the organization still wanted 

to establish a relationship with each stakeholder. It is important for organizations to 

recognize their stakeholders so that they know who to communicate to and when to 

communicate to them during a crisis. 

Research Ouestions 

Planning for a crisis situation and actual crisis communication are essential to 

crisis management in facilities. 

RQla: Which communication channels in the pre-crisis management plan 

are more frequently used for contacting the person to activate the crisis 

management plan? 

RQlb: Which communication channels, as outlined in the pre-crisis 

management plan, are more frequently used in facilities for activating the 

crisis management plan? 

RQlc: Which communication channels are more frequenUy used in facilities 

for contacting building specific individuals during a crisis? 
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RQ2a: What communication strategies are used by facility crisis managers 

with different stakeholders? 

RQ2b: Are there different communication strategies used for different types 

of facilities? 

RQ3: Who activates crisis management procedures in different types of facilities? 
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CHAPTER III 

METHOD 

Respondents 

The respondents for this study were individuals who work in various sporting or 

entertainment facilities, and who would have the most knowledge about the crisis 

planning and actual crisis activity at the facility. The respondents were also members of 

Intemational Association of Assembly Managers. Intemational Association of Assembly 

Managers (lAAM) was founded in 1924 and represents public assembly facilities around 

the world. Active members include individuals from "auditoriums, arenas, convention 

centers, exhibit halls, stadiums, performing arts theaters, and amphitheaters" ("About 

lAAM", 2003). The complete member list consisted of 2226 total members. Those 

individuals who were not involved in facilities, for example a member of the organization 

who sells stadium seating, were removed from the list. The survey was distributed to 

2049 respondents. From this finalized list a total of 160 people responded and 10 surveys 

were not included in the study because they were not complete. The final number of 

respondents was 150. The majority of respondents worked at an arena with a response of 

56; followed by convention center with 36; performing arts theater at 27; other which 

was 22 and finally stadium at 6, and amphitheater at 3. The organization is intemational 

and therefore from those responding, 15 were located outside the United States. While it 

is invaluable to surmise how crisis communication and facility management co-exist in 
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the United States, an intemational approach was welcome because a general industry 

consensus is significant for the future. 

Instmment 

The survey was a total of 14 questions and a post-test only method was 

used. This test was conducted using surveys that were cross-sectional. The questions 

were closed and a tunnel format was used for their design. 

The questions about the pre-crisis communication planning were nominal, 

exhaustive, and consist of five answers from which to choose. The questions about the 

actual crisis communication with stakeholders were be scored on a five point Likert-type 

scale, with 1 representing very unlikely and 5 representing very likely. 

The survey used was derived from several different aspects of facility 

management literature and crisis communication literature. Part ofthe survey came from 

fifteen components for a crisis management plan Coombs (1999). In addition to this. 

Coombs (1995) and Ulmer (2001) were used as well. Coombs (1995) was used because 

ofthe image restoration strategies he established, and Ulmer (2001) was used for his 

categories of stakeholders. Since this research is relatively new as it related to facility 

management, the survey was constructed instead of a past measure being used. One ofthe 

main objectives of this measure was to tie the communication aspect to crisis events 

within facilities. This measure was different from the standpoint that the focus was from 

a corporate standpoint but only those businesses that dealt with facility management. By 
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limiting it to only this aspect of business, the questions could be more concentrated and 

the results more applicable. 

There was a Cronbach's alpha coefficient used to determine the reliability ofthe 

survey (Frey, Botan & Kreps, 2000). The survey items 1-4 dealt with demographic data. 

Starting with question 5 respondents were asked to consider their pre-crisis plan (see 

Appendix). The information for item 6 came from broad titles associated with facility 

management (see Appendix). The positions listed within the survey are appropriate for 

most respondents, but so that a fair gauge is given to include all answers, the category 

includes an "other" choice where a respondent can include their own answer. The choices 

were as follows: Facility general manager, event manager, public relations specialist, 

head of operations, and other. 

The channels established for survey items 7, 8 and 9 were the result of several 

common channels already used within facilities (see Appendix). For this particular study, 

radio is defined as a two-way radio. This type of radio is widely used in facility 

management. All of these items were modeled after the Coombs (1999) fifteen 

components for a crisis management plan. The step that deals with the crisis management 

team focuses on outlining the main contact for an organization during a crisis. In 

addition, this component also addresses how the main contact can be reached; how the 

organization's plan is activated, and when the plan should be activated. For items 7-9 the 

main focus was how the person can be reached and how the plan is activated (see 

Appendix). Not only does the research question focus on the pre-crisis plan in terms of 
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the component by Coombs (1999), but it also explores the channel that is used during the 

actual event as well as the pre-crisis plan. 

A second component ofthe plan was the crisis management team contact sheet. 

While the majority ofthe survey questions 7-9 came from the crisis management team, 

the contact sheet does mention various ways to contact people involved with a crisis. The 

list of contacts inspired the inclusion of different channels used by facilities during a 

crisis and those channels were as follows: Radio (e.g. two-way; in-house), public 

announcement system, phone calls, verbal messages through the management chain and 

other. 

The information used for survey items 10-14 came from Coombs (1995) and 

Ulmer (2001). There are several image restoration strategies established by Coombs 

(1995). These strategies are used within the survey to gauge how facility crisis managers 

respond to various stakeholders during a crisis. The term was not used, but rather the 

definition for each term already established by Coombs was used as a possible response 

for the respondents. Some ofthe image restoration strategies definitions offered by 

Coombs (1995) were reworded in terms that would be applicable to facility mangers so 

that answers would not be biased. For example. Denial was not defined as the fact that 

nothing happened but rather as retaining information. The reason this was done was 

because very few facility managers will say that nothing was done but they may, 

however, at times retain information, which can be categorized the same way. Another 

strategy that was reworded was the clarification strategy which is defined by Coombs as 

"extending the denial strategy with attempts to explain why there was no crisis" (p. 450). 
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The survey was constmcted to read, "Offer no comment on the incident and explain 

why." Another definition was that of transcendence, which is placing a crisis in a larger 

more desirable context and the survey read "communicate to the stakeholders that the 

crisis is minimal compared to other situations." All of Coombs (1995) Image restoration 

Strategies were included and Apology was also included as part of corporate apologia 

(Hearit, 2001) because this is another strategy that was not encompassed by Coombs 

strategies. 

The stakeholders used for the survey were from categories of stakeholders already 

established by Ulmer (2001). The categories established were from a case study of 

Maiden Mills. The case study found that there were certain stakeholders that were 

important to the company. From these stakeholders the survey categories were 

established. One category of stakeholder that was not considered as ofthe major type by 

Ulmer (2001) was the govemment. Govemmental stakeholders were included within this 

survey because certain facilities do have to report to govemmental stakeholders in some 

capacity. For example, some ofthe facilities surveyed were universities and have a 

govemmental agency to who they answer as a stakeholder as well as those facilities that 

are owned by the city in which they operate because these would also answer to 

govemmental stakeholders. 
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Procedures 

A survey was given to each participant researching specific pre-crisis 

communication strategies and actual crisis communication strategies. The medium used 

to distribute the questionnaires was the Intemet. An email survey (Sheehan & Hoy, 1999) 

was used to measure responses. The email addresses came from a master list owned by 

lAAM. The email survey was sent out from lAAM's headquarters in Coppell, Texas. The 

survey was sent out as a survey from lAAM. Since the survey had the support from 

lAAM it was likely to encourage the response rate. All identities were kept confidential 

because respondents had to go to a link from their email. This link then took them into 

the site where all answers were immediately transferred from the site to the database. 

This kept answers confidential. From this database all ofthe results were transferred in to 

SPSS and analyzed. 
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CHAPTER IV 

RESULTS 

Several different results were recorded from the measure used. Using Cronbach's 

alpha the survey was reliable a=.91. Research question one dealt with the different 

communication channels used during a crisis. Research question la dealt with which 

communication channels were used for contacting the person responsible for activating 

the crisis management plan. The results for RQla were analyzed using Chi-Square tests. 

