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ABSTRACT 

 

The purpose of the study was to evaluate the employee‟s perception of crises 

communication preparedness at the Kenya Airports Authority (KAA). The objectives 

of the study were to; evaluate the crises communication preparedness at KAA; 

examine the prescriptive steps put in place by KAA for communication during crises; 

find out the availability and utilization of crises communication personnel at KAA; 

and identify the best practices for crises communication preparedness existing at 

KAA. The study adopted descriptive research design. The target population was 850 

employees of KAA working at the headquarter offices in Nairobi. The study used 

stratified sampling technique to select a sample size of 85 employees from the target 

population. A questionnaire was used to collect primary data which was analyzed 

using the Statistical Package for Social Sciences (SPSS) version 23.0. The study 

found that KAA is adequately prepared to communicate during crises at 77%, 

complete with a communication plan at 80% and structures and procedures to help 

detect crises and mitigate their impact at 73%. Further, the study established that 

KAA has prescriptive steps put in place including structures for reputational 

management at 75%. The personnel within these structures were trained and charged 

with the task of managing crises at 71%. The study concluded that KAA has an 

elaborate crises management plan, however, it had not undertaken any drill or mock 

crises to test the capacity of the procedures, structures and trained personnel in place. 

The study therefore recommended that the procedures, structures and array of 

preparedness put in place to manage crises should be regularly tested through drills or 

mock crises to ensure effectiveness of the range of capabilities to manage crises. 
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CHAPTER ONE 

 

INTRODUCTION AND BACKGROUND TO THE STUDY 

 

Introduction 

 

Crisis communication preparedness is very critical for all the organizations. 

According to Regester and Larkin (2005), no organization, whether financially 

successful or not, can be immune to crises. Crises are events that cause or have the 

capacity to greatly damage an organization (Coombs, 1999). Crises pose a great 

challenge, beyond a corporate organization‟s current resources and adapting 

mechanism (James & Gilliland, 2013). Therefore, crisis communication preparedness 

is a necessary tool needed to reduce the adverse consequences of any crisis situation 

(Charles, 2012). 

 
A crisis can threaten an organizational goals because it is an unexpected event 

that creates uncertainty (Dardis & Haigh, 2009). This is critical for an organization 

like KAA. As the organization charged with the mandate of managing all the airports 

in Kenya, including East Africa‟s premier entry-port, Jomo Kenyatta International 

Airport (JKIA), KAA has seven functions: (1) Administer, control and manage 

aerodromes; (2) Provide and maintain facilities necessary for efficient operations of 

aircrafts; (3) Provide rescue and firefighting equipment and services; (4) Construct, 

operate and maintain aerodromes and other related activities; (5) Construct or 

maintain aerodromes on an agency basis on the request of any government 

department; (6) Provide such other amenities or facilities for passengers and other 

persons making use of the services or facilities provided by the Authority as may 

appear to the Board necessary or desirable; and (7) Approve the establishment of 

private airstrips and control of operations thereof (www.kaa.go.ke). 
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With such critical functions, it is thus important for KAA to not only manage 

any crisis efficiently and effectively, but also to communicate the management of any 

crisis in such a way that is perceived by all the external publics as effective and 

efficient. This is the only way the organization can maintain a credible corporate and 

brand image in the eyes of the many external publics. It is therefore assumed that in 

the wake of the recent fire tragedies of August 2013, KAA has put in place not only 

measures to manage such tragedies and crisis, but it has also initiated a 

communication process that will help in managing information before, during and 

after crisis (Coombs, 2010). This, according to Harrison and Gordon (2007), mitigate 

any reputational and image damage of an organization. 

 
This study therefore evaluated how prepared KAA is to communicate crisis 

before, during and after the crisis. Presented in this chapter is the background to the 

study, problem of the statement, purpose and objectives of the study, research 

questions, and justification of the study. The chapter also provides the significance, 

justification, the scope, limitations and delimitations, and assumptions of the study. 

Last but not least, the chapter provides definitions of key terms used in this study. 

 
Background to the Study 

 

Despite the number of crises that KAA has faced in the recent past, Halimu 

(2007) indicated that airports in Kenya are well-equipped in fire-fighting and their 

disaster management capacity was effective. Halimu, however, noted that the capacity 

was only limited to certain areas of the airports. Mokaya and Nyaga (2009) on the 

other hand asserted that many disaster response initiatives in Kenya are tailored to a 

specific purpose, not coordinated, and of short-term nature, majorly taking the form of 

emergency relief services to the most-affected areas. Mokaya and Nyaga (2009) 

further stated that KAA has personnel that can handle air disasters, especially in the 
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major airports, but further lamented that it appeared that their readiness for 

communication in all the airports was greatly inadequate and that this was worsened 

by the fact that in Kenya, resources are allocated more to relief and restoration 

operations as opposed to prevention. This presented a great limitation for the 

government and other stakeholders in crises delimitation. 

 
Lando (2014) in a study of a number of crises in Kenya, including the 

Westgate attack of September 2013, corroborated the crisis preparedness. However, 

Lando argued that the reason why most organizations like KAA fail to mitigate the 

effects of crises is not a lack of crisis management plan (CMP), but a failure to 

incorporate a crisis communication plan (CCP) in their CMP. Lando‟s assertions 

underscore the place of communication in crisis management, but most importantly 

points to the fact that any agile organization must have a crisis preparedness plan that 

has both CMP and CCP. 

 
In looking at how organizations are prepared to handle crisis, we have to 

broadly address what the CMP is and then explore the CCP and consequently 

operationalize crisis communication preparedness. Gainey (2010) pointed out that 

“Crisis management proposes strategies and processes for preparing for, preventing, 

responding to, managing, recovering from, and learning from crisis events” (p. 9). 

Lando (2014) noted that a CMP includes “crisis response drills, evacuation plans, and 

standby machines/generators” (p. 1) which are all designed to handle crises. 

According to Coombs and Holladay (2006), crisis management is designed to ease the 

destruction a crisis can exert on an institution and its publics during a crisis episode. 

 

Coombs (2012) provided a three stage model of crisis management plan. The 

first stage is the pre-crisis stage which is divided into three sub-stages of signal 

detection, prevention, and crisis preparation; stages that take all the possible proactive 
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approaches to prevent crises. These are actions to be performed before the occurrence 

of a crisis and it essentially means that an organization must have the potential to 

detect all the possible crises. 

 
Coombs‟ (2012) second stage is the crisis stage where a trigger event sets the 

crisis in motion and this stage is characterized by crisis recognition and crisis 

containment. Lando (2014) argued that “appropriate communication to stakeholders at 

this stage is crucial” (p. 9). Therefore, it is not just about managing and containing the 

crisis at this point, but most importantly about communicating to all the stakeholders 

as a way of managing the image and brand reputation of a corporate organization in 

the wake of a crisis. The current study focused on how KAA is prepared to 

communicate in the event of a crisis at this particular stage where communication to 

the external publics is important. 

 
Coombs‟ (2012) third stage is the post crisis stage which entails actions in 

post-crisis that help the organization better prepared for the next crisis, and efforts 

here are geared towards making “sure the stakeholders are left with a positive 

impression of the organization‟s crisis management efforts, and check to make sure 

that the crisis is truly over” (p. 9). This third stage also underscores the place of 

communication in crisis management and heightens Lando‟s (2014) assertion that 

there cannot be a successful CMP without a CCP. In other words, if KAA was to 

experience any crisis the third stage would not be successful without communication 

unless KAA has a plan to implement the third stage and all the activities in the third 

stage are communicated effectively and on a timely basis to all the stakeholders. 

 

Lando (2014) described a CCP as details not only of the steps an organization 

will take to handle a crisis but an elaborate plan on what kind of information and 

when it should be released as well as how and who will release the information. With 

 

4 

Daystar University Repository

Library Archives Copy



 

 

 
such a plan an organization avoids conflicting purveyance of information to the 

public. It also helps eliminate negative public perception by different stakeholders 

that may be occasioned by confusion on how and who communicates to the public 

and when. 

 
Every time an air related disaster occurs, issues related to the country‟s state 

of airports and their disaster readiness are raised. Issues on the efficiency of 

equipment as well as availability of effective facilities at the airports are raised 

(Okungu, 2006). More often than not these questions are raised not because the 

airports are ill equipped to handle crisis, but because the communication that has 

accompanied earlier crises have not inspired any confidence. Lando (2014) for 

instance, noted that the public praised the security forces and particularly Kenya 

Defense Forces (KDF) after the September 21, 2013 Westgate Mall attack in Nairobi. 

But this praise degenerated into blame, insults, and expressions of betrayal when the 

communication from the government became chaotic and contradictory. 

 
Evidently, the failure was not so much about the crisis preparedness and 

management, even though the attack was a novelty in Kenya. But about the manner in 

which the government communicated to the different stakeholders in the third stage of 

crisis management. It is thus important to find out whether corporate organizations 

have instituted CCP and whether they have a prepared communication strategy on 

what, when, where, who, why and how to communicate during a crisis. The current 

study evaluated the perception of KAA employees as to whether the organization has 

a CCP, given its strategic position as the corporate organization that handles the major 

airports in the country in the wake of international terrorism and international safety 

standards. 
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According to Ombok (2013), KAA has been through several crises. In early 

August 2013, a major fire broke out at the JKIA, causing the closure of the airport and 

severe damages to the terminal. Ombok (2013) continued to state that it took fire 

fighters almost five hours to contain the fire. JKIA which is the major gateway for 

horticultural products exported by Kenya, generating 90 billion Kenya shillings as 

foreign exchange earnings per year was at the risk of tarnishing its image as an 

insecure gateway for foreign investors to perform trade. After the incident, KAA 

continued to give statements to the media that gave a knee jerk response which was 

perceived as a lack of crisis communication preparedness. 

 
It was evident that in this crisis, KAA gave statements to the media that were 

incomprehensive; an indicator that crisis communication preparedness was missing 

(Ombok, 2013). Given the magnitude of the crisis and many others that have affected 

KAA and other aviation related industry players like the Kenya Airways (KQ) and the 

Kenya Civil Aviation Authority (KCA) one hopes that these organizations have learnt 

that it is not enough to just prepare for crisis, but to also prepare for how to 

communicate during the crisis. It is against this background that this study evaluated 

the crisis communication preparedness at the KAA. 

 

Statement of the Problem 

 

Mukaria (2013) stated that rapid increase in traffic of travellers had put a strain 

on existing capacity at KAA which heightened the need for enhanced safety measures 

and better crisis management plans, to ensure security, safety and stakeholder 

confidence. Obwaya (2010) established that the KAA‟s communication plans, 

facilities and personnel could not handle a large-scale disaster. Obwaya concluded 

that the airport urgently needed to formulate a comprehensive crisis management plan 

and comprehensive crisis communication preparedness among its 
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staff. In the last few years, major crises have been witnessed including a fire crisis in 

August 2013 that caused damages to a terminal and closure of the airport; a blast 

outside the Nairobi Java House cafe at JKIA, and in 2012 the government VIP 

Lounge at Moi International Airport was burnt down (Mulama, 2016). 

 
These incidences led to the tarnishing of the corporate image and reputational 

damage not because KAA failed to manage the crisis, but because they failed to 

communicate comprehensively and in a manner that inspires confidence among the 

many stakeholders (Mulama, 2016). With a number of studies pointing to the lack of 

crisis communication preparedness as the main reason why corporates are affected by 

crises at both the reputational and financial level (Lando, 2014; Mulama 2016; 

Obwaya, 2010), one expects that over the years KAA and many other corporates have 

addressed this problem and instituted crisis communication preparedness. As 

functions of corporate communication media relations and crisis communication are 

fairly novel in Kenya and Africa and that is why scholars have decried the dearth of 

the three stages of crisis communication in how major corporates including the 

government have handled the major crises in Kenya like the Westgate (Lando, 2014; 

Mokaya & Nyaga, 2009; Mulama, 2016; Obwaya, 2010). But with the increase in the 

sentences of crises in the last one decade, one would expect a more proactive way of 

dealing with crisis and is on this basis that the researcher chose to conduct this study 

and address issue of crisis communication preparedness at KAA. 

 

Purpose of the Study 

 

The purpose of this research was to evaluate the employees‟ perception 

of crisis communication preparedness at KAA. 
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Objectives of the Study 

 

1. To evaluate the employees‟ perception of crisis communication preparedness 

at KAA. 

 
2. To examine the prescriptive steps put in place by KAA for communication 

during a crisis. 

 
3. To find out the availability and utilization of crisis communication personnel at 

KAA. 

 
4. To identify the best practices for crises communication preparedness existing at 

 

KAA. 

 

Research Questions 

 

1. What were the employees‟ perceptions of crisis communication preparedness 

at KAA? 

 
2. What were the prescriptive steps that had been put in place by KAA for 

communication during a crisis? 

 
3. How available and utilizable were the crisis communication personnel at KAA? 

 

4. What were the best practices for crises communication preparedness existing 

at KAA. 

 
Justification for the Study 

 

Airports are like small cities or towns. They have hotels, restaurants, shops, 

and financial services. All of this infrastructure and employees, contractors, tenants, 

and the general publics who access airports are exposed to a lot of dangers and 

potential hazards that can take place (Stambaugh, 2009). In the event of such 

disasters, costly financial implications are incurred, additionally; the economy suffers 

since tourism as a source of foreign exchange earnings is affected. The world has 

always been connected to air travel and therefore when an airport is faced by crisis, a 
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need for information causes massive inquiries from many categories of stakeholders. 

Most importantly, airports are considered fixed properties which are vulnerable, 

costly to replace, and difficult to renovate on being damaged. 

 
By conducting this study, a great understanding of the preparedness capacity at 

KAA will be realized and the study may be used to enhance or to advance the existing 

mitigation framework strategies at airports within the country, and if such strategies 

are applied, potential chances and effects of disasters will be minimized. Since the 

crisis communication and preparedness frameworks are still at the infant stages in 

Kenya (Mokaya & Nyaga, 2009), it is anticipated that this research will contribute to 

the crisis communication preparedness and fill the gap occasioned by dearth ok 

knowledge on how corporate organizations are prepared to communicate during crisis. 

