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Section 1: Foundation of the Study 

Background of the Problem
Problem Statement
Failure to manage a crisis effectively can bring about devastating consequences to the organization (Avery, Graham, & Park, 2016). Despite such potential damage to organizations, 40% of Fortune 500 organizations do not have a crisis management strategy (Aboudzadeh, Hajipoor, & Hashemnia, 2014). The general problem is that a crisis affects an organization’s revenue, customer acquisition, and business reputation. The specific problem is that some public relations directors lack the knowledge to develop crisis communication strategies to aid leaders of organizations to prepare for and recover from crises.

Purpose Statement
The purpose of this qualitative multiple case study is to explore crisis communications strategies that public relations directors use to develop crisis communication strategies to aid leaders of organizations to prepare for and recover from crises. The targeted population for this study includes public relations directors in two organizations in Manhattan, New York who have successfully developed and implemented effective crisis communications strategies. The findings of this study may contribute to social change by helping to benefit social change by shortening and minimizing the disturbances arise from a crisis to enhance for better communities and society security.
Nature of the Study
I propose to use the qualitative method for this research. Researchers use a qualitative method to generate a thick description of the phenomena under study (Yin, 2014). Qualitative methods are suitable for this study because the goal of this study is to produce a thick description of the phenomena under study, the crisis communications strategies that public relations directors use (Marshall, & Rossman, 2016). Researchers use quantitative methods to examine the relationships among variables and to test hypotheses. Quantitative methods are not suitable for this study because I will not be testing relationships among variables using hypotheses. Researchers use the mixed method to include both quantitative and qualitative method in their study (Bansal & Corley, 2012). The mixed method is not suitable for my study because no reasons exist to combine qualitative and quantitative methods in this study.
I will use a case study research design in this study. Researchers use case study designs to study what, how, or why research questions (Zivkovic, 2012). Case study designs are suitable for this study because in this study I will focus on successful crisis communications strategies that public relations directors use. Researchers use phenomenological designs to explore the meanings of the experience to the participants involved in the subject phenomenon (Corely, 2015; Moustakas, 1994). The phenomenological design is not suitable for this study because, in this study, I do not intend to focus on meanings of the experiences of individuals and groups. Researchers use ethnographic designs to focus on developing an understanding of groups’ culture (Marshall & Rossman, 2016). Ethnographic designs are not suitable for this study because I am not studying any group’s culture or cultural themes in my study. Researchers use a narrative design to focus on storytelling in chronological order (Nash & Brown, 2012). Narrative designs are not suitable for this study because I am not focusing on storytelling in chronological order.

Research Question
The research question at the foundation of the study is: What crisis communications strategies do public relations directors use aid leaders of organizations to prepare for and recover from crises? 
Interview Questions
Interview questions for the proposed study support the acquisition of knowledge and understanding relevant to the research question and subquestions.  The researcher will use semistructured, open-ended interview questions in order to encourage study participants to share and explore their experiences and knowledge regarding the problem of Communication Strategies for Sustaining Organizations During Crisis in New York City. In order to safeguard the confidentiality of study participants, the researcher has designed interview questions that will not require participants to reveal information that might render determination of respondent identifications possible.  The researcher proposes the following interview questions:

1. What is your experience in using crisis communications strategies?

2. What crisis communications strategies do you plan to use to prepare for a crisis?

3. What crisis communications strategies do you plan to use to decrease damage due to a crisis?

4. What crisis communications strategies do you plan to use to recover from a crisis? 

5. What crisis communications strategies do you plan to use to return an organization to normalcy after a crisis?
6. How do you assess the effectiveness of your crisis communications strategies? 

7. What are any other information about crisis communications strategies that may be useful to my study that we have not discussed?

Conceptual Framework
The underlying conceptual framework in this study is the crisis communications model (McNeill & Frey, 2015). Gonzalez-Herrero and Pratt (1998) focused on the ideas and concepts of crisis communications model. Per these theorists, public relations directors may manage a crisis in three main stages: diagnosing an impending danger signal, selecting a proper turnaround approach or strategy, and implementing and checking a change process (Cheung & Leung, 2016). The first stage of crisis communications model involves detecting early signals of an impending crisis. The process entails reviewing the current situation and planning for employees to face the impending trouble. The second step is to develop a proper response strategy that will help an organization in decreasing the damage to the company due to the crisis. It is imperative for managers to base their choices on facts and figures so that the enterprise settles on the proper strategies approach. The final phase is the implementation and monitoring stage where an organization puts the selected strategy into action (Cheung & Leung, 2016). On this stage, managers should continuously evaluate the efficacy of the plan to ensure that it brings the intended results. The crisis communications model expected to apply to this study because this model gives a potential useful theoretical lens that I may use in analyzing and describing the crisis communications strategies that public relations directors use to prepare for and address organizations to recover from crises.

Operational Definitions
Crisis: Assessment of an unforeseeable occurrence that poses a threat to the positive expectations of stakeholders and can have detrimental outcomes that negatively the impact on a firm’s performance (Liu et al., 2012). Alternatively, Coombs (2014) defined crisis as a system failure that results in common worry. Coombs added that crises can be unpredictable but expected. 

Crisis communication model: The three-stage process that public relations directors employ during crisis management. The process entails a diagnosis of impending danger signal; choice of relevant turnaround strategy and the implementation as well as continuous evaluation of change (Cheung & Leung, 2016). Various scholars have developed additional models that are based on the specific tool of communication. An example of these is the Social-Mediated CCM and the Blog-Mediated CCM (Austin et al., 2012; Liu et al., 2012). 

