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Abstract

A successful crisis management involves smooth communication between the emergency
agencies, the government and partners in the private sector. There are still coordination failures
even due to technological changes and reforms. This research evaluated institutional,
technological, and operational communication barriers that influence the coordination of the
crisis and analyzed their relations to the coordination effectiveness. Data have been gathered in
the form of cross-sectional survey design, involving 385 participants as the representatives of
emergency services, government, private and non-governmental organizations. Barriers and
coordination effectiveness were measured with the use of Likert scales in structured
qguestionnaires. The analysis has used descriptive statistics, Pearson correlation and multiple
regression. Results showed that there were high barrier levels. The institutional barriers were
the lack of trust, strict bureaucratic hierarchy and lack of clarity of lines of authority. System
incompatibility, poor infrastructure, and cybersecurity issues were technological obstacles.
Some of the operational barriers included; vague protocols, poor training and absence of
standard terminology. Correlation analysis showed that there were strong negative relationships
between the barriers and the coordination effectiveness and operational barriers had highest
correlation (r=-.823). Three types of barriers were identified and used in a multiple regression,
which explained 76.2% of the variance in coordination effectiveness (R-squared =.762, p=.001).
The paper finds that communication obstacles are critical in hindering the coordination of a
crisis and interact in a synergistic and detrimental manner. The most effective recommendations
involve the formation of integrated governance structures, investing on interoperable
communication systems, broad-based joint training, and developing standardized
communication protocols in order to achieve overall efficiency in crisis response.

Keywords: Crisis communication, coordination effectiveness, institutional barriers, technological
barriers, operational barriers, emergency management, inter-agency coordination, disaster
response, network governance, systems theory
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Chapter One: Introduction
1.1 Background of the Study

The success of disaster response assessment is also dependent on good crisis
communication and coordination of various emergency services, government departments and
the player in the system that resides in an area of the disaster. In the modern world, that is highly
connected and exposed to any kind of hazards, such crises like a natural disaster, pandemic,
industrial incident, or a cyberattack presuppose making expeditious, efficient, and informed
decisions. Nevertheless, such an approach is more likely to inhibit the timely exchange of
information and collaboration of crisis management stakeholders in various countries and case
studies institutional fragmentation, incompatibilities between technologies and inefficiencies of
their operations are likely to impede (Abdeen et al., 2021; Gooding et al., 2022; Kapucu et al.,
2022).

The response to crises Is multi-sectoral in nature. It involves the involvement of
government agencies which are engaged in the command and control (disaster management
authorities and local governments), emergency service providers (fire, police and ambulance
service), as well as, partners of the private-sector (telecommunications, logistics and utility
sector) whose resources and infrastructure would prove promotion of emergency times.
However, it is the intersection of various institutional demands, culture of communication and
systems of technology that is likely to result into the destruction of coordination. Using the
example of Riebe, Kaufhold and Reuter (2021), research has found that disintegrated technology
protocols amongst the emergency response organizations is a profile that significantly suffocates

a joint decision-making. Similarly, Wang, Qi and Ran (2022) observed that involvement of the



role of the private organizations in response of COVID 19 in China played important roles that
were not well organized due to lack of standardized communications structures.

Most of the developing and transitional economies are faced with the added disadvantage
of translation and structural weaknesses, these become an impediment to communications. These
include unclear reporting lines, red tap, weakness on training of crisis communication and
interoperability of information systems. Based on the results of Abdedeen et al. (2021), disaster
management services are more likely to act in solitude and have few ranks of trust or shared
perception of the work, and resources would be provided gradually. According to Latonen et al.
(2023), there are also no proper mechanisms of cross sector collaboration, and thus, it makes
responding to crisis more timely and healthier and pharmaceutical supply chains more effective.

The increased level of sophistication of the crises based on climate change, urbanization
and dependency on digital needs to be more resilient to combat the crisis through capacity to
exchange information and networking to overcome the crisis. Recent research points out that
communication is not only a technical process, but also an institution and a culture. Sikder and
Harvey (2023) suppose that any of the technological solutions i.e. real-time data dashboards, IoT
sensors and digital command platform too would only be employed with success as long as the
institutional and operational barriers are also addressed simultaneously. Consequently, the focus
on studying the multidimensionality of the communication barriers such as the institutional,
technological and operational is crucial in improving the system of crisis response.

The organizational barriers might be occasioned by rigid organizational hierarchies,
mistrusts, conflicting mandates and incompetent leadership. The technological barriers are linked
to the poor digital infrastructure, the incompatibility of the system or the cybersecurity risk that

determines the limits of the data exchange (Pescaroli et al. 2023). Operational obstacles on the
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other hand entail the absence of training on crisis, absence of coordination procedure or absence
of transparency in communication channels during the emergencies. The factors interact to either
cause engagement in playing of emergency actors as one - network or as singletons case of high
uncertainty.