 

 

Significance of the Study 

 

According to Ulmer, Sellnow, and Seeger (2011), there is a need for effective 

crisis communication understanding. Therefore, the findings of this study will 

enhance practice at KAA and the management will gain insights on the level of crisis 

communication preparedness within the organization and most importantly the 

mechanism in place of executing the prepared plan. The study is likely to offer useful 

information on which KAA can benchmark against standard practices in crisis 

communication during a crisis. It will be of importance not only to those working in 

the field of crisis communication management, but also to government corporations in 

helping them prevent loss and damage in the event of a crisis. This is because 

“planning for crisis management is the key to corporate survival” (Regester & Larkin, 

2008, p. 206). 
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This study has revealed the strong and weak areas of the existing crisis 

communication readiness abilities at KAA and has recommended strategies that can 

be applied to enhance the effectiveness of institutions that operate in places that are 

crisis prone. The study might be used to enhance or to advance the existing mitigation 

strategies at JKIA and if such strategies are applied could minimize the potential 

effects of airport crises. In addition, the study is likely to add to the existing body of 

knowledge in corporate communication and more especially in the area of 

communication during a crisis and how communication fits in within the broader 

CMP. This study might also influence state owned corporations to come up with crisis 

communication policy. 

 
Assumptions of the Study 

 

This study was conducted with the following assumptions: 

 

1. That KAA had a structured crises communication preparedness plan, given 

the many instances of crises they have experienced. 

 
2. That KAA had dealt with crises in the past and the fact that studies have pointed 

out a gap in crisis communication during crisis has compelled KAA to institute 

a crisis communication preparedness plan which needs to be evaluated. 

 
3. That KAA employee would avail themselves and cooperate in providing 

accurate and truthful information for the study. 

 

Scope of the Study 

 

The study evaluated crises communication preparedness at KAA by collecting 

information from staff based at the headquarter offices in Nairobi. The study covered 

only the corporate communication, marketing, human resource and any other relevant 

departments at KAA that were involved in crisis management. The focus was on how 
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the personnel in these departments, the facilities and the procedures that were laid 

down and prepared to communicate before, during and after the crises. 

 
Limitations and Delimitations of the Study 

 

The KAA employees were fairly guarded in giving information on how 

prepared they are to handle crisis and to some extent they were also concerned about 

how the different stakeholders might react to the information. The researcher 

delimited this by making it clear that the purpose of the study was academic and 

assured the management the findings were intended for generation of knowledge and 

where possible improvement of policy and not for the tarnishing of reputation. The 

researcher also assured KAA officials and respondents of confidentiality and that the 

data obtained would only be used for academic purpose. 

 

Definition of Terms 

 

Crises communication: According to Cornelissen (2011), crises 

communication refers to taking charge, occurrences and operations in an organization 

in a version that guarantees confidence to stakeholders that their interests are taken 

care of make sure that the organization is compliant with the safety, social and 

environmental regulations. In this study, crisis communication describes a continuous, 

long-lasting process of communicating instant messages to the general public. 

 
Stakeholder: Refers to persons who can impact or can be impacted by the 

realization of an organization‟s objectives. In this study, stakeholder refers to KAA 

investors, employees, managers‟ and the government (Cornelissen, 2011). 

 
Crisis preparedness: According to Stanton (2002), the term refers to having a 

communication design for planning and responding to happenings in day-to-day 

business activities, organizational communities and making employees know and 

respond to the particular requirements of a crisis situation. In this study crisis 
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preparedness will stand for having a contingency plan with information about how to 

react to emergency. 

 
Organization: Refers to the individuals that are managed to pursue and meet 

collective goals (Cornelissen, 2011). 

 
Crisis management: This describes the stages of strategic planning for a crisis 

situation, an activity that eliminates some of the risk and their negative consequences 

and thereby enabling the organization to determine its destiny (Banks, 2011). The 

study will maintain this meaning. 

 
Crisis: Refers to an unforeseen occurrence that on taking place interferes with 

the expectations of an organization‟s stakeholders and can severely affect its 

performance outcomes (Coombs, 2010). The study will apply this term to refer to any 

happening that negatively interferes with the smooth operations of an organization 

(Coombs & Holladay, 2010). 

 
Summary 

 

This chapter has introduced the study, provided its background, its statement 

of the problem, its purpose, objectives, research questions and assumption`s. The 

study has also been justified in this chapter, its significance highlighted, the 

limitations the study faced and delimitations presented and the definition of terms. 

The next chapter will provide the literature review. 
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CHAPTER TWO 

 

LITERATURE REVIEW 

 

Introduction 

 

This chapter reviews relevant literature on crisis communication preparedness 

in the corporate world. The sources reviewed herein include studies on crisis 

communication and crisis communication preparedness. The chapter also discusses 

the theoretical framework, empirical review, general literature review, and conceptual 

framework. 

 
Theoretical Framework 

 

The study was anchored on Coombs‟ (1995) situational crisis communication 

theory and Weiner‟s (1986) attribution theory. These two theories are discussed in 

details here in after and their relevance in this study explained. 

 
Situational Crisis Communication Theory (SCCT) 

 

This theory offers direction for organizations to predict how stakeholders view 

and respond to a crisis regarding the threat posed to the reputation of an organization. 

According to Coombs (2006), perceptions of an organization‟s stakeholders indicate 

the most suitable strategies an organization employs to respond to a crisis to protect its 

reputation. SCCT comprises three elements including the crisis condition, crisis 

response mechanisms and a framework for matching the crisis condition and crisis 

response mechanisms (Coombs 2007). Understanding a crisis condition helps a crisis 

manager to select the most suitable reaction to a crisis. Heath and Coombs (2006) 

indicated that SCCT attempted to create understanding, to provide explanation and 

offer prescriptive steps for crisis communication. On his part, Coombs (2007) 

observed that the first action in a disaster is to insulate stakeholders from damage and 

not to protect reputation. Key to this insulation is ethical operation and an 
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organization must commence its operations by employing communication to solve 

stakeholders‟ physical and psychological issues. Communication is applied to inform 

stakeholders on what can be done so as to remain insulated from the dangers a crisis 

poses. In the context of the current study therefore, the theory holds that in Crisis 

Management Plan an organization must focus not only on managing the crisis, but 

also communicating to the stakeholders in such a way that insulates them from 

damage. 

 
Information on a crisis and the corrective steps being instituted is applied to 

manage the threat of a crisis. However, adjusting information indicates the concern for 

the stakeholders and a constituent for handling the psychological threat. It is after 

doing this that an organization begins to focus to its attention to its reputation. SCCT 

is based on attribution theory, which argues that individuals have to understand the 

situations they face, particularly those that occur suddenly and unexpectedly. This 

understanding would then inform how an organization like KAA communicates 

during a crisis to stakeholders in such a manner that shows them that the organization 

is in control and consequently, these stakeholders would attribute the success in 

managing and containing crisis to an organization‟s dynamism. 

 
Therefore, in communicating in such a proactive manner an organization can 

be perceived as an organization that understands and is in control of a crisis situation. 

This implies that KAA can win over its stakeholders during crisis, not only because of 

how they manage crisis, but also because of how they communicate to all stakeholders 

but more so to the management about crisis, this undeniably calls for a CCP. 

 

 

Situational crisis communication theory comprises primary and secondary 

strategies used in response to a crisis. These strategies are used to mend the 
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reputational damage and to mitigate the negative impact and to insulate against 

stakeholders‟ harmful behavioral intentions (Coombs, 2007). The primary crisis 

response strategies are categorized into three groups comprising the denial, diminish 

and rebuild categories. on the other hand, secondary crisis response strategies are 

classified into one single class referred to as bolstering strategies. Coombs (2007) 

stated that these strategies intend to achieve three aims that comprise framing the 

crisis responsibility, altering perceptions of the concerned organization and delimiting 

the negative impact occasioned by the crisis. 

 
In the context of the current study, the crux of the matter is how KAA had 

prepared itself to respond at the primary level? What are the steps and procedures put 

in place for communication in crisis? And who will communicate what in denying a 

crisis where there is none, diminishing a crisis where there is one and ultimately 

rebuilding after the crisis has been contained. At the secondary level the onus was on 

the current research to evaluate the measures that KAA had put in place bolster the 

corporate image, brand reputation and stakeholder‟s satisfaction. These measures 

should be looked at in terms of who will be responsible for framing, altering 

perceptions and delimiting negative perceptions, when, where, how and with what 

tools of facilities including media platforms. 

 
The major limitation of the SCCT includes the absence of a more 

comprehensive contextual and semiotic description of the communicative roles 

(Coombs & Holladay, 2010). Coombs and Holladay argued that choosing the correct 

communicative response strategy and describing the crisis responsibility is crucial. 

 
Attribution Theory 

 

Attribution theory is a social-psychological theory that tries to describe how 

individuals understand events, particularly the reasons for their occurrence (Coombs, 

 

15 

Daystar University Repository

Library Archives Copy



 

 

 
2010). Used within the context of crisis the theory provides an understanding of how 

individuals attribute responsibility on the basis of little evidence and tending to blame 

a particular individual involved in a situation (Coombs, 2010). The theory offers the 

justification of the connection between the different variables involved in SCCT 

(Coombs, 2007). In doing so provides a framework for ensuring that at different 

stages of crisis communication there are measures including communication measures 

that will mitigate the apportioning of blame to the organization in crisis. 

 
The attribution theory compliments the SCCT by advancing the variables that 

explain why an organization must focus on both managing and communicating crisis. 

Whereas SCCT stretches the idea of managing and communicating the management 

of crisis, the attribution theory explains how that kind of management and 

communication of crisis is significant in maintaining reputation. In other words the 

management and communication of the handling of crisis helps an organization to 

leave little or no room at all for anyone to apportion blame to the organization and in 

so doing the success in handling the crisis if communicated well will positively 

impact the reputation of an organization. 

 
In the context of the current study therefore, the attribution theory holds that in 

a CMP, an organization must focus not only on managing the crisis, but also on 

communicating to the stakeholders in such a way that it insulates them from damage. 

 
Weiner (1986) stated that if an event results into a negative outcome, people 

will seek reasons for that negative outcome. This agrees with assertions by Lando 

(2014) who blamed the runaway crisis, during the Westgate attack of 2013, on poor 

communication by the government and the multiagency response that did not have a 

communication plan or any sort of crisis communication preparedness. According to 

Weiner (1986), a good CMP must have a good CCP that ensures that during any 
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crisis KAA responds to crisis and communicates during crisis from a perspective of 

stability, locus and controllability in order to make the public and stakeholders draw 

judgments that would not tarnish the reputation and image of KAA. 

 
The perspective of locus investigates whether the cause of a happening is in 

the actor which is internal or in the condition which is external. And therefore, an 

organization like KAA must have a crisis communication plan that would be executed 

in such a way that addresses the perspective of locus such that the stakeholders are not 

left to make an understanding of KAA that is based on little or their own evidence. In 

simple terms, this theory advocates for a situation where KAA is at the forefront of 

giving enough and timely information during crisis to shape perception among the 

different stakeholders (Weiner, 1986). 

 
On the other hand, stability dimension looks at whether the cause of an event 

is constantly present, that is stable, or changes over time and situation that is unstable. 

This suggests that if stakeholders perceive the cause of a crisis event to be constantly 

present and of harmful effect to the operations of the organization, they would have a 

very poor perception of the organization. While on the other hand an organization 

with changing crisis situation which they seem to be handling quite well without 

disruption will be perceived to be doing well. 

 
On its part, the controllability dimension investigates if the actor can influence 

causes that decide the result of an event, that is controllable or if these causes cannot 

be influenced by the actors, that is, uncontrollable. In the context of the current study, 

that entailed finding out the extent to which KAA had in place measures that would 

help the organization communicate the fact that even during crisis they had control 

over the situation given the preeminent role of KAA in the aviation industry (Coombs, 

2007). 
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In the context of this study, the attribution theory informs that the causal 

attributions that stakeholders draw about a crisis create feelings about the 

organization. These feelings will influence stakeholders‟ future associations with the 

organization. Therefore, for KAA to have fruitful corporate future associations with 

its stakeholders, it must institute within its CMP a comprehensive CCP. Given that 

KAA has been hit by a number of crises in the past, the study used the attribution 

theory to find out the crisis communication preparedness measures that KAA had put 

in place to ensure that attributions drawn from its handling of crisis were favorable to 

its corporate reputation as noted by Coombs and Holladay (2012). 

 

General Literature Review 

 

Crisis Communication Preparedness 

 

Reich, Bentman, and Jackman (2017) in their guidebook for crisis 

communication argued that communication during crisis must deal with the media. 

Therefore, an organization that is prepared to communicate during crisis and 

ultimately manage the crisis must address four key aspects as far as the media is 

concerned. First, the organization must “make the ongoing crisis management process 

visible to the media” (Reich et al., 2017, p. 27). This calls for having a designated 

spokesperson to handle the media at all times. Therefore, crisis communication 

preparedness in a parastatal like KAA would entail having an elaborate plan on who 

communicates to the media. 

 
Secondly, when handling crisis an organization must “make sure that only 

information that has been subjected to at least a preliminary verification process is 

publicized” (Reich et al., 2017, p. 27). This critically calls for a preparedness structure 

that would ensure that this verification is done on a timely basis. Time during a crisis 

is vital given that most stakeholders are likely to be in distress and any delay in 
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dissemination of information is likely to cause a vacuum that can be filled with 

credibility damaging information. The need for preparedness to verify information 

and churn out the right information that would minimize the damage to the 

organization‟s trustworthiness cannot be overemphasized. This sought to find out to 

what extent KAA had a mechanism in place to facilitate the minimization of the 

damage to its trustworthiness. 

 
Thirdly, an organization‟s crisis preparedness must make sure that the 

reporters‟ questions are answered (Reich et al., 2017). The spokesperson must avoid 

bargaining, evasions and “no comment” answers all of which may create an 

impression that there is something to hide. Lastly, crisis communication preparedness 

needs to have a mechanism that would help an organization monitor both the legacy 

and social media (Reich et al., 2017). This will help the organization to correct errors 

and distortions of messages in real time. 

 
A publication by Deloitte (2015) pointed out that “organizations need a range 

of capabilities to manage crises effectively, including a clear command of structures, 

effective information management, and common situational awareness and 

transparent communications” (p.2). Deloitte further argued that crisis simulation is a 

demonstrated technique for developing and testing the range of capabilities an 

organization has put together using life-like scenario models. This therefore means 

that crisis preparedness and the preparation to communicate during crisis need to be 

enacted based on the potential crises and how they will be handled. Mock handling of 

crises through drills and simulations are therefore very central in crisis preparedness 

as a basis for testing the effectiveness of the procedures and range of capabilities put 

in place. 
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Crises produce highly stressful situations. In order to mitigate or minimize the 

impact in the event of a crisis and prepare for the unexpected, organizations practice 

crisis management. Fearn-Banks (2011) noted that “Crisis management is a process of 

strategic planning for a crisis, it is a process that removes some of the risk and 

uncertainty from the negative occurrence and thereby allows the organization to be in 

greater control of its own destiny” (p. 9). Fearn-Banks (2011) further noted that crisis 

preparedness includes crisis communications, which is “the dialogue between the 

organization and its public prior to, during, and after the negative occurrence” ( p. 9). 