Crisis communication: Official conversation, dialogue, and interaction of within organization with its clients, the general public and stakeholders to reduce negative impact on safety of the public, reputational loss, damage of her brand and loss of sales (Coombs, 2014, p.6). Crisis communication means the dialog that an organization holds with its stakeholders and the public before, during and after the negative event (Fearn-Banks, 2016). 

Crisis management: Pre-planned process for mitigating the risks associated to the occurrence of a crisis (Fearn-Banks, 2016). 

Assumptions, Limitations, and Delimitations
Assumptions 

Assumptions refer to issues accepted as true or fact without evidence (Houghton, Casey, Shaw & Murphy, 2013). I assume that the participants in this study will provide honest information. This is a reasonable assumption as the credibility; validity and applicability of the results of this study rely on provision of honest information by the participants. 

Limitations 

Limitations are potential weaknesses in the study and are out of the researcher’s control (Coffie, 2013). The first limitation of the study is the fact that one cannot generalize the findings of this study. Regardless, some studies report that a researcher’s capacity to distinguish between relevant and irrelevant data enables him or her to conclude on the generalizability of a study’s findings (Kukull & Ganguli, 2012). 

Delimitations 

Research delimitations are the factors a researcher uses to focus the scope and explain the restrictions of the study (Yin, 2014). The primary delimitation for this study is the geographical delimitation, as I chose to conduct the study in New York City. The reason for choosing the geographical delimitation is simply because the topic under investigation is unaffected by local laws, regulations, policies and the culture, making it the ideal setting for the study. 

Significance of the Study

Contribution to Business Practice
The findings of this study may be helpful to crisis management professionals and public relations directors in developing and improving crisis communications strategies for their firms. A crisis can cause a significant financial damage (Dowell, 2016). A crisis can also hurt a firm’s reputation and brand image (Alas, & Gao, 2012). Public relations directors may use findings of this study to develop new crisis communications strategies and methods organizations can use to prepare for and to recover from crises. Specifically, the findings can help to protect the reputation of a firm. 

Public relations directors can only carry out their tasks effectively if they know how to respond to a crisis (Combe & Carrington, 2015). The findings from this study could help public relation directors acquire knowledge and skills that can positively influence their work and performance and ensure that the business is prepared for a crisis and equipped to recover from a crisis.

Implications for Social Change
The findings of this study could be helpful in reducing disruptions to society and the daily lives of consumers. Consumers have a lot of trust in some vendors and rely on them for essential products and services. The trust emanates from the vendors’ establishment of a brand image as well as a place in the society as a cultural or social institution. Through having effective crisis communications strategies and approaches, organizations can protect the consumers and the communities from adverse crisis implications, and ease the organization and communities recovering from a crisis.

A Review of the Professional and Academic Literature
Narrative
The purpose of the literature review is the acquisition and presentation of previously published knowledge in order to establish the relevancy of a selected research topic.  The literature review focused on strategies and models of crisis communication that public relations directors use to mitigate crises in their firms. The purpose of this qualitative multiple case study is to explore crisis communications strategies that public relations directors use to develop crisis communication strategies to aid leaders of organizations to prepare for and recover from crises. Nonetheless, the literature entailed discussions of how online platforms have, in the recent past, affected crisis management and communication. Specifically, social mediated crisis communication model and the blog-mediated crisis communication model that have grown from the conventional model will be the basis of discussion. In this regard, such sources as Liu et al.’s (2012) peer-reviewed articles were invaluable in providing crucial information regarding a Blog-mediated crisis communication models. Besides Liu et al.’s 2012 article, Austin et al.’s 2012 peer-reviewed article were helpful in coming up with a comprehensive literature review. Notably, both articles are case studies that investigate how the Red Cross and BP-America responded to given crises, therefore, offering practical strategies that both firms used. 

The crisis communication model (McNeill & Frey, 2015) includes of three primary stages; diagnosis of impending danger signal; choice of relevant turnaround strategy and the implementation as well as continuous evaluation of change (Cheung & Leung, 2016). However, Coombs (2014) reports that there are three stages of crisis management that closely resemble the crisis communications model. Crisis management, the entire process in which crisis communications play an invaluable role, entails a pre-crisis stage, crisis stage and a post-crisis stage (Coombs, 2014; Johansen et al., 2012; Fearn-Banks, 2016). 

I conducted the literature search via online databases and search engines. Firstly, I used the keywords crisis management, crisis communication strategies, crisis communication model, CCM stages, SMCC model and BMCC model to retrieve relevant sources. I used the Google Search Engine as well as Google Scholar and EBSCO Host databases. Subsequently, I found the proper sources by comparing the sources against a predetermined exclusion-inclusion criterion. The year of publishing (from 2012 to present), case studies and peer-reviewed were some of the inclusion factors. Newspaper articles, reviews, and non-English sources which did not meet the inclusion criteria were left out of the study. 

Having discussed the opening narrative of the literature review, the following section of the literature review will include various subsections that range from historical overview of CCM model to platform specific models. The first subsection will delve into the historical overview of crisis communication model. In the second section, I will discuss the key stages of the model. In the third subsection, I intend to discuss the stages of crisis management. In the fourth and fifth subsections, I will address the two-primary platform-specific models: the Blog-mediated and social-mediated CCM that have widely and successfully implemented by many firms respectively. 

Transition and Summary
Section 2: The Project
The purpose of this qualitative multiple case study is to explore crisis communications strategies that public relations directors use to develop crisis communication strategies to aid leaders of organizations to prepare for and recover from crises. The targeted population for this study includes public relations directors in two organizations in New York City who have successfully developed and implemented effective crisis communications strategies. The findings of this study may contribute to social change by helping to benefit social change by shortening and minimizing the disturbances arise from a crisis to enhance for better communities and society security.
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