Against this backdrop, this paper will seek to assess communication barriers that will fail
to allow a coordination between the emergency services, government and players in the private
sector in addressing crisis response. It is premised on the world literature although it speaks to
contextual realities according to which multi agency coordination is a challenge. Such results
will provide evidence based policy and capacity building strategies that can be used to improve
inter-organizational communication and coordination in a crisis.

Ultimately, the provided study gives a contribution on the general understanding of the
impact of the system of institutional design, technology adoption and practices on the efficiency
of the crisis management systems. It is in the line of the trend towards more attention to the
resilience, collaborative, and adaptive types of governance proposed by such researchers as
Kaneberg et al. (2023) Parker (2024) and Ongensa et al. (2025). The research will contribute to
the creation of the integrated crisis communication patterns that will enable the timely, credible
and integrated measures of responses, in the case of emergency by determining the primary
barriers to practice and their interactions.

1.2 Problem Statement

But despite all the efforts made in communication technology involving emergencies and
institutional transformation, the responses of the crisis in terms of coordination failure are still
many. This is mainly due to failure in the institutions, failure to have a flexible information

systems as well as inefficiencies in the processes which propagate information and decision
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making amongst organizations. Delay in responding, redundancy and wasting resources is not
uncommon since government agencies, emergency providers and partners of separate sectors are
often pre-destined by various mandates, communication systems and opportunities and
consequently, lack the response in time, duplicate the efforts and waste resources.

The problems have mostly been considered by the literature at the sectoral level or
between nations without giving much empirical information as to the role that the interaction
between institutional, technological and operational constraints can have regarding multi-agency
communication in the event of a crisis scenario. This research will attempt to address this gap by
conducting a systematic research review pertaining to the extent and nature of communication
barriers in these three dimensions. The research will offer feasible designs to enhance the
collaborative communication system in crisis management and enhance the effectiveness of the
response in general by quantifying and evaluating the interplay of the institutional culture and
application of technology and coordination of the organization.

1.3 Research Questions

1. What are the main institutional, technological, and operational communication barriers
among emergency services, government agencies, and private-sector partners during
crisis response?

2. How do these communication barriers influence coordination effectiveness among the
different actors?

3. What relationships exist between institutional structures, technology adoption, and
operational coordination in determining crisis communication effectiveness?

4. How can communication and coordination be improved to enhance collective crisis

response?
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1.4 Research Objectives
1.4.1 Main Objective
To assess institutional, technological, and operational communication barriers affecting
coordination between emergency services, government agencies, and private-sector partners
during crisis response.
1.4.2 Specific Objectives:
1. To identify and categorize the institutional barriers that hinder effective communication
and coordination.
2. To evaluate the technological challenges affecting information sharing among crisis
response agencies.
3. To examine operational factors influencing inter-agency communication effectiveness.
4. To analyze the relationships between institutional, technological, and operational barriers
and overall coordination performance.
1.5 Research Significance
The policy makers, emergency management practitioners as well as the crisis
communication scholars can find the value in this study. To start with it provides empirical data
on the multidimensional barriers inhibiting effective crisis co-ordination - barriers needed in the
design of more resilient emergency communication systems. Second, the government and
disaster management authorities will use the findings to develop integrated frameworks that
would improve the level of interoperability and mutual trust between the players involved in the
sector the public and the private. Communication bottlenecks awareness information can be
applied in the organization of emergency services welfare in the form of training on how to

achieve efficiency in response through investment in technological advancements.
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Academically, the paper will have good contributions for theoretical discourse of
institutional communication, crisis management and the inter-organizational cooperation. It
extends or develops earlier models through quantitative interrelationship of institutional,
technological and operation relationships into one model. Moreover, it formulates potentially
effective recommendations that can be applied in different crisis-related situations through a
cross-sectoral analysis - be it natural catastrophes, healthcare emergencies and cybercrime.
Lastly, the research will get better prepared on groups and the establishment of the cooperation in
the form of trust and the elicitation of the positive policy interventions to promote

communication and coordination in the response mechanism in a crisis.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

Another thing which is necessity in the modern crisis management is a well-organized
and well-rrransmitted crisis management. Despite the development of technology and
institutional restructuring, communication failures is a recurring trap to multi-agency response to
crisis. The chapter is a review of the literature that is theoretical, empirical, and conceptual
literature on institutional, technological and operational communication barriers between
emergency services, government agencies and the participants in the private sector. The review
summarizes the international and regional findings to place such barriers into perspective of
realization the role of such barriers in decelerating the process of coordination, information
exchange and decision making during crisis situations. It also provides theoretical premise about
how this study was carried out, and identifies the gap in the research that would be motivating
the research.
2.2 Communication and Coordination in Crisis Response