 
In order for crisis management to be effective, crisis communications 

preparedness should not only aim to “alleviate or eliminate the crisis,” but also 

minimize damage as much as possible and thus “bring the organization a more 

positive reputation than it had before the crisis” (Fearn-Banks, 2011, p. 9). From a 

corporate communication point of view, the management of crisis is not enough and 

an organization in crisis should also focus on communicating in a manner that can 

easily communicate that the same organization is managing the crisis effectively and 

in the interest of all the stakeholders. Lando (2014) also affirmed this when she 

argued that most organizations manage to deal with crisis, but their failure to prepare 

for effective communication during and after crisis remains the biggest problem as far 

as the corporate image of such organizations is concerned. 

 
Logan (2016) for instance emphasized the importance of an effective response 

to a crisis when he argued that “an organization‟s response to a crisis is often as (or in 

some cases more) impactful on that organization than the crisis itself. Logan further 

advocated for a communication preparedness plan that would ensure that the 

organization not only deals with the crisis, but also communicates in such a way that 

the way its handling of the crisis earns the organization plaudits from the 
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stakeholders. Giving steps for handling crisis within the credit industry, Logan (2016) 

argued that an organization must prepare to communicate during crisis by instituting a 

plan that would ensure the following six steps are followed and adhered to. First the 

organization must select the right spokesperson for different crises. The person 

speaking must have the requisite understanding of the area affected by the crisis. 

 
Secondly, the organization must plan on how to provide immediate response 

during a crisis. Good planning would help an organization frame narratives about how 

it will manage crisis, define what is known, what is being done and update the public 

periodically in such a way that would establish credibility. 

 
Third, an organization must plan on how it will identify the cause and 

communicate the same and confirm that the cause has been isolated. In most cases 

organization are good at identifying the cause, but rarely do they communicate the 

same and such lack of communication of the cause and the handling of the cause 

portend serious risks to the organization‟s image and may dent the credibility moving 

forward. 

 
The fourth step involves articulating response during crisis and doing this in 

such a way that the public is not left with a gap which they can fill with their own 

speculative narratives that may be bereft of facts. To this end, an organization must 

outpace the other sources of communication in this era of social media and clearly 

explain plan of action and the timeline to resolve the crisis. Lando (2014) argued that 

a corporate organization must plan beforehand who will communicate, when, where 

and on what. 

 
Fifthly and organization must express sympathy to the affected shareholders 

and lastly address plans to prevent future occurrences. The place of communication in 

these steps cannot be overemphasized and it is important that even as organizations 
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plan to manage crisis they plan to communicate crisis and the current study looked at 

how prepared KAA was in communicating during crisis. 

 

Indicators of Crisis Preparedness 

 

According to Fearn-Banks (2011), indicators of crisis preparedness include crisis 

management and crisis communication. Therefore, looking at KAA, the current study 

narrowed down to how prepared it is to communicate during crisis. In essence, even 

the absence of a crisis communication plan itself might be the beginning of lack of 

crisis communication preparedness. But in cases where it exists, the focus would be 

on how the organization has put in place personnel, structures and procedures that 

would aid effective communication during a crisis. In other words, the crisis will be 

managed. Communication of the management about the crisis is critical and what the 

this study was seeking to find out was whether KAA had preparedness to 

communicate. 

 

Fearn-Banks (2011) stated that “research shows that organizations with a crisis 

management and/or crisis communications plan come out of a crisis with a more 

positive image than companies without such a plan” (pp. 9-10). This is a guide to 

follow when a crisis occurs and has to be in place prior to a crisis happening. The 

spontaneous nature of a crisis makes it completely impossible to fully prepare for all 

emergency situations. Although emergency communication is reactive, emergency 

planning must be proactive and if it is then the communication during emergency 

must also be proactive and planned for. According to Hayes, Hendrix, and Kumar 

(2013), “the public relations staff must monitor trends and detect potential issues to 

anticipate and prepare for issues that may explode into the public agenda” (p. 346). 

But even as they do these, they must plan for how they will be communicating when 

certain issues explode. The key indicator of crisis communication preparedness would 
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therefore be a plan on how the identified and anticipated issues that are likely to 

explode to crises are going to be communicated and by who and when and where in 

the event that crisis occurs. 

 
Crisis management plan involves having a crisis management team in place. 

Zdziarski, Dunkel, and Rollo (2007) noted that “an important part of the crisis 

management strategy is the creation of a team of people who are charged with the task 

of handling the response in an actual crisis situation” (p. 56). The crisis management 

team in an organization consists of organizational staff in leadership roles or with 

communications responsibilities. The tasks and duties of the teams should be clearly 

defined in order to avoid confusion in the event of a crisis. To achieve these goals, 

team members need a clear understanding of their jurisdiction and authority, the 

protocol for activating the team, and the initial activities involved in managing any 

crisis (Zdziarski et al., 2007). 

 
The crisis management team should communicate on a regular basis so their 

priorities and responsibilities remain clear and aligned. The responsibilities, according 

to Zdziarski et al. (2007), include: developing pre-crisis contingency guidelines; 

gathering critical incident information; analyzing crisis information; developing crisis 

management strategies; making crisis management decisions; communicating with the 

organization and community; and reporting to organization management. Using all 

these are aspects of CMP, the researcher of this study sought to come up with an 

indicator to measure whether KAA had crisis communication preparedness plan in 

place. The study borrowed from Lando (2014) and noted that for all these CMP 

aspects. Therefore KAA was expected to have a CCP enshrined in the mentioned 

CMP aspects and that the CCP must detail not only the seven responsibilities as 
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captured by Zdziarski et al. (2007), but also clearly show what would be 

communicated by who, to who, when, where and how. 

 

Crises Affecting Organizations 
 

Coombs (2007) explained that there are three different types of crises that 

affect an organization including accidents, transgressions, and terrorism. These crises 

are also classified into three groups of crisis responsibility comprising the victim 

group, where the threat posed to organization‟s reputation is mild, the accidental 

group, where the threat posed to reputation is moderate as seen in accidents, and the 

intentional group, where a severe reputation threat is caused (Coombs, 2004). 

Accidents are unintentional and occur in the course of normal activities of an 

organization and are due to events such as defects in products and acts of nature. 

Accidents are further classified into natural disasters including earthquakes, drought, 

hurricanes, epidemics, and human-related errors like workplace injuries, product 

defects and accidents in industries. The victim or accidental crises pose a moderate 

threat to reputation (Coombs, 2004). 

 
The value of the classification between an accident and a natural disaster is 

due to the fact that people are less likely to blame and negatively respond to natural 

disasters than to error caused by human beings. People know that natural disasters 

cannot be avoided, unlike accidents which they expect an organization to be ready to 

adapt to and therefore some accountability on behalf of the organization is vital 

(Coombs, 2004). Accidental crisis conditions are in overall random and unintended 

leading to associations of limited company responsibility (Coombs, 1995). 

Organizations belong to the class of transgressions if actions are intentionally taken by 

companies which put members of the public at risk of harm (Coombs, 2007). Further, 

the transgression category of crisis happens if an organization ignores or 
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violates regulations, incurs human-error that leads to accidents (Coombs, 2004). 

Examples of transgressions include consciously selling defective or harmful goods, 

hiding safety guidelines from authorities, violating regulations and refusing to give 

earned awards business customers. 

 
Coombs (2007) indicated that a transgression causes internal locus and 

controllability attributions because of the intentional trait of the action. Mortification 

restoration tactics which comprise acceptance of guilt and begging for forgiveness are 

attempts for transgressions since they accept responsibility and work to prevent the 

crisis (Coombs, 2007). Terrorism activity is another category of crisis that puts partial 

blame on the company which refers to deliberate steps taken by external actors which 

directly harm the company leading to harm to employees or customers or indirectly, 

like decreasing sales or interrupting the production schedules (Coombs, 2007). 

 
In attempting to gain understanding of effective crisis reactions, the life cycle 

and crises categories provides structures for designing appropriate crisis response. 

Weiner (2006) stated that crises are a threat to a company‟s identity and reputation 

and its capacity to run its operations. Eventually, a company requires reacting 

appropriately. Coombs (2006) continued to state that one main responsibility of a 

crisis manager in a company is to keep its existing positive elements of a reputation 

insulated from corruption by the negative elements that a company a crisis condition 

in the whole life cycle of the crisis. 

 
For instance, when Chase bank had a crisis that had originated from a tweet 

which was ignored by the company the bank experienced extensive damage due to a 

false tweet that got them into a financial crisis and reputational damage that caused 

them to close down for a while. If such a crisis was to hit another bank now, they 

would probably take a different approach and have a senior officer, respond on a very 
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timely moment and with relevant content and on an effective media platform. 

Therefore, in looking at crisis communication preparedness the focus will be on how 

KAA will react to the crises black spots they have flagged and preparedness or lack 

thereof will depend on whether the communication angle is appended to the CMP. 

 
The effective and efficient communication of a crisis by an organization with 

the stake-holders will lessen negative perceptions and threats to the organization‟s 

reputation and image (Veil et al., 2011). Organizational reputation is strongly 

intertwined to the organizational identity: the central, stable and characteristic image 

of an organization (Whetten & Mackey, 2002). The public‟s perception of an 

organization can depend on how well that organization was prepared for a crisis when 

it hit and this preparation can only be discerned if communicated. If an organization is 

unprepared when a crisis occurs, there may be two levels of the crisis, the actual 

incident or event that occurred and then when the organization is unprepared, a second 

crisis occurs as they scramble to respond to the original crisis (Murray & Shohen 

1992). Crisis management is not only an emergency preparedness plan, but it involves 

thinking and planning for a wide range of crises and their impact on organization‟s 

reputation and their stakeholders (Mitroff, Diamond, & Alspaslan 2006). This requires 

communication preparedness during crisis. 

 

Best Practices for Crisis Communication 

 

Best practices in a crisis are the agreed-upon practices which are effective in 

crises management and ethical (Coombs, 2010). Coombs continued to state that that 

the appropriate crisis communication norm is to respond urgently, precisely and 

constantly. Failure to urgently react renders others give information that can lead to 

framing on how the crisis will be deemed by stakeholders (Coombs 2010). This 

creates room for others to control the crisis (Brummett 1980). Accuracy and 
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consistency should serve to develop credibility amidst the crisis. Coombs observed 

that lack of consistencies causes confusion and renders a crisis manager to look 

incompetent (Coombs, 2010). 

 
Other researchers advise that an organization should choose and maintain a 

main spokesperson, develop associations and goodwill with members of the public 

and the media, appreciate errors, consider public perceptions and feelings, build and 

train a crisis management team, carry out crisis simulations, communicate the 

organization‟s message in a clear and concise manner, honestly demonstrate concern 

and sympathy, update stakeholders and the public on recovery attempts and asses 

crisis management and pick lessons from the experience (Covello, 2010; Vigso, 

2010). 

 
Covello (2010) further indicated that relationships with the media and a risk 

communication framework should be designed early enough. A briefing book should 

be prepared early enough with appropriate responses to the constantly asked questions 

by reporters” and that responses to these queries should be done in accordance with 

the principles of message mapping (Covello, 2010). 

 
Heath (2006) advised that demonstrating honesty and transparency, fulfilling 

the media needs and being accessible and committed to serving are the first and 

appropriate source of information, and providing messages of self-efficacy all 

comprise what he deems to be best practices for handling and communicating in 

crises. 

 
Appropriate crisis communication is also dependent on a spokesperson‟s or a 

leader‟s communication skills. Covello (2010) indicated that effective leaders in a 

crisis listen to, appreciate and respect the concerns, anxieties and uncertainties of the 

key stakeholders, maintain calmness and take charge and own the crisis issue, are 
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readily accessible, continually look for opportunities to repeat the prepared key 

messages; acknowledge uncertainty; as well as seek, engage, and make extensive use 

of support from credible third parties. 

 

Understanding Crisis Cycle 

 

Examining a crisis‟s lifecycle helps one to make sense of the progressions it 

makes throughout its occurrence period. All crises have a beginning, middle, and end 

and take a similar pattern, even though their lifecycle may vary (Botan & Taylor, 

2004). Crises advances through a series of five steps that comprise its life cycle and 

each of the steps require a different type of response from an organization (Crable & 

Vibbert, 1985; Sturges, 1994). 

 
The first step is the potential status where hints begin to emerge about a 

potential crisis. For example, in the case of Toyota Company, it will be where the first 

sign of an accelerator pedal sticking or not working appropriately. Before a crisis 

materializes, there are signs that show. If these signs are noted early enough, a 

company can mitigate the negative outcomes. Weiner (2006) noted that the majority 

of crisis cases occur the moment an organization fails to detect a problem early 

enough and commence to formulate appropriate step to handle the issue. 

 
The crisis breakout or imminent state is the next stage where the causative 

factor triggers a crisis to erupt, which often occasions financial, physical and 

emotional trauma to a company and its stakeholders. According to Sturges (1994), this 

is the stage where many people start to understand the significance of the crisis and 

become committed in managing the issue. 

 
When a crisis has just occurred, it is a widely accepted agenda of conversation 

that is often promoted by the media (Coombs, 2007). In this stage, the information on 

the crisis is spread in a large scale. At most times, this is when an organization 
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responds upon assessing the situation and considering options. Also in this stage, 

rhetorical attempts comprise monitoring the rhetorical condition to determine how the 

company will respond to counter the issue (Hoffman & Ford, 2010). A problem gets 

to critical state when individuals start to take sides (Crable & Vibbert, 1985). The 

authors further observed that at this critical level, an organization‟s publics start to 

come forward in raising their views such as formulating a policy. 

 
The dormant stage is the fifth stage where a decision is taken on a crisis 

(Crable & Vibbert, 1985). In the event of a crisis, there may be accusations and 

counter-accusations, demonstrations, questions, litigious activities and consistent 

media coverage that prolong the crisis impact (Sturges, 1994). One of the main 

objectives of managing a crisis is damage limitation, prevention of negative elements 

in the relationship between a company and stakeholders (Sturges, 1994). It is 

necessary to keep all stakeholders updated with accurate, effective and productive 

information to guarantee a positive reputation among stakeholders. Together with 

updating a company‟s stakeholders through the life cycle of a crisis, Sturges stated 

that the company reaps big if its reputation and identity remains positive irrespective 

of the type of crisis it is facing. The rhetoric a company selects as a crisis response is 

also an important factor towards an organization‟s effective movement through a 

crisis. 