The results were significant y^ [(4, N=84) =\44.47, p<.001]. The largest response for the 

data in RQl was due to the radio with the number of respondents being 84 suggesting 

that the radio is more commonly used than the other communication channels. There 

were two channels that were not used as often according to the responses, they were a 

public announcement system which was 4 and verbal messages through the management 

chain which was 3. The results here established that these two channels were not 

common for those in facilities. 

Research question lb asked which communication channels were used to activate 

the crisis management plan according to the pre-crisis plan. The results for RQlb were 

also analyzed with a Chi-Square test. The results for this question were also significant x̂  

[(4, N=55) =29.53, p<.001] level. The channel most common for this test was also the 

radio with the number of respondents being 55. As for the other channels, there was not 

much of a difference as to which were more or less common to use besides the radio. The 
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second most common choice was the category of other which was 32; followed by public 

announcement system with the number of those responding being 23; verbal messages 

through the management chain followed with 22; and lastly phone calls at 18 

respondents. 

Finally, research question Ic focused on which channels were used more 

frequently for contacting the building specific individuals during a crisis. Chi-Square 

tests were also used for RQlc and there was also significance for this question j} [(4, 

N=96) =200.60, p<.001]. The number of responses for this communication channel were 

high in support for the radio with the number of responses being 96. Another finding for 

this research question was that the number of respondents that chose a public 

announcement system was very low only had a value of 1. 

The first research question was significant as a whole and the most common 

response from the survey was the radio. The radio was most common for all three parts of 

the research question: as the most common channel outlined by the pre-crisis 

management plan as more frequently used in facilities for contacting the building specific 

person to activate the crisis management plan during a crisis, as the most common in the 

pre-crisis plan for activating the crisis management plan, and as more frequently used in 

facilities for contacting building specific people during a crisis. 

RQ2a was analyzed using means derived by from descriptive statistics for 

questions 10-14 ofthe survey. The strategies that were likely to be used by facilities 

when dealing with govemmental stakeholders were: confront those who are releasing 

information (e.g. unauthorized employees) about the crisis when information should be 
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retained with a mean of 4.28 (SD .997), tell the stakeholders of other possible areas of 

responsibility besides the facility with a mean of 3.58 (SD 1.12), remind the stakeholders 

ofthe positive aspects ofthe facility with a mean of 4.06 (SD .941) and let stakeholders 

know what action will be taken to ensure that there is not a reoccurrence with a mean of 

4.28 (SD 1.03). 

When conceming the local community as a stakeholder, those strategies that were 

likely were as follows: confront those who are releasing information (e.g. unauthorized 

employees) about the crisis when information should be retained with a mean of 4.07 (SD 

1.04), use the power ofthe organization to persuade an individual to resist releasing 

information about the crisis with a mean of 3.53 (SD 1.22), remind the stakeholders of 

the positive aspects ofthe facility with a mean of 3.97 (SD .874), and let stakeholders 

know what action will be taken to ensure that there is not a reoccurrence with a mean of 

4.17 (SD .871). 

There were also strategies that were likely to be used when the stakeholder is an 

employee ofthe facility. They were as follows: confront those who are releasing 

information (e.g. unauthorized employees) about the crisis when information should be 

retained with a mean of 4.38 (SD .822), use the power ofthe organization to persuade an 

individual to resist releasing information about the crisis with a mean of 3.96 (SD 1.15), 

tell the stakeholder of other possible areas of responsibility besides the facility with a 

mean of 3.57 (SD 1.00), remind the stakeholders ofthe positive aspects ofthe facility 

with a mean of 4.02 (SD .869), praise the stakeholders (e.g. offer some type of praise for 

the individual or the agency) with a mean of 3.91 (SD .947), and let stakeholders know 
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what action will be taken to ensure that there is not a reoccurrence with a mean of 4.29 

(SD .849). 

When the stakeholders are the patrons ofthe facility the very likely strategies are 

the same as previous stakeholders. The mean reported for confronting those who are 

releasing information (e.g. unauthorized employees) about the crisis when information 

should be retained was 4.06 (SD 1.04), use the power ofthe organization to persuade an 

individual to resist releasing information about the crisis with a mean of 3.65 (SD 1.18) 

reminding the stakeholders ofthe positive aspects ofthe facility was also a strategy with 

a mean of 4.02 (SD .794), praise the stakeholders (e.g. offer some type of praise for the 

individual or the agency) with a mean of 3.72 (SD 1.14), and finally letting stakeholders 

know what action will be taken to ensure that there is not a reoccurrence had a mean of 

4.12 (SD .893). 

The final stakeholder was the media and the results were the same: confront those 

who are releasing information (e.g. unauthorized employees) about the crisis when 

information should be retained with a mean of 4.06 (SD .944), remind the stakeholders of 

the positive aspects ofthe facility with a mean 4.11 (SD .806), praise the stakeholders 

(e.g. offer some type pf praise for the individual or the agency) with a mean of 3.53 (SD 

1.00), and let stakeholders know what action will be taken to ensure that there is not a 

reoccurrence with a mean of 4.13 (SD .841). 

The results from RQ2a show that the strategies that were likely for facilities to use 

when dealing with different stakeholders are: confront those who are releasing 

information (e.g. unauthorized employees) about the crisis when information should be 
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retained, use the power ofthe organization to persuade an individual to resist releasing 

information about the crisis situation, remind the stakeholders ofthe positive aspects of 

the facility, praise the stakeholders, and let stakeholders know what action will be taken 

to ensure that there is not a reoccurrence. 

An ANOVA was also used to gain more information about the stakeholders and 

the five communion strategies that were likely to be used by facilities. The test revealed 

that from the data there were significant differences between different stakeholders and 

for the following strategies: confronting those who are releasing information F (4, 731) = 

3.48, P < .05, using the power ofthe organization to persuade individuals to resist 

releasing information about the crisis F (4, 729) = 4.80, P < .001 and praising the 

stakeholders F (4, 726) = 4.90, P < .001. Reminding stakeholders about the positive 

aspects ofthe facility and letting stakeholders know what action will be taken to ensure 

that there would not be a reoccurrence, were not significant. 

In addition to the ANOVA, a Tukey HSD was used to determine where the 

differences occurred. Employees ofthe facility (M = 4.38; SD = .822) were found to be 

statically different from patrons ofthe facility (M = 4.06; SD = 1.05), P<.05 and 

statistically different from the media (M = 4.06; SD = .944), P< .05 in relation to 

confronting those who are releasing information about the crisis when it should be 

retained. The Tukey HSD was in regard to the sttategy of using the power ofthe 

organization to persuade an individual to resist releasing information about the crisis. The 

test found a significant difference between govemmental stakeholders (M = 3.38; SD = 

1.32) and employees ofthe facility (M = 3.96, SD = 1.15), P< .001. There was also a 
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significant difference between local community (M = 3.53; SD = 1.22) and employees of 

the facility (M = 3.96; SD = 1.45), P<.05. The final significant difference for this strategy 

was between the employees ofthe facility (M = 3.96; SD = 1.45) and the media (M -

3.49; SD 1.21), P<.05. The final strategy for which the Tukey HSD was used was praise. 

There was a significant difference found between govemmental stakeholders (M = 3.45; 

SD = 1.01) and employees ofthe facility (M = 3.91; SD = .947), P< .05. There was also a 

significant difference found between local community (M = 3.48; SD = .973) and 

employees ofthe facility (M = 3.91; SD = .947), P< .05. Finally, there was also a 

significant difference between employees ofthe facility (M = 3.91; SD = .947) and the 

media (M = 3.54; SD = 1.00), P<.05. 

The results from RQ2b were analyzed using cross tabulation. Each ofthe different 

stakeholders was separated and each individual communication strategy was analyzed as 

compared to each facility for each stakeholder. The results for this question were not 

significant. 