It is possible to define the crisis communication as a process that includes structured
exchange of timely, accurate and practical information between the participants of emergency
management (Abbas and Miller, 2025). Determining coordination, in its turn, does refer to
resources, education, and activities aimed at achieving shared objectives as a reaction to a crisis
(Gooding et al., 2022). The degree to which the institutions, technologies, and operation systems
are integrated in order to facilitate this communication and coordination is a significant element
of efficiency of crisis management.

Empirically, it is known that inter-agency co-ordination during times of crisis are often

undermined by communication intercepts occasioned by bureaucratic disinteroperability, absence
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of clear hierarchies, and both technological incompetence. Incidentally, Abdeen et al. (2021)
have found that the information bottlenecks resulted in the destruction of the disaster
management system in Sri Lanka following overlapping institutional mandates and ineffective
intersectoral communication. Considering the same tends, Hamilton, Sodergard and Liverani
(2022) stated that the success of the emergency medical teams that tend to be largely negative in
institutional silo relies on the presence of the effective communication chain and mutual
situational awareness.

The structures of Inter-organizational communication were further discovered as lacking
due to the pandemic of Covid-19. Wang, Qi, and Ran (2022) observed that in China, resources
and logistics to deal with the pandemic were organized by the private organizations, which
lacked an organizational framework through which it could communicate with the authorities
and result in inefficiencies. Latonen et al. (2023) also gave the results before and researched the
pharmaceutical supply chains, and found the lack of information circulation and uneven patterns
of communication were blamed for the failures of cross-sector coordination.

2.3 Institutional Communication Barriers

The institutional barriers are created on the basis of institutions structure, culture and
governing system. They determine the direction of information, decision making process and the
ways of collaboration. Kapucu, Dougherty and Hu (2022) are of the view that the network
governance is the interaction of several organizations with different mandates that operate based
on the formal and informal mechanisms of crisis management. These networks are however
failing due to the rigidity of hierarchy and mutual trust. Abdeen et al., 2021, found that disaster
response system in Sri Lanka was more prone to ineffective collaboration which resulted from

the bureaucratic levels and conflict of responsibilities between agencies. Europe Kaneberg et al
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(2023) gave an example showing that defence organizations that react to the Covid-19 had
challenges when it comes to their integration with the civilians because of the variations in
institutional logics and command structures. These barriers will result to gaps in the
coordination, time wastages in decision making and overlaps in service.

Another important factor in inter agency communication is institutional trust. Krogh and
Lo (2023) point out that trust between institutional organizations among organized volunteers
and the government agencies encourage better compliance and coordination but distrust plays a
role in information withholding. Likewise, Giorgii et al. (2017) also establish the link between
ineffectual institutional coordination and systemic risks in the entire emergency management by
insinuating that disjointed governance compromises both resilience and adaptability. Moreover,
according to Parker (2024), non-governmental and third-sector organizations do not always find
it easy to become a part of government-led systems of crisis management because of the absence
of formal communication guidelines although they are fundamental to the management of crisis
situations in the community. All together, these studies suggest how institutional barriers are
manifested as manifested by misleadership, inappropriate hierarchies, untrustworthy leaders and
lack of shared structures of governance-all of which block the effectiveness of communication
even in times of crisis.
2.4 Technological Communication Barriers

The role of technology in crisis communication is significant, and it has enabled sharing
of data in real-time, and monitoring of situations and response. However, there is also the
potential that differences in technology and digital inequalities may also result in communication
difficulties. Riebe, Kaufhold and Reuter (2021) established that the differences in

communication technologies among computer emergency response teams (CERTs), which
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resulted in their inability to share the data effectively. Fragmented communication practices
caused by the differences of platform and software, data standards, reduced efficiency of
collaboration. According to Sikder and Harvey (2023) even with the new opportunities that
emerging technologies offered by an Internet of Things (IoT) systems, artificial intelligence (Al)
and data dashboards, their impact is subject to the capacity of the institutions to integrate them
practically. Poor infrastructure, poor digital literacy, lack of interoperability in systems are
widespread impediments particularly in the developing environments. Likewise, influx in
technological disruptions, cybersecurity risks, data handling challenges may cause compromise
of the flow of information in the crisis situation, which is why the author suggests that secure and
interoperable systems are very important (Dugbartey 2025).