 
Message Framing and Use of Crisis Plans 

 

The image repair theory by Benoit (1997) provided five strategies for restoring 

an image and for understanding the image restoration message. These strategies 

comprise evasion of responsibility, denial, delimiting the effects of the crisis, 

corrective steps and mortification. Because image restoration strategy mainly focuses 

on the message element, it clearly implies that image restoration concerns appropriate 
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communication. Communication is deemed to be key in restoring an individual‟s or a 

company‟s image. By employing communication, a company enables others to gain 

understanding and determine its image via the formation of individual‟s experience 

which leads to the interpretations people attach to the organization (Kessadayurant, 

2011). 

 
In a crisis communication preparedness plan, coordination is key implying that 

plans and preparations are formulated to mitigate a disaster and also to be used in the 

event one occurs. Such plans must include everybody in an organization in terms of 

allocating duties to persons identified to be involved in the event of a disaster. The 

team should be ready all the time to be able to respond immediately should an 

emergency occur (Salvano, 2002). 

 
Further, Salvano (2002) stated that an emergency team should be facilitated 

with the necessary resources besides professional training. In the absence of disaster 

readiness, emergence response and recovery operations will not be effective. A 

framework for making decisions and coordinating action plans and responding must 

be put in place in order for emergence operations to be successful. According to ISDR 

(2008), the resources needed in an emergence situation comprise food, housing, 

medical intervention, a communication framework, logistics system, counsellors and 

social workers. 

 
In crisis communication preparedness, the main objective should be to have 

systems that are acceptable to all stakeholders and also implementable with the 

material and manpower resources in place (Salvano, 2002). Too-ambitious emergence 

plans with insufficient resources are a recipe for failure in the event of a disaster and 

in the eyes of the public, the credibility of the organization will be soiled. Therefore, 
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in crisis communication preparations, adequate, fully committed and ready resources 

are key (Salvano, 2002). 

 

Understanding the Stakeholders 

 

The study was geared towards examining how KAA utilizes the resource of 

communication in image restoration and building after a crisis. Kessadayurant (2011) 

therefore concluded that understanding stakeholder‟s in building their reality towards 

the image to be restored is key. 

 
Using the stakeholder approach, Laurat (2005) opined that the broad 

stakeholder is almost anyone because every individual with a stake in a company must 

be deemed relevant. In light of this, it will be prudent for the researcher to shed light 

on how KAA brings on board all stakeholders in the event of a crisis. This view 

includes all relevant stakeholders independent of the relationship they have with the 

organization (Kessadayurant, 2011). This underscores the importance of an all-

inclusive approach to the communication process in the wake of a crisis. This study 

builds on this by seeking to explore whether KAA brings all stakeholders on board 

whenever a crisis strikes. 

 
Empirical Literature Review 

 

Mukaria (2013) conducted a quantitative survey to assess understanding and 

the level of compliance to international Airport emergency readiness standards by 

Wilson Airport in Nairobi. The study revealed that information on disaster 

management was not effectively transmitted to all stakeholders and this led to poor 

coordination in the event of emergencies. Further, a descriptive study by Obwaya 

(2010) on strategies for disaster risk mitigation at JKIA indicated that material and 

personnel resources could not manage a disaster of large-scale. 
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In a quantitative study by Cooper (1998) to investigate the factors contributing 

to Airport accidents, it was identified that generally, poor management and 

infrastructure were the leading weakness and the main factors in airport accidents. 

Cooper suggested that the best way to mitigate accidents in airports was by allocating 

the right people to the right places, training of employees on crisis management and 

preparedness and enabling departments associated with management of ports to be 

professional in carrying out their operations. 

 
Kapoor (2009) did an exploratory research in the aviation sector which was 

restricted on disaster risks and preparedness. Among the recommendations of the 

study were that in case of a disaster, a set of operations should be activated to first 

meet the urgent requirements of the affected, their rehabilitation and the restoration of 

any system that might have been interfered with. Kapoor‟s study further suggested 

that recovery actions should involve restoring essential life-support parts to operating 

standards and providing the public with counselling, information, health and safety 

education. 

 
In a similar study, Fema (2006) asserted that once a disaster has occurred, 

certain procedures have to be followed as uncoordinated response can worsen the 

situation and that standard rules and policies should control the process of normalcy 

recovery, and should be instituted in advance, tested, and verified beyond doubt. 

Fema‟s study found that the majority of the respondents at 73% indicated that in a 

crisis communication risk preparedness plan, coordination is a very important 

component and that preparedness plans are put in place for disaster prevention and for 

implementation once a disaster happens. Further, 68% of the respondents indicated 

that risk preparedness plan must allocate duties to everybody involved in disaster 

mitigation and all stakeholders and lastly that those mandated with disaster mitigation 
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should be ready always so that in the event of an emergency, they can respond 

immediately. 

 
A comparative study by U.S. Fire Administration and National Fire Data 

Centre (2007) was conducted on disaster preparedness at airports in Africa and the 

developed countries. The study established that that 88% of developed nations, 

disaster preparedness measures were always in place in most airports and this led to a 

tremendous reduction of the impact a disaster incident can cause. However, the study 

noted that in Africa and other developing nations, 77% of the airports did not have 

sufficient preparedness measures in place. The study concluded that the magnitude 

and severity of the airport disasters in developing countries varied depending on the 

level of preparedness. In a survey conducted by Smedegaard (2013) to assess crisis 

response of Statoil, besides coverage of the attack by the media found that a many 

stakeholders were of the opinion that organizational management should have 

insulated the facility better to avert the crisis. 

 
A qualitative study was conducted by ISDR (2003) on fire disaster 

preparedness and recovery plans at JKIA. The study concluded that the important part 

in disaster preparedness and recovery planning is making those in a threat of a disaster 

aware of what they should do in case of a disaster and that for effective disaster 

response and recovery plans, stakeholders should know what to do and how to do it in 

case of a disaster. 

 
A quantitative study was conducted by Widener and Gunte (2007) on crisis 

communication of the Exxon Valdez oil spill that occurred in the coast of Alaska in 

1989. It was assessed as a comparative backdrop for BP‟s crisis communication after 

the 2010 oil spill in the Gulf of Mexico in U.S. territory. Findings indicated that 

Exxon failed to observe the essential best practices and that Exxon‟s first reaction was 
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not in time. However, Exxon failed to take a proactive approach, discouraging 

government laws on oil transportation, observing that it was not necessary and 

potentially dangerous. Johnson and Sellnow (1995) indicated that accountability is 

key in maintaining a positive reputation. It was thus clear that Exxon failed to take 

responsibility for the crisis and employed unethical crisis communication tactics 

comprising blaming, denial, justification and responsibility evasion. 

 
Conceptual Framework 

 

Figure 2.1 is a conceptual framework that demonstrates the key study areas 

and how the different variables and concepts relate as framed in the study. The 

dependent variable here is communication during a crisis and it is dependent on the 

CMP and the intervening variables of CCP as demonstrated in Figure 2.1. The figure 

also shows that there are two antecedent variables of the KAA top management and 

planning and the corporate communication and crisis management expertise. 

 

Interdependent Dependent  
 

KAA management  
and planning 

 
 
 

 

Corporate 
Communication 

during a crisis 
Communications and  

crisis management  
 
 
 
 

 

Crisis Crisis Communication  
management             preparedness (CCP)  
plan (CMP) 

 

 

Figure 2. 1: Conceptual Framework  
Source: Researcher (2019) 
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Discussion 

 

The conceptual framework shown in Figure 2.1 that is based on Coombs and 

Holladay‟s (2012) model explains how the top management is involved in 

communication during crisis. Generally, it is the image that an organisation portrays 

outside there that of the top management communicating. In this case, any 

communication, whether good or bad, is attributed to the top management and at 

KAA. The top management has delegated the function of corporate communication 

and its attendant sub functions of communication during crisis to a team of 

professional experts in the field. 

 
Thus, the independent variable of corporate communication and crisis 

management has the antecedent variable of KAA top management and the extent to 

which this department functions in communication preparedness is dependent on the 

top management which also has the option of communicating during crisis to the 

stakeholders directly without the corporate communication department. The 

independent variable of corporate communication and crisis management as a 

department has the two intervening variable of Crisis Management Plan (CMP) and 

Crisis Communication Preparedness (CCP) and even though KAA can communicate 

directly during crisis based on the CMP, this current study will focus on how KAA 

has instituted CCP within its crisis management plan based on the discussed 

indicators of crisis preparedness. 

 
This conceptualization of the process, if followed to the hilt with a 

comprehensive CCP, would provide a level of satisfaction for stakeholders by giving 

attributions to crisis hence creating a positive image and reputation for the 

organization. With effective crisis planning and corporate crisis communication 

expertise, KAA is able to effectively manage a crisis and communicate in the event of 
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a crisis and this is not only dependent on CMP, but a well prepared CCP that would 

enhance effective communication during the crisis and create the desired effects 

among the different stakeholders. 

 
Summary 

 

The theoretical framework guiding the study, empirical review, the general 

litereature review and the conceptual framework have been presented in this chapter. 

The research methodology is discussed in the next chapter. 
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CHAPTER THREE 

 

RESEARCH METHODOLOGY 

 

Introduction 

 

Mugenda and Mugenda (2012) described research methodology as a 

systematic approach of addressing a research problem. In this chapter, the researcher 

discusses methodology used to evaluate the crisis communication preparedness at 

KAA. The chapter provides a detailed discussion of the research design, population, 

sample size and sampling method. Also discussed in this chapter are the data 

collection instruments, data collection procedure and ethical considerations that will 

be made in the study. 

 
Research Design 

 

The study utilized the descriptive research design which is suitable in this case 

as the study described and evaluated the perception of crisis communication 

preparedness as the current state of affairs at KAA without manipulation variables 

(Babbie, 2002). The suitability of the descriptive research design is further 

corroborated by Mugenda and Mugenda (2003) who argued that it is the best 

procedure when a study seeks to gather data to address questions regarding the current 

state of the subject under study. It refers to the type of research question, design, and 

data analysis that will be employed in a given topic. In this case, descriptive design 

provided the framework of the crisis communication preparedness at KAA and helped 

in the evaluation of crisis communication preparedness (Robson, 2002). 

 

Population 

 

Population describes the specific collection of cases that the researcher aims to 

study (Neuman, 2003). This study‟s population comprised all the KAA employees 

irrespective of their position. According to the KAA Human Resource Department 
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(2016), the total, number of employees at KAA was 2250. This number was the 

population of this study. 

 
Target Population 

 

Cooper and Schindler (2003) defined target population as a group of elements 

on which the researcher intends to draw inferences. For this study, the target 

population was all the 850 KAA employees working at the head office in Nairobi 

(KAA Human Resource Department, 2016). 

 
Table 3. 1: Target Population  

Department No. of Employees 

Technical and IT 136 
Communication 104 

Human Resources 85 

Marketing 98 

Customer Care 97 

Strategy and Innovation 90 
Finance 85 

Corporate Affairs 76 

Risk Management 79 

Total 850 

Source: KAA Human Resource Department (2016)  
 

 

Sample Size 

 

Mugenda and Mugenda (2003) explained that a sample size entails the 

members from the population that who are accessible and chosen to represent the 

study population with the required characteristics. For any meaningful descriptive 

study, 10-30% of the target population is enough to be a sample size (Mugenda & 

Mugenda, 2003). In the current study, 10% of the target population was used as a 

sample resulting to 85 respondents. 

 
Sampling Techniques 

 

Kothari (2008) stated that characteristics of a good sample size should be a 

true representative of the sample, viable in the context of funds available and results 

from the sample study can be replicated. Sampling techniques can be categorized in 
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probability  sampling or non–probability  sampling. The current study  applied a 

 

probability  sampling  which  gave  all  the  850  employees  an  equal  and  non-zero 

 

opportunity of being part of the study (Glinger, Morgan, & Leech, 2009). Therefore, 

 

the researcher used stratified random sampling technique to select 85 employees out 

 

of the 850 target population. 

 

Stratified sampling ensured the researcher represented the overall population 

 

and all the departments at KAA given that information of crisis preparedness should 

 

be known by all the internal publics. The researcher got a sampling frame that had the 

 

names of all the employees in all the nine departments and from each department 

 

selected 10% of the employees using a simple random selection method. The first 

 

employee and every fourth employee was selected until the 10% threshold was met. 

 

In some of the departments  like technical and  IT,  most of the names that  were 

 

randomly sampled were not available and the response rate was less than the 10% 

 

threshold target. The table 3.2 presents the tally of employees sampled from each 

 

department. 

 

Table 3. 2: Sample Size  

Department No. of Employees 
Sample 

Selected   

Technical and IT 136 14 
Communication 104 10 

Human Resources 85 9 

Marketing 98 10 

Customer Care 97 10 

Strategy and Innovation 90 9 

Finance 85 9 

Corporate Affairs 76 7 

Risk Management 79 8 
   

Total 850 85 
   

Source: KAA Human Resource Department (2016)   
 
 
 
 
 
 

 

39 

Daystar University Repository

Library Archives Copy



 

 

Data Collection Instruments 

 

Research instruments are tools used in data collection. This study employed 

questionnaire as the research instrument. The researcher used the questionnaire to 

collect quantitative data from the general employees while secondary data from 

literature was used to explain and corroborate the findings. A questionnaire is defined 

as a collection of questions provided to the sampled respondents (Mugenda & 

Mugenda, 2003). Questionnaires are best used in case study research (Robin, 2002) 

where a large group of people give their attitudes, feelings, thoughts, observations 

among others and this informs the researcher‟s choice of using questionnaires as a 

research instrument. The questionnaire was structured and therefore only elicited 

numeric responses. 

 
The questionnaire reflected all the variables in the study and their attendant 

indicators as discussed in chapter two. Also, the participants‟ general information 

(demographic profile) was included. This study used closed ended questions in the 

questionnaires. Closed ended questions provide greater uniformity of responses and 

will be easily processed for inferences (Babbie, 1999). 

 

Data Collection Procedure 

 

Before data collection, the researcher obtained permissions from the 

authorities including Daystar University, National Commission for Science, 

Technology and Innovations (NACOSTI), and KAA. The researcher administered the 

questionnaires herself. Self-administered of questionnaires was employed thus the 

researcher adopted „drop and pick up method‟. But before leaving the respondents 

with questionnaires to fill, the researcher explained to the respondents the purpose of 

the study and what was required of them. The researcher and the respondents had a 
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mutual agreement on the appropriate time to pick fully filled questionnaires and it was 

within the time schedule of the study. 