The results for RQ3 were analyzed using cross tabulation and there was not any 

significance found; however, there were some results when dealing with the facilities and 

the responsible party. The most common facility that responded to the survey was an 

arena, and the most uncommon facility was an amphitheater. A surprising result for the 

facility categorized as other was that no one reported that the responsible party was the 

head of operations. For every facility that was reported, no one answered that a public 

relations specialist was the responsible party. Although the results were not significant 

for RQ3, there were some results for the business of facility management. 
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CHAPTER V 

DISCUSSION 

This study found many usefiil results for facility management and crisis 

communication. Since the sttidy was derived from crisis communication literature and 

how it relates to facility management the findings will be very beneficial to fiattjre 

generations of facility managers and communication scholars. 

Discussion of Research Question One 

Research question one dealt with the different channels of communication for a 

crisis situation at a facility. RQla specifically asked: Which communication channels in 

the pre-crisis management plan are more frequently used for contacting the person to 

activate the crisis management plan? For RQla, the specific focus was the pre-crisis plan 

and how it was written, including if there is a difference in communication channels for 

activating a crisis management plan. The results found there was a significant difference 

in which channel to use to reach the person activating the crisis management plan as 

outlined in a pre-crisis plan. The results showed that, according to most crisis 

management plans, the primary channel used was the radio. This is not surprising since 

the majority of facilities have radios for communication and therefore, it is safe to assume 

that the radio would be the preferred channel. 

The survey results also revealed that according to most pre-crisis plans, the 

channels of public announcement systems and verbal messages through the management 
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chain are not used as often. The results for these two categories were very low. This is 

also understandable because there would probably not be a pre-crisis plan that mapped 

out contacting the person responsible for handling the crisis by a public announcement 

system where the general public could hear the person being contacted. In addition, it is 

safe to assume verbal messages through the management chain are not reliable because 

some buildings are so large the message may not get to the person needed in a timely 

fashion which is essential for a crisis event. For the pre-crisis plan, it is comprehensible 

that the radio would be most frequently chosen as the communication channel outlined to 

reach the person activating the crisis management plan. 

The second aspect of research questton one dealt with the acfivation ofthe acttaal 

crisis management plan. The question asked: Which communication channels, as outlined 

in the pre-crisis management plan, are more frequently used in facilities for activating the 

crisis management plan? RQlb focused on the specific channel used to activate the crisis 

management plan. Again, there was a significant difference in the channels for this 

question. The radio was again selected as the channel that would be used more often; 

however, there was not a large margin between the other channels as in RQla. The radio 

was still the preferred channel but the breakdown between the other channels was closer 

in number. 

These results show that the radio is still the most obvious choice, but after the 

radio the next channel used can vary. The other channels chosen were public 

announcement system, phone calls and verbal messages through the management chain. 

Public announcement system and verbal messages through the management chain were 
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almost equally selected by respondents who chose them as ways to activate the crisis 

management plan. Phone calls had the lowest response but still remained close to the 

other opfions. The results for RQlb also show that during a crisis, the public 

announcement system would be an option. This may be due to the fact that some 

buildings could have a pre-recorded message that plays over a load speaker while patrons 

exit the building, a fire alarm announcement for example. Verbal messages through the 

chain of command may suggest that those key decision-makers may meet to activate the 

plan and then activate it in their area of responsibility. For example, if one person in a 

building is responsible for all ofthe catering staff they may meet and get their orders and 

then verbally disseminate the information to their staff. Phone calls may simply be a 

secondary measure or they may be used to contact only specific individuals. With cell 

phones in today's society they might be used to contact an important staff member to 

avoid discussing sensitive subject matter over a radio. Finally, one ofthe most surprising 

findings for RQlb is the fact that the second most frequently chosen channel was the 

channel of "other". The other category consisted of responses that were a combination of 

several ofthe choices together. For example, someone may use a radio and a public 

announcement system together to activate the plan. This is a valid response because 

crises are multi-facetted and therefore more than one channel is used to activate the crisis 

management plan is viable. 

The last portion of research question one deals with the channel used to contact 

those building specific individuals during a crisis. The question posed was: Which 

communication channels are more frequently used in facilities for contacting building 
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specific individuals during a crisis? RQlc focused on which channel to use during a crisis 

to contact those essential people within the facility, for example, contacting EMS or an 

electrician if needed. 

The resuhs for the final part of research question one were not surprising and 

followed the previous responses. There was a significant difference in the channels 

chosen and once again the radio was the most likely choice. There was a very large 

margin of choice for the radio in this instance. The second closest choice was the 

telephone with some deciding that phone calls would be the best way to contact building 

specific individuals. The reason for this could be that some ofthe building specific 

individuals may work in a specific portion ofthe facility during an event and it is easier 

to call them on the phone than the radio. Another surprising result was that only one 

person responded that they would contact the building specific person by a public 

announcement. This is clear because calling a person so that everyone within the facility 

can hear them may be distracting to others during the crisis as well as causing more alarm 

for the situation. An additional explanation for this response would be that all other forms 

of communicafion were unavailable (i.e. a power outage) and so the public announcement 

was the only way to communicate. 

Furthermore, the results for research question one were found to be significant in 

all three areas. Since the radio was the response for both the pre-crisis plan and the acttial 

crisis sittiation it is arguable that most pre-crisis plans are followed with regard to 

communication channels. For example, if in the pre-crisis plan it outlines to use a radio 

and a radio is used during a crisis, then the plan is being followed. The synthesis model 
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(Horsley & Barker, 2002) suggests that there must be ttaining for individuals that may 

experience a crisis situation in an organization. By having the consistent response of 

radio, the facilities are supporting that those within the facilities follow the pre-crisis plan 

when it comes to communication channels. It was also interesting to see that the radio 

was the most common communication channel chosen to use during a crisis. It is clear to 

see that the radio would be the most valuable choice if all of those working at a facility 

during a crisis have a radio with which to communicate. Most buildings do have some 

type of radio system. For example, most facilities have a two-way radio system with 

which to communicate, and so it is evident that the radio would be a frequently chosen 

channel. This result proves that facilities are using a radio system and so therefore those 

facilities that are not using a radio for communicafion might consider the option. 

Discussion of Research Question Two 

Each crisis situation can have dettimental effects on those that experience it and 

the same is ttoie in facility management. Stakeholders are an integral part of facility 

management and it is imperative that we know what communication sttategies are used in 

conjunction with different stakeholders. From this premise came the results from research 

question two. Research question two examined how facilities communicate to different 

stakeholders. The findings help evaluate which communication sttategies, as outlined by 

the research, are relevant to facility management. The first part of research question two 

was: What communication strategies are used by facility crisis managers with different 
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stakeholders? RQ2a was a spotlight on which communication strategies were used with 

different stakeholders. The main results for RQ2a proved that the strategies that are most 

likely to be used in facilifies for different stakeholders were: to confront those who are 

releasing information about the crisis when informafion should be retained (attack), use 

the power ofthe organization to persuade an individual to resist releasing information 

about the crisis (intimidation), remind stakeholders ofthe positive aspects ofthe facility 

(bolstering), praise the stakeholder (praising others), and let the stakeholders know what 

is being done to ensure that there is not a reoccurrence (rectification). 

The first stakeholder was the govemment. The best example of this would be a 

university venue reporting to different school officials about an event. Another possible 

govemmental stakeholder would be if a certain venue was owned by the city and some of 

the stakeholders were officials from the city council. When dealing with a govemmental 

stakeholder, respondents were very likely to use four different communication strategies. 