 
The researcher randomly distributed questionnaires to the employees of the 

KAA. Prior to the distribution of questionnaires, the researcher did a routine visit to 

KAA headquarter offices in Nairobi, introduced herself, and consulted with the 

administration of KAA for the possibility of distribution of the questionnaires to their 

employees. The questionnaires were randomly distributed among employees to be 

filled and were collected at an agreed time. 

 

Pretesting 

 

Robson (2002) described the pretesting process as the testing of one‟s 

research tools with respondents who match the respondents to be involved in the 

actual study. In this study, Kenya Ports Authority corporate department was used to 

pretest the questionnaires. The pretest helped to avoid any ambiguity of the questions 

and ensured that the tools were valid and reliable. This was to ensure fairness and 

rationality in ascertaining the study. This facilitated the researcher to ascertain if the 

proposed research tools would provide objective, reliable and valid results. 

 
Validity and Reliability of Research Instruments 

 

Cohen and Morrison (2007) asserted that validity of qualitative data can be 

addressed by the depth, honesty, richness and scope of the data realized. According to 

Mugenda and Mugenda (2003), validity is the extent to which a tool of a research 

measures what it ought to measure by asking the right questions, and how accurate 

and meaningful the references made from findings are. Validity may be improved 

through careful sampling and appropriate instrumentation of the data (Orodho & 

Kombo, 2000). In this study, validity and reliability was established by pretesting the 
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instruments on a population of a like nature that was under evaluation. This was 

achieved through random sampling from a different similar parastatal. 

 

To ensure reliability of the data collection instruments, a long or short period 

of time between the pretest and actual study was avoided by selecting an appropriate 

time scale for the study, checking on the number of items being studied and training 

the research assistants. However, the researcher involved the invention of moderators 

to accompany the research assistant during data collection to help minimize bias. The 

researcher ensured the questions were well framed without ambiguity and the results 

that were obtained from the field revealed consistency throughout the period of data 

collection. The instruments‟ reliability was ensured by viewing them with peers and 

research experts who judged the appropriateness of data collection. 

 
The reliability of an instrument refers to the measure of the extent to which a 

research tool provides consistent outcomes (Kothari, 2008). Reliability is a fit 

between what researchers collect as data and what actually happens in the natural 

setting trial being researched (Cohen & Morrison, 2007). The quantitative tools 

(questionnaires) were administered twice within interval of two weeks as a pretest. 

The intention of this was to check if the questionnaires elicited the same responses 

every time it is administered. This helped to establish the suitability of the instrument 

and determine if or not to make adjustments in the format and content, pretesting data 

collection instruments served to assist the researcher to practice the coding and 

classify system for analyzing the expected data. 

 
Data Analysis Plan 

 

Since the study was a purely quantitative data was cleaned coded and analyzed 

using Statistical Package for Social Sciences (SPSS) version 23.0. The findings are 

presented in Chapter four in tables and figures with the relevant descriptive, 
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explanatory and interpretive narratives. The distribution tables helped the researcher 

to get the modes that assisted in determining the general trend of the response to each 

question. SPSS was also used to test for the validity and reliability through measures 

such as cross-tabulation and correlations of the findings to give accurate, detailed and 

numeric outcomes which can be referred in another study (Daymon, 2002). 

 
Ethical Considerations 

 

Ethics are norms of conduct that distinguish between acceptable and 

unacceptable behavior. It is concerned with what is morally good or bad, right or 

wrong (Rosnik, 2012). This study applied the basic ethical considerations in research 

work. To achieve appropriate levels of satisfaction of various stakeholders, 

confidentiality of information provided by the respondents was maintained by 

keeping the respondents anonymous and applying it for the intention of this study 

only. Similarly, participation was out of free will and the participants who were not 

willing to take part were left out. 

 
The researcher also maintained high standards of integrity and objectivity in 

the whole process of data collection. This was to avoid biases that could otherwise 

impact the findings. This ensured accurate and precise findings of the research. The 

researcher ensured that office hours were not interrupted unless under permission 

from the supervisors. The researcher sought permission from the KAA management 

and NACOSTI for the research permit, the researcher also sought the participants 

consent before they participated in the study. The researcher shared the study findings 

with KAA management to help enhance existing disaster mitigation strategies. 

 

Summary 

 

This chapter has given a detailed description of the design of the study and the 

methodology used. The study used the descriptive design and discussed the 
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population to be studied, the sample size to be used, sampling methods, data 

collection instruments, pretesting, data analysis plan and ethical considerations. In the 

next chapter, analyzed data will be presented, reported and interpreted. 
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CHAPTER FOUR 

 

PRESENTATION, ANALYSIS, AND INTERPRETATION 

 

Introduction 

 

The study sought to evaluate perception of crisis communication preparedness 

at the Kenya Airports Authority (KAA). Data was collected using the questionnaire 

and was analyzed using SPSS version 23.0. In this chapter, study results are 

presented, analyzed, and interpreted in line with the objectives of the study which 

include to; evaluate the perception of crises communication preparedness at KAA, 

examine the prescriptive steps put in place by KAA for communication during a 

crisis, find out the availability and utilization of crisis communication personnel at 

KAA, and identify the best practices for crises communication preparedness existing 

at KAA. 

 
Response Rate 

 

Response rate refers to questionnaires returned by the respondents out of those 

administered is expressed in percentage. In this study, 85 questionnaires were 

administered; however, 76 were duly filled and returned. This implies that the 

resulting response rate was 89%. This response rate was considered adequate for 

analysis and generalization based on Mugenda and Mugenda‟s (2003) assertion that a 

response rate of at least 50% in a descriptive study is adequate for generalization and 

making references. 

 
Data Presentation, Analysis and Interpretation 

 

Demographic Characteristics of the Respondents 

 

This section contains demographics characteristics of the respondents which 

included; duration worked at the organization, age group of the respondents, level of 

education and position held by respondents. 
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Duration in the Organization 

 

Findings on duration worked in the organization were as shown in Table 4.1. 

 

Table 4. 1: Duration in the Organization 

 Period Frequency Percentage (%) 

 1-3 years 25 32.9 
 4-6 years 18 23.7 

 7-10 years 11 14.5 

 Over  11 years 22 28.9 

 Total 76 100 
 

As shown in Table 4.1, the study found out that most of the respondents 

 

(67.1%) had worked for KAA for more than four years while 28.9% indicated they 

 

had worked for more than eleven years. This means that all the respondents had 

 

worked in the current organization for a long period of time (at least one year) hence 

 

their views on crisis communication preparedness at the Kenya Airports Authority 

 

(KAA) can be relied upon. 
 

 

Department of Work 
 

Table 4.2 presents findings on departments respondents worked in. 

 

Table 4. 2: Department Respondents Worked In 

Department Frequency Percentage (%) 

Security and safety 26 34.2 
Communication 13 17.1 

Marketing 11 14.5 

Finance 8 10.5 

ICT 6 7.9 

Engineering 3 3.9 

Human resource management 3 3.9 

Procurement 3 3.9 

Research 2 2.6 

House  Keeping 1 1.3 

Total 76 100 
 

Findings in Table 4.2 show that 34.2% of the respondents worked in the 

 

Security and Safety Department, 17.1% worked in the Communication Department, 

 

14.5% were from Marketing Department, while 10.5% were from Finance 

 

Department.  Others worked in ICT,  Engineering,  Human Resource,  Procurement, 
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Research, and House Keeping Departments as shown in the table in a descending 

order. These findings indicate a good mix of respondents from all the department and 

interestingly shows that KAA has invested most of its human resources in security 

and safety, communication and marketing. Therefore, the views on crisis 

communication preparedness from all the departments at KAA were captured hence 

representative. Moreover, given the centrality of communication in crisis management 

it appears that KAA is not only keen on security and safety at our airports, but also on 

the continuous need to always communicate to different stakeholders about the safety 

measures, more especially during crisis as argued by Lando (2014). 

 

Crisis Management Plan at KAA 

 

Respondents were asked to indicate whether KAA management had a plan in 

place meant to manage a crisis situation in case one occurs. The findings were as 

shown in table 4.3. 

 
Table 4. 3: Whether the Management Had a Plan Meant to Manage Crises  
Level of agreement Frequency Percentage (%) 

Strongly agree 23 30 

Agree 38 50 

Neutral 11 15 

Disagree 4 5 

Total 76 100 

 

As per the findings in Table 4.3, the study found out that a total of 80% of the 

respondents either agreed or strongly agreed that the management had a plan meant to 

manage the situation in case of a crisis, only 5% disagreed, while 15% remained 

neutral. The findings show that KAA has a crisis management plan in place and its 

employees are aware of the plan put in place by the management for the purposes of 

managing crisis. These findings are in line with the attribution theory tenet which 

states that stakeholders will attribute responsibility thus an organization need to have 
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framework for ensuring that at different stages of crisis communication there are 

measures including communication (Coombs, 2007). 

 

Structures for Reputation Management in Case of a Crisis 

 

The study also sought to find out whether KAA had people and structures in 

place to help in managing reputation during a crisis. The findings are presented in 

Table 4.4. 

 
Table 4 4: Whether KAA Has Structures for Reputation Management 

 Level of agreement Frequency Percentage (%) 

 Strongly agree 21 28 
 Agree 36 47 
 Neutral 17 22 

 Disagree 2 3 

 Total 76 100 
 

The findings in Table 4.4 indicate that 28% of the respondents strongly 

agreed, and 47% agreed that KAA had structures in place for reputation management. 

On the other hand, 22% were neutral, while 3% disagreed to the same. The findings 

above where the majority of the respondents either agreed or strongly agreed that 

KAA had structures in place for reputation management, seems to suggest that 

organizations are increasingly taking communication preparedness during crisis 

seriously and this is in line with Lando‟s (2014) recommendations that it is not only 

prudent to have a CMP, but a mix of both CMP and CCP. 

 

Preparedness of People Charged with Crisis Management 

 

The researcher sought to know the preparedness of employees of KAA who 

were charged with responsibility of crisis management at KAA. Findings were as 

shown in Table 4.5. 
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Table 4 5: Whether People Charged with Crises Management at KAA 

were Adequately Prepared  

 Level of agreement Frequency Percentage (%) 

 Strongly agree 16 22 

 Agree 42 55 

 Neutral 12 15 

 Disagree 5 7 

 No response 1 1 

 Totalss 76 100 
 

From Table 4.5, the study found that 77% of the respondents either agreed or 

 

strongly agreed that the people charged with managing crisis at KAA are adequately 

 

prepared and they knew beforehand what to do in case of different crises. Only 7% 

 

disagreed while 15%  were  neutral.  These  findings  imply that  most  of the  KAA 

 

employees perceive the people charged with crisis management  to be adequately 

 

prepared and have an understanding of what they need to do in the event of a crisis. 
 

 

Procedures and Facilities Needed to Communicate During a Crisis 

 

The researcher sought to determine whether the organization had put in place 

 

all procedures and facilities needed to communicate during crisis. The findings were 

 

as indicated in Table 4.6. 

 

Table 4. 6: Whether KAA Had Procedures for Crises Communication 

 Level of agreement Frequency Percentage (%) 

 Strongly agree 15 20 

 Agree 40 53 

 Neutral 20 26 

 Disagree 1 1 

 Total 76 100 
 

Table 4.6 shows that most of the employees (73%) either strongly agreed or 

 

agreed that KAA had procedures and facilities for crisis communication. Only 1% 

 

disagreed that  KAA had  procedures and  facilities  for  crisis  communication.  The 

 

findings suggest that  KAA given their past experiences with crisis seem to have 

 

invested and adequately prepared to communicate and manage a crisis well in the 

 

event one occurred. 
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Personnel for Crisis Management and Communication 

 

The study sought to determine whether KAA had in place a team of personnel 

 

trained on crisis management and communication. Findings are presented in table 4.7. 

 

Table 4. 7: If KAA Had a Team of Trained Personnel for Crises Communication 

 Level of agreement Frequency Percentage (%) 

 Strongly agree 18 24 
 Agree 36 47 

 Neutral 19 25 
 Disagree 2 3 

 No response 1 1 

 Total 76 100 
 

Findings in Table 4.7 indicate that a total of 71% of the respondents either 

 

strongly  agreed  or  agreed  that  KAA  has  a  team  of  trained  personnel  on  crisis 

 

management and communication. Only 3% disagreed to the same. The findings imply 

 

that KAA indeed has trained personnel to manage and communicate during crisis and 

 

this suggests some level of preparedness not only to handle crisis and manage it, but 

 

to also communicate in the event of a crisis. 
 

 

Existence of Anticipated Crisis Issues 

 

The study sought to determine whether KAA team of crisis managers and 

 

personnel had a list of anticipated issues /crises that could explode and how such 

 

explosions would be handled. The findings were as depicted in table 4.8. 

 

Table 4. 8: Whether Crisis Managers at KAA Had a List of Anticipated Crises 

 Level of agreement Frequency Percentage (%) 

 Strongly agree 14 18 
 Agree 37 49 

 Neutral 19 25 

 Disagree 3 4 

 Strongly disagree 3 4 

 Total 76 100 
 

The findings as depicted in Table 4.8 shows that while a total of 67% of the 

 

respondents  either  strongly  agreed  or  agreed,  a significant  number  at  25%  were 

 

neutral, and a further 8% either disagreed or strongly disagreed that crisis managers 
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had a list of anticipated issues/crises. These findings suggest that even though there is 

some levels of preparedness as far as potential crises and the explosions are concerned 

KAA crisis managers seem not to have it availed to a significant number of employees 

who have remained neutral when asked about such preparedness. The fact that a good 

number of employees are neutral suggest that in as much as the list of potential crises 

are available, KAA does not appear to have done any sort of simulations or drills to 

test crisis preparedness which Delloite (2015) argued that it is the hallmark of the 

demonstration of preparedness to handle crisis. 

 

Personnel to Communicate in the Event of a Crisis 

 

The study sought to know whether there are personnel at KAA mandated to 

 

communicate during a crisis. Table 4.9 shows the findings. 