The first strategy is to confront individuals who are releasing information about the crisis 

when it should be retained. This definition was the resuh of Coombs' (1995) attack 

strategy. This response suggests that if there is a person that is not authorized to speak on 

behalf of the facility then most respondents would confront that person about their 

behavior. During a crisis event, it is essential that the information from the facility is 

consistent and so it is understandable that the respondents would not want any 

unauthorized govemmental stakeholder releasing information. For example, during a 

crisis, a facility wants to present a sttong unified front and so all of those that are part of 

the facility would strive to present a reliable message to the stakeholder. If the message 
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was not cohesive, then the facility could appear weak in the time of a crisis. The response 

of clarification places this first strategy under the larger umbrella of a Nonexistence 

Strategy Coombs (1995). Nonexistence Strategies are those that seek to eliminate a crisis 

sittiation. In essence, by responding to this category the facility is attempting to eliminate 

the crisis for govemmental stakeholders. 

Another likely response was that the facility would tell the govemmental 

stakeholders about other possible areas of responsibility besides the facility. This is 

represented by Coombs (1995) sttategy of excuse. The excuse strategy is one that wants 

to avoid any negafive attributes to the organization. If the blame is put on someone else 

then the negative atttibutes can be avoided for the organization. This would aid in the 

management ofthe crisis if some ofthe blame can be alleviated from the facility. With a 

response of excuse, the facility is also falling into the larger category of what Coombs 

refers to as Distance Strategies, which seek to loosen the tie between an organization and 

a crisis event while acknowledging that the crisis occurred. Moreover, facilities are 

responding that when communicating with govemmental stakeholders that they would 

like to keep the organization in a positive light while admitting that there was a crisis. A 

possible explanation for this response could be that the venue may be in a position where 

a crisis blatantly occurred; therefore, the response would be to acknowledge the event 

while seeking to put distance from the event. 

The next strategy that was reported as very likely to be used with a govemmental 

stakeholder was to remind the stakeholder ofthe positive aspects ofthe facility. This 

would be categorized by Coombs (1995) as the sttategy of bolstering. Bolstering is an 
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Integration Strategy that attempts to remind the publics ofthe positive aspects ofthe 

facility (Coombs, 1995). Since this is an Integration Strategy, all sttategies within this 

category wish to gain approval from the public. Reporting this response is not surprising 

since it would be understandable for the facility to want to look favorable in the face of a 

crisis. Since much of what facilifies do is constantly in the lime-light, a popular concert 

for example, it is feasible that the public image would be very important. This public 

image is shaped by stakeholders and therefore every stakeholder is an integral part. 

Finally, the respondents also reported that they would let stakeholders know the 

actions to be taken to ensure there would be no reoccurring crisis. This is considered as a 

Mortification Strategy, which is a sttategy that tries to create acceptance for the crisis 

while gaining forgiveness from the public. The sttategy is called recfification and is used 

to take action against future reoccurrences. This response showed that the respondents 

would want to reassure govemmental stakeholders after a crisis has occurred within their 

facility. To the respondents, it might have been valuable to offer a response to the event 

and by reassuring the stakeholders that there are actions in place to avoid the same event 

a solution is being given to the problem. 

From the strategies chosen for govemmental stakeholders, the categories included 

were Nonexistence Strategies, Distance Strategies, Integration Strategies and 

Mortification Strategies. The only sttategy not included was the Suffering Strategy which 

portrays the organization as a victim along with the strategy of Corporate Apologia as 

defined by Hearit (2001). Both of these strategies portray the organizafion as the victim 

and ask for an apology. It is reasonable to assume that with a govemmental stakeholder 
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the venue would not want to appear weak and therefore the last two strategies would not 

be used. Each of these responses focused on putting the best face forward for the 

stakeholder and improving the overall negative aspects associated with a crisis at a 

facility. 

The second stakeholder that was targeted for RQ2a was the local community. For 

this particular stakeholder, it could include acttaal patton ofthe event but patrons ofthe 

event are a separate stakeholder, so it can include those attending the event but is not 

limited to those individuals. These stakeholders are more representative ofthe 

community in which the facility exists. The results for this particular stakeholder were 

somewhat similar to the previous stakeholder, but there were a few differences. The first 

strategy that was likely was confronting those individuals who are releasing information 

about the crisis when it should be retained also referred to by Coombs (1995) as attack. 

This is once again a choice by respondents, suggesting that if there is an unauthorized 

person speaking on behalf of the building the respondents do want the issue addressed. It 

is apparent that the venue would address those people within the community that were 

releasing false information. In addition, the response to this also suggests that since it is a 

Nonexistence Strategy that the venue would want to avoid the crisis when it came to the 

community as a stakeholder. This is not surprising since the community in which a 

facility is built could have a very strong reflection in the building and therefore avoiding 

a crisis would be beneficial to the facility. 

The second strategy that was reported was that they would use the power ofthe 

organization to persuade an individual to resist releasing information about the crisis. 
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This is referred to by Coombs (1995) as infimidation. An example of intimidation would 

be a possible law suit against the person releasing false information. Intimidation is also 

categorized as a Nonexistence Strategy. For this strategy, the results suggested that when 

dealing with the community they would try to persuade someone to avoid telling others 

about the crisis. This could be a very valuable tactic when dealing with a close knit 

community that gains information through an informal grapevine. If a key person in the 

local community were silent about the crisis it might be easier to manage. By ceasing to 

acknowledge the crisis for members ofthe local community, the respondents might be 

attempting to avoid negative publicity. It is understandable that they would want to keep 

quiet about the event for the community since they are possible patrons for the facility. 

For the local community it was also reported that the facility would remind 

stakeholders about the positive aspects ofthe facility known as bolstering (Coombs, 

1995). Just as with the govemmental stakeholders, the facility wants to make it apparent 

to the community that there are positive parts to the facility. By keeping a positive on the 

venue it might be easier for the community to forget about the crisis. This is 

understandable because if a crisis had occurred some ofthe first stakeholders to be 

affected would be the local community. It is essential to foster the relationships with 

these individuals because they are current or future pattons and support ofthe facility. 

Since this sttategy is an Integration Strategy, the venue is seeking public approval which 

is comprehendible because this stakeholder group is the local community. 

The next communication strategy that was reported as being likely to use with 

local community was letting stakeholders know the actions to be taken to ensure there 
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would not be a reoccurring crisis which is also the rectification strategy. For the 

community that supports the facility, it is imperative that the community is comfortable 

and tmsts the building so this response is not shocking. Assuring the local community 

that the facility wants to prevent future crises is obvious because without the support of 

the community the facility could stop bringing in support resulting in no more revenue. In 

addifion, since this strategy is considered part ofthe Mortificafion category this is the 

facility's way of apologizing to the community without looking weak since neither the 

suffering category was included or corporate apologia (Hearit, 2001). 

The third stakeholder outlined in the survey was the employees ofthe facility. The 

responses were similar to the previous two stakeholders. Those surveyed replied that they 

would confront those individuals releasing information about the crisis when it should be 

retained. Since this response represents an attack strategy, it is viable to assume that the 

facility would not want employees communicating about the crisis. This is a very valid 

response since those within the facility where the crisis occurred may have more 

knowledge about the crisis event than those who were not. The facility would be wise to 

confront those releasing private information, especially an employee who has more 

access to information. This is also a Nonexistence Strategy, which explains that the 

facility would not want the employee to acknowledge the event and release false 

informafion. In some cases this would be hard to control. Moreover, if there is a rather 

large facility and there are numerous employees that witnessed the crisis it would be hard 

to control what was said by each person. 
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Additionally, the results suggest that the respondents would use the power ofthe 

organization to persuade an individual to resist releasing information about the crisis. 

This strategy of intimidafion is not surprising since attack was used as well. It is plausible 

to assume that the organization would intimidate employees to resist releasing 

information. A possible example would be threatening an employee's job so that they 

would avoid discussing the crisis. This also being a Nonexistence Strategy is not 

surprising since attack was also used. The persuasion tactic is linked to any releasing of 

information without authorization. This is also an understandable choice for the 

employees of a building. Some ofthe details may need to be kept secret to help avoid 

negative repercussions for the organization. 

Another result from the research suggests that when dealing with employees of 

the facility that the other possible area of responsibility besides the facility would be 

pointed out, which is also known as excuse. This response is conceivable seeing as how a 

facility will more than likely value their employees instead of assigning blame. By 

choosing excuse, the facility is fostering the relationship with the employees. This is 

categorize as a Distance Strategy which could also work in favor ofthe employees 

because the employees might experience guih for the crisis and by establishing distance 

then the employees might not feel as responsible. 

In addition to fostering a relationship with the employees, the respondents 

reported that they would also remind them ofthe positive aspects ofthe facility. This 

strategy of bolstering seeks to also help soften the blow from the crisis sittaafion for the 

employees. By redirecfing their thinking to positive aspects, the facility is diverting the 
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thoughts ofthe crisis and is keeping the employees focuses on the positive which might 

retain workers. It is not surprising that the facility would want to remind the employees of 

the positive aspects ofthe facility since it might help to bolster more support from an 

insider. This Integration Strategy seeks to gain approval and therefore the facility wants a 

positive outlook and result from the employees. 

Respondents also reported that they were likely to praise the employees. This is a 

sttategy that is referred to by Coombs (1995) as praising others, which suggests that the 

anticipated target for the organization is praised. In this case the recipient would be the 

employee. This is also an Integration Strategy and therefore focuses on gaining approval. 

Approval from those that work within the facility is essenfial because if a venue has 

disgmntled employees then it will be hard to gain support from other stakeholders. This 

suggests that most ofthe respondents would try to encourage those employees who had 

done well during the crisis. By praising these individuals it might also help soften the 

blow ofthe crisis situafion because the employees might hold themselves accountable for 

the crisis although it might not be their fault. 

Finally, those surveyed also responded that they would let stakeholders know the 

actions to be taken to ensure there would not be a reoccurring crisis. Once again, the 

choice of this rectification strategy is a response that suggests that the respondents want 

to promote loyalty and understanding. They want to reassure the employees that things 

will be done to prevent the crisis from happening again. In addition, since it is a 

Mortificafion Strategy the venue is apologizing in a way. 
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The fourth stakeholder is the patron ofthe facility. This stakeholder has a 

different perspecfive than most. While in the facility during the crisis, they probably do 

not have as much exposure to the crisis as an employee. On the other hand, their exposure 

is much greater than the local community, for example. Once again, the results show that 

when dealing with these stakeholders they would confront individuals releasing 

information about the crisis when it should be retained. This attack sttategy is again not 

surprising since most ofthe responses have included this strategy. Moreover, with the 

local community and employees ofthe facility it is understandable as to why this 

response would be chosen. The facility wants to protect it's image and by stopping 

mmors with this Nonexistence Strategy, the venue stands a greater chance for recovery. 

When dealing with the patron, it is essential that those people in the facility are not 

frightened any further. Therefore, it is plausible to conceive that the response would be to 

talk to some ofthe stakeholders and evaluate if what they are saying is in fact the tmth. 

Since the patron is one of those who attends and could be a future attendee ofthe an 

event at a facility where the crisis occurred, it is clear that some people might leave with 

information that should be retained and therefore this response is likely. 

Respondents also responded that with this particular stakeholder they would be 

likely to persuade them by the power ofthe organization to resist releasing information 

about the crisis, which is once again the strategy of intimidafion. This response is also 

conceivable because the facility may not want all ofthe informafion about the crisis 

released. Since this falls in to the category of a Nonexistence Strategy, it is 
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understandable that like other stakeholders the patrons would also be convinced to not 

tell false stories about the crisis. 

Just as in the past responses, the results demonstrated that they would also remind 

the stakeholders ofthe posifive aspects ofthe facility. It is apparent by now that different 

venues like the idea of putting their best face forward like in this strategy of bolstering. 

By using this Integration Strategy, the facilities are attempting to gain support for the 

actions that have taken place. This further verifies that they wish to place the facility in 

the most positive light possible during an event. 

Just as with the employees ofthe facility, those that replied were very likely to 

praise the patron ofthe facility. This response is not surprising considering it is 

categorized as an Integration Strategy as well. This is an encouraging response that 

implies that facilities wish to praise those patrons that were present during an event and 

also those that are patrons ofthe facility in general. Praise could be a way to keep patrons 

loyal, encouraging them by praising them for handling the crisis. 

Finally, with patrons ofthe facility, the respondents would be likely to tell them 

what was being done to avoid a future occurrence. As with the other stakeholders, this 

rectification strategy is easy to comprehend because facilities want to respond and ensure 

people ofthe solufions to the problem. This is especially essenfial for patrons ofthe 

facility. Those are the individuals that continue to support the facility and the events 

inside. If they do not feel comfortable then the results could be detrimental for the facility 

resulting in a loss of income. That is why this sttategy in the Mortificafion Strategy is 

perceived as so essential for a venue and therefore included for most stakeholders. 
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The first strategy used for the last stakeholder, the media, is to confront those that 

are releasing information when it should be retained. It appears to be simply logical that 

attack would be included for the media as a stakeholder since they have such an impact 

on the news to which people are exposed. The media is the gateway to most information 

and therefore any confidential information would need to be kept quiet from others and 

so the media would have the power to do that. Since this is a Nonexistence Strategy, it is 

very clear that facilifies would like some aspects about the crisis, especially those that are 

false, to remain out ofthe news. It is rather difficult to avoid a crisis when the news is 

reporting that it happened. 

The facilities also responded that they would focus on the positive aspects ofthe 

facility. By using bolstering with the media, the positive things about the building are 

apparent, hopefully avoiding negative publicity. It is common from time to time for the 

media to report negative aspects about an event and so by using this Integration tactic the 

attention focuses on the good. 

It was reported that they would also praise the media. While at times it might be 

difficult to conceive praising an entity for reporting on a crisis, there can be instances of 

positive reporting that warrant praise. By praising the media, it is also a good way to keep 

the media happy and possibly a way to avoid negative publicity. 

Finally, as with all other stakeholders, the media would be reassured ofthe 

actions being taken to avoid a reoccurrence. The use of recfification is definitely 

warranted with this particular stakeholder since they will want answers for the news. By 

employing this strategy from the Mortification category the facilities are hoping for 
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acceptance and forgiveness. Once again, this proves that the respondents feel that 

explanations and reassurance are essential. Surprisingly the respondents did not reply that 

they would use infimidation. Since attack was used, it is plausible to accuse that 

intimidation would be used as well; however, it is fathomable to guess that respondents 

might have felt that using intimidation would have been to excessive for the media. After 

all, if the acfion was taken too far then the media could report the events to the public. 

Once again, the main results for RQ2a proved that the strategies that are most 

likely to be used in facilities for different stakeholders were: to confront those who are 

releasing information about the crisis when information should be retained (attack), use 

the power ofthe organization to persuade an individual to resist releasing information 

about the crisis (intimidafion), remind stakeholders ofthe positive aspects ofthe facility 

(bolstering), praise the stakeholder (praising others) and let the stakeholders know what is 

being done to ensure that there is not a reoccurrence (rectificafion). 

In addition to the five sttategies that were likely to be used, a Tukey HSD test 

helped reveal if there were any significant difference between there strategies that are 

likely to be used in conjunction with the five different stakeholders. The results found 

that there were significant differences for the following strategies: confront those who are 

releasing information about the crisis when information should be retained (attack), use 

the power ofthe organization to persuade an individual to resist releasing information 

about the crisis (intimidation), and praise the stakeholder (praising others). The 

differences for confronting those who are releasing information about the crisis when it 

should be retained were between employees ofthe facility and patrons ofthe facility as 
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well as between employees ofthe facility and the media. The differences in these suggest 

that there are certain stakeholders that may be targeted more often than others. By 

explonng these differences, facility managers can better identify which sttategies are best 

for each stakeholder. The fact that there are differences between employees ofthe 

facility, patrons ofthe facility and the media is to surprising because one would expect 

that there would be different ways to communicate to those stakeholders. For example, 

confronfing an employee ofthe facility would be very different than confronting a patron. 