 

Table 4. 9: If there Were Personnel at KAA Mandated for Crisis Communicate 

 Level of agreement Frequency Percentage (%) 

 Strongly agree 15 20 
 Agree 41 54 
 Neutral 14 18 

 Disagree 6 8 

 Total 76 100 
 

As per Table 4.9, the study found that a total of 74% of the respondents either 

agreed or strongly agreed that crisis managers at KAA had a list of persons mandated 

with when, where, why and how to communicate when the anticipated crises event 

occurs. Only 8% disagreed while 18% were neutral. The findings imply that just as 

Lando (2014) recommended, KAA has included in its CMP a communication 

component with a list of mandated spokespersons who have a picture of when, where, 

why and how to communicate in the event of a crisis. 
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Internally Publicized Team of Communicators 

 

The study also sought to find out whether KAA had trained and internally 

publicized team of communicators charged with the task of communicating to the 

external publics during crisis. Table 4.10 shows the results. 

 
Table 4. 10: Whether KAA Internally Publicized Team of Communicators 

 Level of agreement Frequency Percentage (%) 
    

 Strongly agree 15 20 

 Agree 33 43 

 Neutral 20 26 

 Disagree 5 7 

 No response 3 4 
    

 Total 76 100 
    

 

The results in Table 4.10 show that indeed KAA had trained and internally 

publicized team of communicators charged with the task of communicating to the 

external publics during crisis as 63% of the respondents indicated by agreeing and 

strongly agreeing. Only 7% of the respondents indicated that KAA does not have a 

team of trained communicators while a significant number of them at 26% neither 

agreed nor disagreed. These findings seem to suggest that even though the team of 

trained communicators exists and that they are charged with the task of 

communicating to the external publics during crisis, a significant number of internal 

publics do not know of their existence. The 26% who remained neutral probably 

suggest that these communicators have not been publicized internally and therefore 

they could not agree or disagree that such trained communicators exists at KAA. 

 

Updating Stakeholders on Recovery 

 

The study sought to assess whether KAA had a structured plan on how to 

update stakeholders and the public on recovery attempts after crisis. The results were 

as shown in Table 4.11. 

 
 
 

 

52 

Daystar University Repository

Library Archives Copy



 

 

Table 4. 11: Availability of a Plan on How to Update Stakeholders on Recovery 

 Level of agreement Frequency Percentage (%) 
    

 Strongly agree 14 18 

 Agree 43 57 

 Neutral 16 21 

 Disagree 2 3 

 No response 1 1 
    

 Total 76 100 
    

 

The results as shown in Table 4.11 shows that indeed KAA has a structured 

 

plan and 75% of the respondents either agreed or strongly agreed that they do have a 

 

plan. The findings suggest that the existence of this plan though not contested given 

 

that 75% are unanimous that it is in place, needs to be made clear to more employees 

 

as a significant percentage of 21 percent were either neutral or did not agree or simply 

 

did not respond. The reason for such behavior is probably informed by lack of proper 

 

internal communication on the  structures  in place  meant  to  communicate  to  the 

 

external publics in cases of crises. 
 

 

Assessing Crisis Management 

 

The study also sought to find out whether KAA had a plan on how to assess 

crisis management and pick lessons from the experience of a crisis. Table 4.12 

presents the findings. 

 
Table 4. 12: Whether KAA has a Plan for Assessing Crisis Management 

 Level of agreement Frequency Percentage (%) 

 Strongly agree 16 21 

 Agree 34 45 

 Neutral 23 30 

 Disagree 2 3 

 No response 1 1 

 Total 76 100 

 

The findings in Table 4.11 indicate that 66% of the respondents either strongly 

 

agreed or agreed that KAA had a post crisis plan to asses crisis management and pick 

 

lessons from the experience of crisis as table 4.12 below shows. However, in as much 
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as only three percent disagreed, the 30% of the respondents who remained neutral 

could be an indication of a gap in communication of the same within the internal 

publics. These results show that even though preparedness in terms of post crisis 

assessment of crisis management and picking up of lessons from the experience of 

crisis seems to be in place, a good number of the internal publics are oblivious of it 

and that means that even execution of this kind of a prepared plan is likely to be less 

effective. 

 
Management and Communication of a Crisis 

 

The research sought to find out whether the team tasked with managing and 

communicating during crises had a briefing book prepared early enough with 

appropriate responses that might be asked by the journalists during crises. The 

findings were as presented in Table 4.13. 

 
Table 4. 13:  Whether the Crisis Team Had a Briefing with Appropriate Responses 

 Level of agreement Frequency Percentage (%) 
    

 Strongly agree 11 14 

 Agree 32 42 

 Neutral 25 33 

 Disagree 4 5 

 Strongly disagree 2 3 

 No response 2 3 
    

 Total 76 100 
    

 

Table 4.13 indicates that 56% of the respondents strongly agreed or agreed 

that the team tasked with managing and communicating during crises had a briefing 

book prepared early enough with appropriate responses for questions that might be 

asked by the journalists during crises. Further a significant number of the respondents 

at 33% were neutral, 8% either disagreed or strongly disagreed while 3% did not 

respond. The findings above suggest that KAA is fairly well prepared appropriate 

responses in case an anticipated crisis materialized and that there is a guideline on 

how to respond to journalists. However, there seems to be a gap in the way the 
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internal publics are informed of these preparation and to some extent it appears like 

internal communication or lack of it needs to be addressed to ensure that the laid 

down preparations for communication during crisis are understood by internal publics 

to the last employee. 

 

Training on Potential Crisis 

 

Respondents were asked to state whether they had ever been trained on the 

potential crises that might face KAA and how to respond when such crises occurred. 

Their responses were as shown in Figure 4.1. 

  

No Response 

10% 
 
 

 

No 
29% 

Yes 
61% 

 
 
 
 
 
 
 
 

 

Figure 4. 1: Whether Respondents were Trained on Potential Crises 

 

The results in Figure 4.1 indicate that whereas 61% of the employees stated 

that they had undergone training, a significant number of them at 39% indicated that 

either they had not undergone training or did not respond. The findings do not augur 

well with KAA‟s crisis preparedness and this suggests that even the communication 

preparedness cannot be fully ascertained given that a good number have not been 

trained on potential crises. 
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KAA Communication about a Crisis 

 

The study also sought to find out at what point of the crisis KAA 

communicates and findings were as shown in Figure 4.2. 

 
 

KAA Communication about a Crisis 

 

48% 
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 happened   

 

Figure 4. 2: The Point KAA Communicate about a Crisis 
 

The findings in Figure 4.2 show that 48% of the respondents indicated that 

KAA communicates during the crisis, 26% said before the crisis, while 25% said after 

the crisis. From these findings, it is clear that KAA is cognizant of the need to 

communicate comprehensively by focusing on the three stages of crisis 

communication. The findings are further corroborated by Page (2019) who 

emphasized that before a crisis an organization needs to monitor risk, make decision 

on how to manage the risks and train people on how to manage the risks. KAA seems 

to be doing this even though the training bit is not evident. The bulk of 

communication during crisis takes place during a crisis. 48% of the respondents said 

that KAA communicates during crisis suggest that KAA does collect and process 

information for the crisis team and disseminates the same in line with Page (2019). It 

is also clear that the magnitude of communication before and after cannot be as big as 
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during. Therefore, 25% communication after crisis by KAA also indicate that they do 

assess the crisis management efforts and provide 

 

Designate Officers to Communicate During a Crisis 

 

Figure 4.3 show the findings on whether KAA had designated officers 

mandated to communicate during crises. 

  
Don't know  

22% 

 
 
 

 

No  
8% 

 
Yes  
70% 

 
 
 
 
 
 
 

 

Figure 4. 3: If KAA Had Designate Officers to Communicate about a Crisis 

 

From Figure 4.3, the study found that KAA had designate officers mandated 

to communicate during crises with 70% of the respondents saying that there were 

designated spokespersons. Only 8% disagreed that KAA had designate officers 

mandated to communicate during crises. These findings are in line with scholars who 

observed that having designate spokespeople is necessary in crisis management and 

that crisis communication plan must include designate and grounded individuals who 

will communicate (Coombs, 2007; Covello, 2010; Lando, 2014). 

 

Best Practices for Crisis Communication Preparedness 

 

Respondents were asked to indicate the best practices for crises 

communication preparedness that KAA had in place and these were as depicted in 

Table 4.14. 
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Table 4. 14: Best Practices for Crises Communication Preparedness at KAA   
Practices for crisis preparedness Frequency Percentage  
There is a crisis management and crisis communication  
plan in place 45 59.20% 

There is a crisis response team in place 46 60.50% 

The public are kept informed of what to do in case of a   

crises 32 42.10% 

The necessary resources and professional training are   

provided 34 44.70% 

There are emergency numbers for crisis reporting 40 52.60% 

Remaining calm and control in the face of a crisis 36 47.40% 

Making extensive use of support from credible third   

parties 17 22.40% 

The publics are kept informed with accurate, appropriate   

information 20 26.30% 

No response 2 2.60% 

 

Findings in Table 4.14 show that: 59.2% of the respondents acknowledged 

 

that there was a crisis management and crisis communication plan in place; 60.5% 

 

stated there was a crisis response team in place; 43.1% cited that the public were kept 

 

informed of what to do in case of a crises; 44.7% said that the necessary resources and 

 

professional training were provided; 52.6% cited the presence of emergency numbers 

 

for crisis reporting; 47.4% identified that KAA employees were asked to remain calm 

 

and controlled in the face of a crisis; 22.4% cited making extensive use of support 

 

from credible third parties; and 26.3% stated that the publics were kept informed with 

 

accurate and appropriate information. 
 

 

Summary of Key Findings 

 

The study found that KAA has structures in place for reputation management, 

 

with a total of 75% of the respondents either agreeing or strongly agreeing that KAA 

 

has structures. 

 

The study found out that the employees perceived the people charged with 

 

managing crisis as adequately prepared with 77% of the respondents either agreeing 

 

or  strongly  agreeing  that  the  people  charged  with  managing  crisis  at  KAA  are 
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adequately prepared and they know beforehand what to do in case of different crises. 

Moreover, KAA has invested in procedures and facilities meant for communication 

during crisis and this have been perceived as preparedness. 

 
The study also found out Managers at KAA have a list of anticipated issues 

/crises that could explode and how such explosions would be handled with a total of 

67 agreeing or strongly agreeing. However, the study also established that even with 

the list of such prodromes, KAA seems not to have carried out any drill or simulations 

to test how prepared they to handle the anticipated issues/crises that could explode. 

 
KAA has included in its Crisis Management Plan (CMP) a Crisis 

Communication Plan (CCP) with a component list of mandated spokespersons who 

have a picture of when, where, why and how to communicate in the event of a crisis. 

The spokespersons are well trained and known to many employees though KAA 

should do more to publicize its list of communicators to the internal publics. 

 
KAA employees perceive KAA as having an elaborate plan on crisis 

management and communication during crisis and as an organization that has 

experienced crises in the past, they are well prepared to communicate during crisis. 

However, a good number of the internal publics seem not to be aware of structures 

that are in place to help in communication during crisis and in post crisis. For 

instance, 30% of the staff said that they are either not aware or do not have any 

information to either agree or disagree on the existence of post crisis plan to asses 

crisis management and pick lessons from the experience of crisis. In addition 33% 

remained neutral when asked whether the team tasked with managing and 

communicating during crises had a briefing book prepared early enough with 

appropriate responses that might be asked by the journalists during crises. 
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KAA has a designate group of officers charged with the responsibility of 

communicating during crisis. This team is perceived as adequately prepared and the 

crisis communication at KAA as comprehensive. Moreover, crisis communication 

focused on the three stages of crisis communication as suggested by Page (2019) who 

emphasized that before a crisis an organization needs to monitor risk, make decision 

on how to manage the risks and train people on how to manage the risks. However, a 

good number of the internal publics (39%) responded by saying they have not been 

trained on crisis and KAA needs to focus on the training of the internal publics. 

 
KAA has a post crisis assessment which includes plan to asses crisis 

management and pick lessons from the experience of crisis as table and plan on how 

to update stakeholders on recovery attempts after the crisis. 

 

Summary 

 

This chapter gave the research findings which broadly indicate that employees 

at KAA perceive it to be adequately prepared communicate during crisis with a well 

laid down structure and a team of communicators trained and prepared to 

communicate during the three stages of a crisis. Data was organized and presented in 

tables and figures in accordance to the study objectives. The analysed data forms the 

basis on which chapter five will be presented providing discussions, conclusions and 

recommendations including areas for future research. 
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CHAPTER FIVE 

 

DISCUSSIONS, CONCLUSIONS AND RECOMMENDATIONS 

 

Introduction 

 

This chapter discusses the key findings of this study as presented in chapter 

four in line with relevant literature review as discussed in chapter two. In addition, the 

chapter provides the conclusions and recommendations of the study. The study aimed 

to evaluate crisis communication preparedness at the KAA. Its objectives were to 

evaluate the perception of crises communication preparedness at KAA, examine the 

prescriptive steps put in place by KAA for communication during a crisis, find out the 

availability and utilization of crisis communication personnel at KAA and identify the 

best practices for crises communication preparedness existing at KAA. 

 

Discussion of Key Findings 

 

Crisis Communication Preparedness at Kenya Airports Authority Objective 

one of this study sought to describe the employees‟ perception of 
 

crisis communication preparedness at KAA. The study found that KAA adequately 

prepared to communicate during crisis with structures and procedure, personnel and a 

team of crisis managers and personnel who have a list of anticipated issues /crises that 

could explode and how such explosions would be handled. Having a crisis 

management plan and structures in place means that the public relations staff can 

monitor trends and detect potential issues to anticipate and prepare for issues that may 

explode into the public agenda (Hayes et al., 2013). The dialogue between the 

organization and its public prior to, during, and after the negative occurrence (Fearn-

Banks, 2011) is crisis preparedness including crisis communication. Therefore the 

study‟s findings indicate that KAA is indeed prepared to communicate crisis. 
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However, a significant percentage of 33% of the respondents did seem to be 

oblivious of the list of anticipated issues/crises. Moreover, the crisis communication 

preparedness plan was established to be very elaborate and covering the three stages 

of crisis from before crisis, through to during crisis and after the crisis. Before the 

crisis the team of managers and other crisis personnel develop a list of anticipated 

issues /crises that could explode and how such explosions would be handled. This 

finding is corroborated by Page (2019) who argues that in the stages of crisis 

communication there must be monitoring of risks, making of decisions on how to 

manage crisis and training people who will be involved in the crisis management 

process. 