The second sttategy that revealed differences was using the power ofthe organization to 

persuade an individual to resist releasing information about the crisis (intimidation). The 

first significant difference here was between the govemment and the employees if the 

facility. The second difference was between the local community and the employees of 

the facility. The final difference for this sttategy was between the employees ofthe 

facility and the media. Once again, the employees are involved in the differences in 

stakeholder response. This shows that perhaps the ways that a facility tends to 

communicate to their employees is different from other types of stakeholders. The final 

strategy that revealed differences was the sttategy of praise with differences between the 

govemment and the employees ofthe facility, between the local community and the 

employees if the facility, and between the employees ofthe facility and the media. All 

three of the stakeholders in this category seem to be the stakeholders that facilities would 

want to praise, those from the community, those that work in the facility and those that 

attend the event; however, there is a difference in these stakeholders with regard to this 

strategy. This could suggest that there is one stakeholder that is more targeted than others. 
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This is a valuable finding in that it shows that these are the stakeholders where there is a 

difference when conceming praise. All ofthe findings for this particular test are essential 

in supporting that certain stakeholders are communicated to differently; however, there 

are still several that are communicated to the same way. This result helps those in facility 

management see that some ofthe stakeholders may be treated differently and the results 

also show that a more general approach may be needed. This is evident in that there is a 

difference in some ofthe strategies with regard to certain stakeholders. While there may 

be specific ways to target each stakeholder group, establishing those is vital. 

It appears that the results for all ofthe different stakeholders concentrate on the 

preservation of informafion about the crisis; placing the facility in a favorable light by 

praising the stakeholders and offering complimentary facets about the facility and 

ensuring no reoccurrence ofthe crisis. The strategy of praising the stakeholders supports 

the step of positive image building from the Synthesis Model (Horsley & Barker, 2002). 

This step suggests that an organization build a positive relationship with stakeholders 

before the event happens. By responding that they would praise most stakeholders, the 

facilities are suggesting that they do want to maintain a good relationship with them. 

Furthermore, another step ofthe Synthesis Model (2002) was supported within the 

stakeholder response. The facilities reported that they wanted to preserve information 

about the crisis and tell stakeholders what was being done to avoid a future occurrence. 

This response is very similar to the step from the model that suggests that during a crisis 

the organization should report information in a timely and factual way and they should 

also prove that the problem has been fixed. By wanting to get the correct information out 
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and wanting to ensure that there is not a reoccurrence, the facilities are following an 

aspect ofthe Synthesis Model (Horsley & Barker, 2002). The Synthesis Model, from the 

different strategies, they are categorized into nonexistence strategies, integration 

strategies and mortification strategies. From the different definitions of each of these 

categories it is clear that facilifies wish to avoid the crisis, to gain approval for the crisis, 

and attempt to gain acceptance and forgiveness. It is evident from the repetition of these 

sttategies that when facilities encounter a crisis they want to make it as minimal as 

possible when dealing with stakeholders and also want to come up with answers and gain 

the acceptance from those stakeholders. The reason that the majority ofthe answers 

resulted in avoiding the crisis could be because each crisis is different and therefore the 

response will be different. For example, if the crisis is categorized by some facilities as 

relatively small then they would avoid the crisis instead of admitting that there was a 

crisis. It is also not surprising that the venues that responded wish to place their facility in 

a positive light. After any crisis, it is safe to assume that focusing on the posifive for the 

various stakeholders would be beneficial. Apologizing and asking for forgiveness were 

not responses that were very likely. According to Ware and Linkugel (2000), Apologia is 

a speech of self defense. Communicafion to defend the action of a facility that 

experienced a terrorist attack would not be needed and therefore Apologia is not always 

used. In addifion to Apologia, Corporate Apologia (Coombs, 1999) can be an extension 

ofthe mortification category. Although some ofthe results were strategies from the 

category of mortification, this particular extension deals with defense of actions and 

justificafion of a response. Jusfificafion would not be needed for every stakeholder and 
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every crisis especially those that had an extemal locus of control; therefore, it is plausible 

that the respondents would not use this sttategy for every crisis. Another reason that some 

facilities did not include these strategies could be that facilities do not want to appear 

weak to stakeholders. In order to overcome a crisis, some facilifies may feel that it is 

essential to remain strong resulting in the low response for apologizing and for 

forgiveness. Hearit (2001) cited Kmse (1981) who argued that three factors must be 

present to warrant an apologetic situation, there must be an ethical argument that there 

was wrongdoing. The primary motive for responding must be keeping the organization's 

image pure and it must be delivered by the organization in defense ofthe organization. 

According to this criteria, not every facility crisis could attest to fulfill all of these and 

therefore corporate apologia would not be an option for every situation. However, by 

offering a solution to the crisis, that is a way to apologize according to Coombs (1995). 

Therefore, apologies may need to be camouflaged as solufions and responses to the crisis. 

That was the facilities do not appear weak and the stakeholders get a valid response to the 

situation. It was surprising to find that the other strategies did not separate as a whole 

from the group. The other strategies were very close as to how unlikely or likely they 

were used and they were not used very likely or very unlikely. One ofthe reasons that the 

results may not be very specific for every different sttategy could be the fact that there 

are different crisis situations. All in all, the results for various strategies used with 

different stakeholders will improve the business of facility management. 

The second part of research question two dealt with the stakeholders and if there 

were specific communication strategies used for stakeholders depending on the different 
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facilities. RQ2b asked: Are there different communication strategies used for different 

types of facilifies? While the results were not significant, it is understandable because all 

ofthe facilifies are so diverse. According to O'Connor (2003), there is not one crisis 

solution for every organization. While the results from RQ2b found that there are not 

significant differences between the strategies used for stakeholders and different facilifies 

this can be encouraging to the business of facility management. If there is not a 

significant difference in strategies used then most facilities are either using or not using 

certain sttategies, which was clear from the results of RQ2a. This is a promising resuh 

because more standard communication strategies could be outlined when dealing with 

stakeholders. The different strategies need to be developed to a further extent to help 

facilifies follow a more generalized plan. While each crisis may be different and each 

facility may be different their response strategies might be able to be more closely related 

than originally anticipated. 

Discussion of Research Question Three 

Research question three asked: Who activates crisis management procedures in 

different types of facilities? The results for research quesfion three were not significant; 

however, there were some interesting findings conceming different facilitates and the 

person responsible for activating the crisis management plan. It was found that the 

facility categorized as other also reported a higher than expected result for the event 

manager being the one to activate the crisis management plan. This could be because 

some ofthe facilities that responded were smaller than most and the event manager was 
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sufficient enough to activate the plan. The second finding was that no one answered that 

the public relafions specialist was the one responsible for activating the plan in any ofthe 

facilities. As some ofthe crisis communication literattare suggests, during a crisis, event a 

person such as the CEO ofthe company is usually the key decision maker and that could 

be a reason why a public relations specialist was not chosen. In addition to this in facility 

management, a public relations person is usually not the one at an event that makes 

decisions. It is usually a team ofpeople or the director for the event or facility. A person 

in the position of public relafions is usually the one that handles the aftermath of a crisis 

situation. A rationalization as to why the results were not significant is because each 

facility defines the roles of their staff members differently. There was not a description 

given for the probable person who would activate the crisis management plan within the 

survey. While some ofthe titles may have been sufficient, it is possible that it was hard to 

decipher from the tide of a position who would respond to the crisis. While the results for 

the facility, as compared to the person responsible for activating the crisis management 

plan, were not forth coming; this proved that each facility and its employees are very 

diverse. 

In conclusion, the results from this study aid in the business of facility 

management but they also serve as a stepping stone for more in-depth studies within the 

discipline. As far as the channel of communicafion used within a facility during a crisis, 

radio was not surprising; however, it is a cmcial finding that for those facilities that were 

unsure others in the field are using this method of communication. Positive stakeholder 

relationships are essenfial to a successfiil company. Communicating with those 
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stakeholders is a key to building those relationships. As with any organization, the 

business of facility management is no different keeping stakeholders happy will result in 

a successful facility. The results from this study revealed that certain communication 

strategies are being used with stakeholders. It is imperative that these strategies are 

evaluated and they are used to foster those relationships. Finally, there is not within this 

research a certain individual for each facility that is responsible for activating the crisis 

management plan. The business of facility management should focus on establishing 

general criteria for such individuals and having general guidelines on who will activate 

the plan from each facility. This study showed that while there are differences in facilities 

and the way they respond to crisis, there are also similarifies. The goal of this research 

was to begin to develop general guidelines about crisis communication and facility 

management. While this research only touches the surface of a vast body of information 

it does serve as a liaison between merging two fields that should work hand in hand. 
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CHAPTER V 

LIMITATIONS AND FUTURE RESEARCH 

Limitations 

As with any research, there are some limitations for this project. The first, 

is that the survey did not allow for mulfiple answers for some categories. At times, there 

would be an other category marked and the answers within the box were just multiples of 

those answers already given as choices. While this is a limitation, the survey was 

originally constmcted to only include one choice so that the most general consensus 

could be reached to offer an overview ofthe results. 

In addition to this limitafion was the fact that the definition of a crisis situafion 

included in the survey was very broad. While this is a limitafion, this was a perceived 

limitation from the beginning; however, the definition included in the survey was kept as 

a brief definition so that general results could be found. 

A final limitation was the way that the stakeholder sttategies were phrased. While 

efforts were made to reword several strategies some were still confusing. Since the 

survey was composed of past strategies from communicafion literature; some ofthe 

terminology was unfamiliar to respondents. This may have resulted in some respondents 

not being able to answer as completely as possible. 
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Futtire Research 

There are several opporttinities for fiittire research. This is not a new field, but the 

way that the crisis communication literature relates to facility management is something 

new that has not been completely researched. For a fiittire sttidy, it would be beneficial to 

survey the same organization and focus on one particular crisis. While the purpose of this 

study was to explore general crisis communicafion it would be interesting to see how the 

respondents replied for a certain crisis. Using the nine categories outlined by Coombs 

(1999), it would be valuable to the organization of facility management to focus on one 

ofthe nine at a time to get more in-depth results for a particular facility. Moreover, a new 

study could focus on the different elements of control and intentionality outlined by 

Coombs and Holladay (1996) and how they relate to one ofthe nine categories of crisis. 

By researching this topic with more information, it might aid in establishing if there is a 

certain degree of control that is more common and if there is a crisis that is faced more 

often within facilities. The results from a certain type of crisis and a certain degree of 

control for facility management would assist in a more complete crisis communication 

response. 

Another future study could focus primarily on one type of facility to see if the 

results would be similar to those from this study since they would be on a smaller scale. 

If it was determined that certain facilities had the overall same results as the whole from 

this study, then a general crisis communication response strategy could be established. In 

addition, it would be interesting to change the scale to include a portion that is more 

quantitative to gain insight into actual crisis responses. 
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Seeger, Sellnow and Ulmer (1998) produced several different strategies to follow 

in establishing a pre-crisis plan. One of these steps is to idenfify areas of high risk. With 

the results from this study in regard to certain stakeholders more research could be added 

to a facility's pre-crisis plan by idenfifying those stakeholders that react unfavorably 

during a crisis. By identifying these stakeholders that are "high risk" to the facility and 

using the results found conceming strategies used to communicate with the different 

stakeholders the facilifies could have a pre-crisis plan established that outlines the 

communication strategies to be used with certain stakeholders. In addition, if an 

organization could identify certain stakeholders and their response to certain strategies, 

then using the Anticipatory Model (Olaniran & Williams, 2004) the facility could 

sttengthen their pre-crisis plan by outlining certain instances of enactment and how 

stakeholders would respond to certain actions. As well as what expectations those 

stakeholders have about communication during a crisis event. By including this in a pre-

crisis plan each facility might have a more positive response from stakeholders during a 

crisis event. By identifying these responses for certain stakeholders the facility would 

also foster a better relationship with them which is a step from The Synthesis Model by 

Horsley and Barker (2002). 

Moreover, it would be gratifying to break up the different stakeholder groups and 

condense the choices from the survey into a smaller list and research to see what new 

communication strategies we can add to communicating with a stakeholder during a 

crisis. This could be done by establishing a qualitative section within the measure. In 

addition, it would be interesting to give this measure in a pre-test and post-test manner to 

61 



see how answers change from before a crisis at a facility and immediately after a crisis at 

a facility. 

The fields of facility management and communication studies are two that seem 

to be interdependent. While this research opens the door to an innovative topic more must 

be done. As our world continues to face crisis situations, it is essential that more research 

is conducted to fiirther the communication used within the venues where the people ofthe 

world find the joy of entertainment. 
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APPENDIX 

CRISIS COMMUNICTION AND 

FACILITY MANAGEMENT 
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CRISIS COMMUNICATION AND 

FACILITY MANAGEMENT 

This survey is designed to collect informafion about the different communication 

strategies used during crisis sittiations at entertainment facilities. This research will help 

facility management by idenfifying the kinds of communications used during a crisis. All 

answers will be kept sttictly confidential and information regarding results will be 

available at a later fime. It will only take 10 minutes. Thank you for your participafion! 

For this survey the definifion of a crisis is any event that is outside ofthe realm of 

consistent operations for your facility and could potenfially jeopardize or tarnish the 

image of some aspect of your facility or the individuals inside. 

Please respond to all questions the way that your facility has in a past crisis or that the 
facility would respond in a crisis situation if a crisis has not been encountered. 

Demographic information, please check one: 

1. What is the approximate populafion ofthe city where your facility is located? 

Less than 5,999 
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6,000-20,999 

21,000-50,999 

51,000-75,999 

76,000-100,000 

100,000-249,999 

250,000-499,999 

500,000-1,000,000 

Over 1 Million 

2. How would you categorize your facility? 

Arena 

Stadium 
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Convention Center 

Amphitheater 

Performing Arts Theater 

Other 

3. Is your facility a university venue? 

Yes 

No 

4. Is your facility located outside the United States 

Yes 

No 
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For the following questions please consider your current pre-crisis plan. For this survey a 
pre-crisis plan can be defined as a prepared document of listed procedures or an agreed 
upon or anticipated, but unwritten, set of steps to be followed. Below please choose the 
answer that you feel is the most common for your facility's pre-crisis plan. 

5. The pre-crisis plan at your facility most closely resembles which ofthe following? 

A prepared document 

An unwritten understanding of what should be done 

Actions left to the discretion of a single individual in charge of crisis 

Actions left to the discretion of a group ofpeople in charge of crisis 

Other 

6. According to your pre-crisis management plan, who is responsible for activating the 

crisis management plan during a crisis? 

Facility General Manager 

Event manager 

Public relations specialist 

Head of operations 

Other (Please list) 
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7. According to your pre-crisis management plan how can the person responsible for 

activating the crisis management plan be reached during the event? 

Over a radio 

Public announcement system 

Phone calls 

Verbal messages through the management chain 

Other (Please list) 

8. According to the information in your per-crisis management plan, how do you activate 

the crisis management plan? 

Radio 

Public announcement system 

Phone calls 

Verbal messages through the management chain 

Other (Please list) 

70 



9. The best way to contact the building specific individuals during a crisis is by: 

Radio 

Public announcement 

Phone calls 

Verbal messages through the management 

Other (Please List) 

Questions 10-14 will ask about how you respond to govemmental agencies, the local 
community, facility employees, facility pattons, and the media regarding a crisis. Please 
use the following scale l=very unlikely , 2=unlikely, 3= not sure, 4=likely or 5=very 
likely. 

For the following questions please only consider govemmental stakeholders. 