 
Crisis communication preparedness at KAA is further underscored by what 

KAA has in the other two stages of crisis communication. The study found out that 

KAA seem to be adequately prepared for crisis communication in the second stage 

where Page argues that an organization must collect and process information for the 

crisis team and finally create messages for dissemination. In this stage the study 

established that indeed KAA has prepared for communication during the crisis by 

undertaking four key preparations: First, as an organization KAA has in place all 

procedures and facilities needed to communicate during a preparation which based on 

Page‟s (2019) argument would help in the collection and processing of information. 

 
Secondly, KAA has in place a team of personnel trained on crisis management 

and communication and it is this team that is charged with the dissemination of 

processed information. Moreover, KAA has people charged with the task of managing 

crisis and these people are adequately prepared and they know beforehand what to do 

in case of different crises. Lando (2014) found out that most organizations had 

elaborate CMP but still suffered reputational damage after major crises, not because 
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such organizations failed to manage the crisis, but because the organizations failed to 

communicate during the crisis because of the lack of a CCP. The findings in this 

study, seems to suggest that KAA is well poised to manage any crisis effectively 

because of its elaborate CCP which is critical in managing and preserving the 

reputation during crisis. These findings and the basis to conclude that KAA has put in 

place a crisis communication preparedness plan are further corroborated by Fearn-

Banks (2011) who observed that indicators of crisis preparedness include crisis 

management and crisis communication plan. 

 
The third stage in crisis communication as advanced Page (2019) is the post 

crisis stage that assesses the crisis management process and provides follow up crisis 

messages with all the stakeholders. KAA has a post crisis assessment plan to asses‟ 

crisis management and pick lessons from the experience of crisis as it has a plan on 

how to update stakeholders on recovery attempts after a crisis. The availability of such 

a plan is in line with the need to restore reputation among stakeholders as captured in 

Situational Crisis Communication Theory regarding the threat posed to the reputation 

of an organization. 

 
The theory proposes measures to ensure a crisis does not pose a threat to an 

organization and one way of dealing with such threats is by communicating to the 

stakeholders throughout during the crisis and briefing them of the post crisis 

mechanism for recovery and moving on. This preparedness to communicate after 

crisis essentially insulates KAA from any reputational damage (Coombs, 2007). From 

the attribution pint of view as advanced by Coombs (2010) the plan to update the 

stakeholders on recovery and the entre preparedness as found out to be the case at 

KAA seems to suggest that KAA has in place plans that leave no room for individuals 
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to apportion blame to KAA and this is a measure that mitigates any reputational 

damage. 

 

The Prescriptive Steps Put in Place by KAA for Communication during a Crisis 

Objective two sought to examine the prescriptive steps put in place by KAA 

 
for communication during a crisis. The objective was met as the study established that 

managers are adequately prepared to handle crisis and KAA has invested in 

procedures and facilities meant for communication during crisis and this has been 

perceived as preparedness. These managers have a list of anticipated issues /crises that 

could explode and how such explosions would be handled. The study also established 

that even with the list of such prodromes the prescriptive steps at KAA need to be 

taken from the paper and actualized in drills and simulations that would make them a 

lot more practical and effective. This is because even with the elaborate list of 

anticipated crises, a number of employees‟ responses also suggested that KAA had 

not carried out any drill or simulations to test how prepared they are to handle the 

anticipated issues/crises that could explode. 

 
It does appear that the organization has a prescription of what the 

communication team will do in case of a crisis, but with no practical situations that 

have puts to test how anticipated crises and issues would be handled and this needs to 

be addressed. Further, KAA has CCP with well-trained managers and a prescribed 

mandate of when they communicate, where, why and how to communicate which 

speaks well of the laid down prescriptions of what ought to be done when a crisis hit. 

This preparation on the spokesperson is in line with Reich, Bentman and Jackman‟s 

(2017) first guideline in handling the media which calls for an organization in crisis to 

“make the ongoing crisis management process visible to the media” (p. 27) a fete that 

can only be achieved when who, when, what, why and how to communicate is 
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predefined. However, KAA needs to publicize these spokespeople more because a 

good number of employees seem to be oblivious of who can speak on behalf of the 

organization in the event of a crisis and this is dangerous. 

 
In summary, KAA has several prescriptive steps put in place and they include: 

structures for reputational management, and the people within these structures are 

trained and charged with the task of managing crisis at KAA and they know 

beforehand what to do in case of different crises. Moreover, the prescriptive steps 

extend to the post crisis assessment plan to asses crisis management and pick lessons 

from the experience and most importantly to a Plan on How to Update Stakeholders 

on Recovery Attempts after a Crisis. All these preparations and prescriptions are 

supported by organizational procedures and facilities put in place by KAA to 

communicate during crisis and as Logan (2016) argued in his six steps, preparation to 

communicate during crisis must include steps which need to be followed and adhered 

to. KAA seems to be having steps in place and that is a good indicator in the process 

of crisis communication preparedness. 

 

The Availability and Utilization of Crisis Communication Personnel at KAA 

Objective three sought to find out the availability and utilization of crisis 

 
communication personnel at KAA. The study established that indeed KAA has well 

trained crisis communication personnel and managers charged with the task of 

managing crisis at KAA. These managers are adequately trained and prepared and 

they know beforehand what to do in case of different crises. However, the study also 

established that although these managers are available, utilization of their knowledge 

and capacity to handle crisis was not perceived favourably as most employees were 

oblivious of their roles and the list of anticipated crises and issues that these managers 

and communication personnel ought to be dealing with. 

 

65 

Daystar University Repository

Library Archives Copy



 

 

 
These findings suggest that these managers are only active or perceived to be 

utilized during crises and since most employees have not experienced crises in the 

recent past, they seem not to perceive these communication personnel as being 

utilized. Moreover, the crisis management team and their crisis communication team 

members seem not to have conducted any mock drills or simulations in the 

organizations and therefore their work seem not to be perceived by the employees. 

The lack of drills and simulations by crisis communication personnel seems to be a 

major undoing in KAA crisis communication preparedness. Deloitte (2015) for 

instance found out that the utilization of personnel and crisis communication 

managers cannot be demonstrated unless the personnel and their capabilities are put 

through a range of tests in real life-like scenario models. This enactment and mock 

handling of crises through drills and simulations seems to be missing at KAA yet it is 

very central in crisis preparedness. 

 

The Best Practices for Crises Communication Preparedness Existing At KAA 

Objective four sought to identify the best practices for crises communication 

preparedness  existing  at  KAA.  The  study  found  out  that  KAA  has  a  crisis 

communication plan (CCP) which Lando (2014) averred is a critical component of 

crisis management. In the management of the West Gate terror attack Lando found out 

that even though the crisis was managed well, the crisis management team and the 

government generally failed to communicate effectively because they did not have in 

place a CCP.  The  lack of CCP  made the public and other  stakeholders  like the 

international community perceive a very chaotic handling of the terror attack which 

was characterized a siege for many days. To this end therefore the availability of a 

 
CCP at KAA is one of the best practices put in place for crisis communication. 
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Moreover, the study also found four other best practices instituted at KAA and 

they include: (1) a team of adequately trained personnel and managers charged with 

the responsibility of handling crisis in its three stages of before, during and after; (2) 

availability of structures for reputational management and a list of possible and 

anticipated crises with the attendant procedures and facilities needed to communicate 

during crisis; (3) a post crisis assessment plan for assessing crisis management and; 

 
(4) a plan on how to update stakeholders on recovery attempts after a crisis. These 

arrays of best practices are further corroborated by a Deloitte (2015) publication 

which advocates for a range of capabilities including a clear “command of structures, 

effective information management, and common situational awareness and 

 
transparent communications” (p.2) in managing crises effectively. 

 

 

Conclusions 

 

This study on an evaluation of KAA employees‟ perception of crisis 

communication preparedness in parastatals concludes that indeed KAA has a crisis 

communication plan and the employees perceive an elaborate crisis communication 

preparedness plan. This crisis communication preparedness plan has an array of best 

practices and a range of measures put in place including training of managers and 

structures for reputational management in post crisis period. Moreover, in case of a 

crisis KAA is likely to manage its reputation given that it has trained personnel and 

managers who understand, beforehand the different crises to anticipate and are 

charged with the task of managing crisis. These managers who have the capacity to 

manage the crisis effectively and communicate through the three stages of crisis 

further emphasize KAA‟s post crisis assessment plan, which is put in place to asses 

crisis management and the strategy to update stakeholders on recovery attempts after a 

crisis. However, the effectiveness of these plans seems to be down played by a 
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dearth of drills and simulations and the study concludes that even though KAA has an 

elaborate plan that seems to be fairly effective in terms of containing crisis, it needs to 

invest in drills and mock crises to test the range of capabilities, procedures and plans 

it has in place including the effectiveness in the utilization of the trained crisis 

communication managers. 

 
Finally, the study also concludes that a significant number of staffs at KAA 

seem not to understand the crisis communication plan especially the designated 

spokespeople. This does not bode well with the organization, especially given that 

communication during crisis can be chaotic given the media‟s proclivity to field 

questions from any employee including the ones who may not have the right 

information. Reich, Bentman, and Jackman (2017) for instance argued that an 

organization crisis preparedness must make sure the reporters‟ questions are answered 

and that the spokesperson must be available to the reporters during the crisis. This 

therefore means that all employees must be sensitized to understand that only the 

spokespeople are authorized to give information and because that information must be 

processed and verified, they should not be duped into responding to questions that 

might put the reputation of KAA at risk. There is therefore an urgent need for KAA to 

publicize its crisis communication plans to the internal publics more than it is 

currently doing and to sensitize them on who the spokespeople are and what their 

roles entail and why. 

 

Recommendations of the Study 

 

KAA has an elaborate crisis management plan with a very comprehensive 

crisis preparedness plan which includes a CCP. However, the organization seems not 

to have undertaken any drill or mock crisis to test the capacity of the procedures, 

structures and trained personnel and managers it has in place. This study therefore 
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recommends that the procedures, structures and array of preparedness put in place to 

manage crisis should be regularly tested through drills or mock crises to ensure that 

the range of capabilities to manage crises effectively, including a clear command of 

structures, effective information management, and common situational awareness and 

transparent communications” (p.2) are tested and reviewed periodically. 

 
The study found that only a designate number of officers were trained and 

mandated to manage a crisis at KAA. The study therefore recommends that there 

should be adequate training for all KAA staff to be equipped with knowledge geared 

towards contingency preparedness and mitigation. In providing training there should 

be joint operations between various security agents under Kenya Airport Authority. 

 
Lastly and most importantly, the crisis communication plan at KAA seems not 

to have a media monitoring mechanism, that would monitor the coverage of crisis 

were it to occur and the current study recommends the need to have, within KAA 

CCP‟s, a mechanism that would help it monitor both the legacy and social media, so 

as to be enhance correction of errors and distortions of messages in real time 

 

Areas for Further Research 

 

The current study focused on KAA as an institution that whose crisis is likely 

to be monumental given the nature of activities at the Airport. Further studies should 

be done to in airports during the crisis to establish the efficacy of the crisis 

communication preparedness. In addition, more studies can be done to evaluate the 

value of preparedness in the absence of drills and more crises given that despite the 

elaborate preparedness established at KAA, the organization seem not to have had any 

drills in the recent past. 

 
 
 
 
 

 

69 

Daystar University Repository

Library Archives Copy



 

 

REFERENCES 

 

Babbie, E. (1999). Research method of social work. Pacific Groove, USA: Brooks/ 
Cole Publisher. 

 

Banks, A. (2011). Introduction to disaster management: Course manual. Retrieved 
from www.col.org/vussc 

 

Benoit, W. L. (1997). Image repair discourse and crisis communication. Public 
Relations Review, 23(2), 177-186. 

 

Botan, T., & Taylor, K. (2004). Best practices in crisis communication: Evolution of 
practice through research. Journal of Applied Communication Research, 
34(3), 245-248. 

 

Bridges, P. (2004). Reframing crisis management. The Academy of Management 
Review, 23(1), 59-76. 

 

Bryman, A. (2001).  Social reearch methods. London: Oxford University Press. 

 

Burns, G. (2000). Issue management and crisis management: An integrated, 
non-linear, relational construct. Public Relations Review, 33(2), 147-157. 

 

Caffera, P. (2003). Surface-to-air missile: We were warned. The Journal of Airport 
and AirlineSecurity, 9(1), 122-128. 

 

Carrilo, G. (2010). Introduction to disaster management. Disaster Management, 2(3), 
101-106. 

 

Charles, M. (2012). Crisis preparedness (Unpublished PhD dissertation). Loyola 
University, Chicago. 

 

Cohen, J., & Morrison, G. (2007). Statistical power analysis for the behavioural 
sciences (2nd ed.). Hillsdale, NJ: Erlbaum. 

 

Covello, V. T. (2010). Strategies for overcoming challenges effective risk 
communication. New York: Routlege. 

 

Coules, K., & Eskel, C. (2000). Fire safety management handbook. London: 
Tolley Press. 

 

Coombs, W. T. (1995). An analytic framework for crisis situations: The development  
of guidelines for the selection of appropriate crisis-response strategies. 

Management Communication Quarterly, 8(3), 447-476. 

 

Coombs, W. T. (1998). An analytic framework for crisis situations: Better 
responses from a better understanding of the situation. Journal of Public 

Relations Research, 10(3), 179-193. 
 
 
 

 

70 

Daystar University Repository

Library Archives Copy



 

 

 
Coombs, W. (2004). Choosing the right words: The development of guidelines for 

the selection of the appropriate crisis response strategies. Management 
Communication Quarterly 8(5), 447-476. 

 

Coombs, W. T. (2007). Ongoing crisis communication: Planning, managing, and  
responding (2nd ed.). Los Angeles, LA: Sage. 

 

Coombs, W. T. (2009). Crisis management: Advantages of a relational perspective. 

Mahwah, NJ: Lawrence Erlbaum Associates, Inc. 

 

Coombs, W. (2010). Parameters of crisis communication. The handbook of 

crisis communication. Malden, MA: Blackwell Publishing Ltd. 

 

Coombs, W., & Holladay, S. (2012). Helping crisis managers protect reputational assets: 

Initial tests of the situational crisis communication theory. Management 

Communication Quarterly, 16(7), 165-186. 

 

Coombs, W. T. (2012). Ongoing crisis communication. Thousand Oaks, CA: 
Sage Publications. 

 

Coombs, W. T., & Coombs, S. J. (2012). An extended examination of the 
crisis situations: A fusion of the relational management and symbolic 
approaches. Journal of Public Relations Research, 13(2), 321-340. 

 

Coombs, T. W., & Holladay, S. J. (2010). The handbook of crisis communication. 

West Sussex: Wiley & Blackwell. 

 

Cooper, R. D., & Schindler, S. P. (2003). Business research methods (7th ed.).  
Boston: Irwin McGraw-Hill. 

 

Cooper, R. (1999). Toward a dialogic theory of public relations. Public 

Relations Review, 28(1), 21-37. 

 

Cooper, R. (1998). Air disasters. Sussex: Wayward Publishers. 

 

Cornelissen, J. (2011). Corporate communication: A guide to theory 

and practice (3rd ed.). Retrieved from 978-0857022431 

 

Crable, A., & Vibbert, E. (1985). Multicultural crisis communication: Towards a 

social constructionist perspective. Journal of Contingencies and Crisis 

Management, 14(4), 180-189. 

 

Creswell, J. (2003). Research design. London: Sage Publications. 

 

Creswell, J., & Clarkson, D. (2003). Quantitative research analysis. London: Sage 
Publications 

 

Dardis, G., & Haigh, R. (2009). Crisis communications preparedness among U.S.  
organizations: Activities and assessments by public relations practitioners. 

Public Relations Review, 32(23), 367-376. 

 

71 

Daystar University Repository

Library Archives Copy



 

 

 

Dayman, R. (2002). Data analysis techniques. London: Basic Books. 

 

Deloitte. (2015). Crisis simulation: Putting readiness to the test. Retrieved from 
 

https://www2.deloitte.com/content/dam/Deloitte/us/Documents/risk/us-risk-

making-crisis-simulation.pdf 

 

FEMA. (2006). Disaster management overview: Department of environmental health 
and safety. Retrieved from www.fema.gov. 

 

Fearn-Banks, C. (2011). Crisis communications: A casebook approach (4th ed.). 

New York, NY: Routledge Publishers. 

 

Glinger, J. A., Morgan, G. A., & Leech, N. L. (2009). Research methods in applied 
setting. NewYork: Routledge Taylor and Francis Group. 

 

Halimu S. S. (2007). Social services in disaster situations in Kenya. Nairobi: IFRA. 

 

Harrison, G. A. (2007). Communication strategies as a basis for crisis 

management including use of the internet as a delivery platform 

(Unpublished PhD dissertation). Georgia State University, Georgia, GA. 

 

Harrison, G., & Gordon, R. (2007). Avoiding disaster: The importance of having a 
crisis plan. Retrieved from http://iml.jou.ufl.edu/projects/Spring01/Hogue/ 
index.html 

 

Hayes, D. C., Hendrix, J. A., & Kumar, P. D. (2013). Public relations cases (9th ed.). 

Boston, Massachusetts: Wadsworth, Cengage Learning. 

 

Heath, R., &  Coombs, T. (2006). Today’s public relations: An introduction. London:  
Sage Publications, Inc. 

 

Hoffman, J., & Ford, A. (2010). Avoiding disaster: The importance of having a crisis 

plan. Retrieved from http://iml.jou.ufl.edu/projects/Spring01/hogue/index.html 

 

ICAO. (2004). International civil aviation organization: Global safety plan.  
Retrieved  from. www.icao.org. 

 

Irungu, K. (2013). Occupational health and safety management in Kenya: Lessons 

from the Japanese experience. Nairobi: ACTS Press, 

 

ISDR. (2003). Towards national resilience: Good practices of national platforms for  
disaster risk reduction. Geneva, Switzerland:  United Nations Secretariat. 

 

James, R. K., & Gilliland, E. (2013). Crisis intervention strategies (7th ed.). 
New York, NY: Cengage. 

 

Jones, F., & Chase, H. (1979). The disaster business. Management today. New York:  
Routledge. 

 

 

72 

Daystar University Repository

Library Archives Copy



 

 

 
Johnson, F., & Sellnow, T. (1995). Deliberative rhetoric as a step in organizational 

crisis management: Exxon as a case study. London: Routledge. 

 

Kapoor, M. (2009). Disaster management. New Delhi, India: Motilal 
Banaisidasi Publishers Private Limited. 

 

Kenya Airports Authority. (2013). About Kenya Airports Authority. Retrieved from 
https://www.kaa.go.ke 

 

Kessadayurat, C. (2011). Understanding image restoration strategies from 
a stakeholder approach. BU Academic Review, 10(1), 282-287. 

 

Keyton, J. (2006). Communication research: Asking questions and finding answers. 

New York: McGraw Hill. 

 

Kombo, D. K., & Tromp, D. L. (2006). Proposal and thesis writing: An introduction.  
Nairobi: Pauline's Publications Africa. 

 

Kothari, C. R. (2008). Research methods: Methods and techniques. New Delhi: New 
Age International Publishers. 

 

Lamb, F. L., McKee, B. K. (2005). Applied public relations: Cases in stakeholder  
management (2nd ed.).  New York: Routledge Publishers. 

 

Lando, A. L. (2014). The critical role of crisis communication plan in corporation 
crises preparedness and management. Global Media Journal - Canadian 

Edition, 7(1), 5-19. 

 

Laurat, A. (2005). Crisis communications: A casebook approach. Mahwah, NJ: 
 

Lawrence Erlbaum Associates. 

 

Mokaya, N., & Nyaga, K. (2009). Challenges in the successful implementation of 
safety management systems in the aviation industry in Kenya. Retrieved from 

http://www.jkuat.ac.ke/images/documents/safety-management-systems.pdf 

 

Mugenda, O. M., & Mugenda, A. G. (2003). Research methods: Quantitative and  
qualitative approaches. Nairobi: Acts Press. 

 

Mukaria, S. M. (2013). Knowledge, awareness and conformity to international 

airport emergency preparedness standards: The case of Wilson Airport in 

Nairobi, Kenya (Unpublished masters thesis). University of Nairobi, 
Nairobi, Kenya. 

 

Newman, W. L. (2003). Social research methods: Qualitative and quantitative  
approaches. Boston: Pearson Educational Inc. 

 

Nyamwamu, O. (2011). The causes of aircraft accidents: Why do most planes crash, 

what are the most common reasons. Retrieved from www.suite101.com 
 
 

 

73 

Daystar University Repository

Library Archives Copy

https://www.kaa.go.ke/
http://www.jkuat.ac.ke/images/documents/safety-management-systems.pdf


 

 

 
Obwaya, K. (2010). Disaster risk reduction strategies in preparedness: A case study 

of Jomo Kenyatta International Airport (JKIA, Nairobi Kenya (Unpublished 

masters thesis). University of Free State, NewYork. 

 

Okungu, J. (2006). Endless national tragedies in Kenya: For how long can we put 

up with a negligent and an uncaring social system? Retrieved from 
http://www. afroarticles.com/article-dashboard. 

 

Ombok, D. (2013). Aircraft accident investigation. Nairobi: ABQ Publishing. 

 

Orodha, A., & Kombo, C. (2000). Social science research methods and practice. 

Oxford: Blackwell. 

 

Page, A. W. (2019). Crisis communication. Retrieved from https:// 

pagecentertraining.psu.edu/public-relations-ethics/ethics-in-crisis-

management/lesson-1-prominent-ethical-issues-in-crisis-situations/crisis-

communication/ 
 

Regester,  M., & Larkin, J. (2005). Risk issues and crisis management: A casebook of  
best practice. London: Kogan Page. 

 

Regester, M., & Larkin, J. (2008). Crisis management: What to do when the 

unthinkable happens. London: Hutchinson Business. 

 

Reich, Z., Bentman , M., & Jackman, O. (2017). A crisis communication guide for  
public organizations. Retrieved from www.crisiscommunication.fi/ 

criscomscore/files/.../GUIDE_for_Public_Organisations.pdf. 

 

Republic of Kenya. (2009). National policy for disaster management in Kenya.  
Nairobi: Government Printer. 

 

Robin, D. (2002). How to research using Cochran formular 1977. New York: Sage 
Publisher. 

 

Robson, C. (2002). Real world research (2nd ed.). Oxford: Blackwell. 

 

Rosnik, A. (2012). Research ethics and applications. Boston: Free Press. 

 

Salvano, B. (2002). Gender mainstreaming in disaster reduction: 

International strategy for disaster reduction. Retrieved from www.unisdr.org 

 

Smedegaard, S. K. (2013). Organizational crisis management: Overview 
and opportunities. Consulting Psychology Journal, 57(3), 180-192. 

 

Smith, G. (1983).  Days in the life of a catastrophe. Sports Illustrated, 112(28), 68-74. 
 

Stambaugh, H. (2009). An airport guide for regional emergency planning 

for CBRNE events: Airport cooperative research programme (12th 
ed.). Retrieved from http://www.national-academics.org/trb 

 
 

 

74 

Daystar University Repository

Library Archives Copy

http://www.crisiscommunication.fi/%20criscomscore/files/.../GUIDE_for_Public_Organisations.pdf.
http://www.crisiscommunication.fi/%20criscomscore/files/.../GUIDE_for_Public_Organisations.pdf.
http://www.national-academics.org/trb


 

 

 
Stanton, P. (2002).Corporate annual reports: Research perspectives used. Accounting, 

Auditing & Accountability Journal, 15(4), 478-500. 

 

Sturges, D. L. (1994).Communicating through crisis: A strategy for organizational 

survival. Management Communication Quarterly, 7(3), 297–316. 

 

Ulmer, R. R., Sellnow, T. L., & Seeger, M. W. (2011). Effective crisis 
communication: Moving from crisis to opportunity (2nd ed.). Thousand Oaks, 
CA: Sage Publications, Inc. 

 

U.S. Fire Administration. (2008). Nonresidential building fire. New York: 
Federal Emergency Management Agency. 

 

Weiner, B. (2006). Social motivation, justice, and the moral emotions: An attribution  
approach. New Jersey, NJ: Lawrence Erlbaum Associates. 

 

Weiner, B. (1986). An attributional theory of motivation and emotion. New York: 

Springer. 

 

Wilcox, D. L., Ault, P. H., Agee, W. K., & Cameron, G. T. (2000). Public relations:  
Strategies and tactics (6th ed.). New York, NY: Longman. 

 

Widener, P., & Gunter, V. J. (2007). Oil spill recovery in the media: Missing an 

Alaska native perspective. Society and Natural Resources, 20(1), 767-783. 

 

Wilson, S. R., Cruz, M. G., Marshall, L. J., & Rao, N. (1993). An attribution analysis 
of compliance-gaining interactions. Communication Monographs, 60(3), 352-
372. 

 

Zdziarski II, E. L., Dunkel, N. W., & Rollo, M. R. (2007). Organizational 

crisis management. Jossey-Bass: San Francisco. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

75 

Daystar University Repository

Library Archives Copy



 

 

APPENDICES 

 

Appendix A: Questionnaire for Working Personnel 
 

 

Dear Respondent, 

 

My name is PETRONILLA SHICHANA a final year student of Daystar University, 

pursuing a master‟s degree in Communication. As part of the program of study, I am 

conducting a research on CRISIS PREPAREDNESS IN PARASTATALS: AN 

EVALUATION OF CRISIS COMMUNICATION AT KENYA AIRPORT 

AUTHOURITY. Kindly take some few minutes to complete this questionnaire. The 

researcher wishes to assure the respondent that confidentiality will be maintained and 

that the data collected will be used for academic purposes only. 

 

 

Thank you for your continued support. 
 
 
 
 

SECTION A: BACKGROUND INFORMATION 

 

Kindly tick the appropriate response in the bracket. 

 

1. For how long have you /worked at KAA 

 

1-3 years ( ) 

4-6 years ( ) 

7-10 years ( ) 

Over 11 years ( ) 
 
 
 
 

2. Department………………………………… 
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SECTION B: CRISIS COMMUNICATION 

 

3. Kindly indicate with a tick on the statement that best describes crisis 

management and communication at KAA.  
5=Strongly agree, 4=Agree, 3=Neutral, 2=Disagree, 1=Strongly disagree 

 

  5 4 3 2 1 

a. The management at KAA has a plan in place meant to manage      

 the situation in case of a crisis      

b. KAA has people and structures in place to help in managing      

 reputation during a crisis      

c. The people charged with managing crisis at KAA are adequately      

 prepared and they know beforehand what to do in case of      

 different crises      

d. The organization has put in place all the procedures and facilities      

 need to communicate during a crisis      

e. KAA has in place a team of personnel trained on crisis      

 management and communication      

f. The team of crisis managers and personnel have a list of      

 anticipated issues/crises that can explode and how such      

 explosions of crises will be handled      

g. The team of crisis managers and personnel have a list of who      

 will communicate, when, where, why and how when the      

 anticipated issues/crises explode into full blown crises      

h KAA has trained and internally publicised the team of      

 communicators who are charged with the task of communicating      

 to the external publics during a crisis.      

i The trained team of communicators are well equipped and      

 facilitated such that in case of a crisis they know what to do and      

 communicate when, where, to who, why and how and on what      

 channels.      

j KAA has a structure that is well publicised on the      

 communication plan during crisis and the Crisis Management      

 Team understands how the communication team comes in and at      

 what point of the crisis.      

k KAA has a structured plan on how to update stakeholders and the      

 public on recovery attempts after crisis      

l KAA has a plan on how to asses crisis management and pick      

 lessons from the experience of a crisis      

m The team task with managing crisis and communicating during      

 crises have a briefing book prepared early enough with      

 appropriate responses that might be asked by the journalists      

 during crises      
 
 

4. Have you ever been trained on the potential crises that might face KAA and how 

to respond when such crises occur? 
 

.................................................................................................................................... 
 

................................................................................................................................... 
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5. When do you commonly hear KAA communicating about a crisis 
 

[ ] Before the crisis happened [ ] During the crisis [ ] After the crisis 
 

 

6. Does KAA have designate officers assigned the tasks of communicating 

during crises? 
 

[ ] Yes [ ] No [ ] I don‟t know 
 

 

7. What practices for crises communication preparedness has KAA put in 

place against a crisis? Select all that apply. 
 

[ ] There is a crisis management and crisis communication plan in place 
 

[ ] There is a crisis response teams in place 
 

[ ] The public are kept informed of what to do in case of a crisis 
 

[ ] The necessary resources and professional training are provided 
 

[ ] There are emergency numbers for crisis reporting 
 

[ ] Remaining calm and in control in the face of a crisis 
 

[ ] Making extensive use of support from credible third parties 
 

[ ] The publics are kept informed with accurate, appropriate information 
 

 

8. Are you confident in how KAA is prepared to handle the anticipated crises before 

during and after it occurs? Kindly indicate by use the following scale: tick in the 

box VC (very confident (C), (just confident (JC), and Not confident at all (NC) 

VC JC NC 
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