10. When dealing with governmental stakeholders (University officials and/or other 

govemmental/municipal representatives) and a crisis is encountered the way you respond 

about the crisis to these particular individuals is: 

Retain information 
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Very Unlikely 1 2 3 4 5 Very Likely 

Offer no comment on the incident and explain why 

Very Unlikely 1 2 3 4 5 Very Likely 

Confront those who are releasing information (e.g. unauthorized employees) about the 

crisis when information should be retained. 

Very Unlikely 1 2 3 4 5 Very Likely 

Use the power ofthe organization to persuade an individual to resist releasing 

information about the crisis. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell stakeholders about other possible areas of responsibility besides the facility. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the crisis is not as negative as it appears. 

Very Unlikely 1 2 3 4 5 Very Likely 

Remind the stakeholders about the positive aspects ofthe facility 

Very Unlikely 1 2 3 4 5 Very Likely 
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Communicate to the stakeholders that the crisis is minimal compared to other situations. 

Very Unlikely 1 2 3 4 5 Very Likely 

Praise the stakeholders (e.g. offer some type of praise for the individual or the agency). 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell the stakeholders about the compensation the organization will make towards the 

vicfims. 

Very Unlikely 1 2 3 4 5 Very Likely 

Apologize for the incident 

Very Unlikely 1 2 3 4 5 Very Likely 

Ask for forgiveness from the stakeholders 

Very Unlikely 1 2 3 4 5 Very Likely 

Let the stakeholders know what action will be taken to ensure there is not a reoccurrence. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the organization is the victim. 

Very Unlikely 1 2 3 4 5 Very Likely 

73 



For the following questions please only consider the local community. 

11. When dealing with the local community (e.g. those individuals in your community 

not only those patrons who attended the event at your facility) as stakeholders and a crisis 

is encountered the way you respond about the crisis to these particular individuals is: 

Retain information 

Very Unlikely 1 2 3 4 5 Very Likely 

Offer no comment on the incident and explain why 

Very Unlikely 1 2 3 4 5 Very Likely 

Confront those who are releasing information (e.g. unauthorized employees) about the 

crisis when information should be retained. 

Very Unlikely 1 2 3 4 5 Very Likely 

Use the power ofthe organization to persuade an individual to resist releasing 

informafion about the crisis. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell stakeholders about other possible areas of responsibility besides the facility. 

Very Unlikely 1 2 3 4 5 Very Likely 
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Persuade the stakeholders that the crisis is not as negative as it appears. 

Very Unlikely 1 2 3 4 5 Very Likely 

Remind the stakeholders about the positive aspects ofthe facility 

Very Unlikely 1 2 3 4 5 Very Likely 

Communicate to the stakeholders that the crisis is minimal compared to other situafions. 

Very Unlikely 1 2 3 4 5 Very Likely 

Praise the stakeholders. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell the stakeholders about the compensation the organization will make towards the 

victims. 

Very Unlikely 1 2 3 4 5 Very Likely 

Apologize for the incident 

Very Unlikely 1 2 3 4 5 Very Likely 

Ask for forgiveness from the stakeholders 

Very Unlikely 1 2 3 4 5 Very Likely 
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Let the stakeholders know what action will be taken to ensure there is not a reoccurrence. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the organization is the victim. 

Very Unlikely 1 2 3 4 5 Very Likely 

For the following quesfions please only consider the employees of your facility. 

12. When dealing with employees of your facility and a crisis is encountered the way 

you respond about the crisis to these particular individuals is: 

Retain information 

Very Unlikely 1 2 3 4 5 Very Likely 

Offer no comment on the incident and explain why 

Very Unlikely 1 2 3 4 5 Very Likely 

Confront those who are releasing information (e.g. unauthorized employees) about the 

crisis when information should be retained. 

Very Unlikely 1 2 3 4 5 Very Likely 
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Use the power ofthe organization to persuade an individual to resist releasing 

information about the crisis. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell stakeholders about other possible areas of responsibility besides the facility. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the crisis is not as negative as it appears. 

Very Unlikely 1 2 3 4 5 Very Likely 

Remind the stakeholders about the positive aspects ofthe facility 

Very Unlikely 1 2 3 4 5 Very Likely 

Communicate to the stakeholders that the crisis is minimal compared to other sittaations. 

Very Unlikely 1 2 3 4 5 Very Likely 

Praise the stakeholders. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell the stakeholders about the compensation the organizafion will make towards the 

victims. 

Very Unlikely 1 2 3 4 5 Very Likely 
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Apologize for the incident 

Very Unlikely 1 2 3 4 5 Very Likely 

Ask for forgiveness from the stakeholders 

Very Unlikely 1 2 3 4 5 Very Likely 

Let the stakeholders know what action will be taken to ensure there is not a reoccurrence. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the organization is the victim. 

Very Unlikely 1 2 3 4 5 Very Likely 

For the following quesfion please only consider the patron of your facility. 

13. When dealing with the patrons of your facility and a crisis is encountered the way 

you respond about the crisis to these particular individuals is: 

Retain information 

Very Unlikely 1 2 3 4 5 Very Likely 

Offer no comment on the incident and explain why 
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Very Unlikely 1 2 3 4 5 Very Likely 

Confront those who are releasing information (e.g. unauthorized employees) about the 

crisis when information should be retained. 

Very Unlikely 1 2 3 4 5 Very Likely 

Use the power ofthe organization to persuade an individual to resist releasing 

information about the crisis. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell stakeholders about other possible areas of responsibility besides the facility. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the crisis is not as negative as it appears. 

Very Unlikely 1 2 3 4 5 Very Likely 

Remind the stakeholders about the positive aspects ofthe facility 

Very Unlikely 1 2 3 4 5 Very Likely 

Communicate to the stakeholders that the crisis is minimal compared to other situations. 

Very Unlikely 1 2 3 4 5 Very Likely 
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Praise the stakeholders. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell the stakeholders about the compensation the organizafion will make towards the 

victims. 

Very Unlikely 1 2 3 4 5 Very Likely 

Apologize for the incident 

Very Unlikely 1 2 3 4 5 Very Likely 

Ask for forgiveness from the stakeholders 

Very Unlikely 1 2 3 4 5 Very Likely 

Let the stakeholders know what action will be taken to ensure there is not a reoccurrence. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the organization is the victim. 

Very Unlikely 1 2 3 4 5 Very Likely 

For the following question please only consider the media. 

14. When dealing with the media and a crisis is encountered the way you respond about 

the crisis to these particular individuals is: 
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Retain information 

Very Unlikely 1 2 3 4 5 Very Likely 

Offer no comment on the incident and explain why 

Very Unlikely 1 2 3 4 5 Very Likely 

Confront those who are releasing information (e.g. unauthorized employees) about the 

crisis when information should be retained. 

Very Unlikely 1 2 3 4 5 Very Likely 

Use the power ofthe organization to persuade an individual to resist releasing 

information about the crisis. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell stakeholders about other possible areas of responsibility besides the facility. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the crisis is not as negative as it appears. 

Very Unlikely 1 2 3 4 5 Very Likely 

Remind the stakeholders about the posifive aspects ofthe facility 
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Very Unlikely 1 2 3 4 5 Very Likely 

Communicate to the stakeholders that the crisis is minimal compared to other sittaations. 

Very Unlikely 1 2 3 4 5 Very Likely 

Praise the stakeholders. 

Very Unlikely 1 2 3 4 5 Very Likely 

Tell the stakeholders about the compensafion the organization will make towards the 

victims. 

Very Unlikely 1 2 3 4 5 Very Likely 

Apologize for the incident 

Very Unlikely 1 2 3 4 5 Very Likely 

Ask for forgiveness from the stakeholders 

Very Unlikely 1 2 3 4 5 Very Likely 

Let the stakeholders know what action will be taken to ensure there is not a reoccurrence. 

Very Unlikely 1 2 3 4 5 Very Likely 

Persuade the stakeholders that the organization is the victim. 
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Very Unlikely 1 2 3 4 5 Very Likely 
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