There are other technological barriers other than hardware and software incompatibility.
Abdeen et al. (2021) pointed out that ineffective maintenance of communication systems and
lack of digital training of the staff played a significant role in a breakdown of communication.
Ongesa et al. (2025) emphasize that project management strategies of responding to health crisis
must be based on the sustained digital capacity-building so that technology could be useful to the
coordination, as opposed to slowing it down. In addition, according to George (2024), the
overuse of digital systems that may expose underlying systemic weaknesses as demonstrated by
the global discontinuation of services such as the CrowdStrike outage that exposed the
vulnerability of digital communication systems. Therefore, technological resilience, such as
redundancy, interoperability and cybersecurity would be in the core to maintain a continuous

communication between emergency response partners.
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2.5 Operational Communication Barriers

Operational barriers refer to both the procedural and practical components of
communication in the process of responding to a crisis. These are poor training, poor
communication procedures, absence of standardized terminologies, and lack of situational
awareness. Soyege et al. (2024) assert that operational preparedness, which is characterized by a
lack of drills and ineffective communication channels, as well as improvised decision making, is
one of the key factors that limit health system responsiveness to pandemic and bioterrorism
threats. Ongesa et al. (2025) highlight that emergency response in the area of public health
should be clearly delineated in terms of roles and exercise a continuous simulation to enhance
the flow of communication. Lack of uniform operational frameworks among various agencies
usually results in confusion, duplication and slow response. Likewise, Cvetkovi¢ (2024)
critically analyzed the system of disaster management in Serbia and has found that the system
had weaknesses in its operation, including the absence of clear authority lines and integrated
communication tools among the responders.

Leadership and training also impact on operational efficiency. Both Hamilton et al.
(2022) and Ampratwum, Tam, and Osei-Kyei (2023) believe that effective coordination relies on
standard operating procedures and leadership competence that determine inter-agency
communication. In their systematic review of critical infrastructure resilience, Ampratwum et al.
(2023) discovered that inadequate communication planning and training based on cross-sector
often delays decision-making in the context of crises related to the infrastructure. Moreover,
Osegbue (2025) highlights crisis response plans and the significance of having them in
institutions, particularly, educational and health institutions indicating that unless there are well-

established and efficient operational communication systems, responses to such crises will be
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reactive and disjointed. Thus, operational barriers are more of practical constraints that would
restrict effective communication strategies implementation even in the presence of institutional
and technological structures.

2.6 Interrelationship Between Institutional, Technological, and Operational Barriers

Barriers to crisis communication are seldom independent and are mutually dependent and
reinforcing. As an illustration, the institutional rigidness can be a barrier to adopting
interoperable technologies, and technological weakness can be a reason to increase operational
inefficiencies. The authors state that network governance is only possible by ensuring the
alignment of the institutional and technological structures based on coordinated policies and
mutual standards (Kapucu et al., 2022). Latonen et al. (2023) show that the commitment of an
institution to cross-sector collaboration can positively impact the technological investments and
training that leads to the improvement of operational readiness. On the other hand, poor
institutional leadership usually leads to disjointed technology acquisition and poor
communication processes.

Indeed, according to Pescaroli et al. (2023), the systemic character of such relations is
crucial, as to manage complex emergencies, it is necessary to focus on barriers as a whole
through multi-level coordination and adaptive communication networks. On the same note,
Kaneberg et al. (2023) demonstrate that in Europe, the early COVID-19 responses succeeded
when the institutional collaboration, digital integration, and the operational preparedness were
implemented collectively. In such a way, the literature indicates that it is necessary to treat
communication barriers in a multi-faceted framework in which institutional alignment,
technological integration, and operational readiness are considered to be related determinants of

efficient crisis coordination.

XXI



2.7 Theoretical and Conceptual Framework
2.7.1 Theoretical Framework

The Network Governance Theory and Systems Theory have been the main guiding
principles in conducting this study to explain the interdependence of actors and processes within
complex crisis management settings. According to Network Governance Theory (Kapucu et al.,
2022), contemporary governance, particularly in the time of crisis, presupposes the networks of
organizations that have to coordinate each other horizontally but not vertically. Communication
and sharing of information is essential in such networks in order to have collective results. The
theory emphasizes the role of trust, cooperation, and shared responsibility, and it provides a
model of analyzing institutional obstacles to communication and coordination issues.

This is balanced by Systems Theory, which considers the crisis management a web of
actors, technologies, and processes (Pescaroli et al., 2023). The Systems Theory suggests that
failure in any of the components, that is, institutional (structure), technological (tools), or
functional (processes), can cause the entire system to malfunction. It focuses on the presence of
feedback loops, flexibility, and interdependence, which makes it especially valuable in
investigating the multi-agency communication of crises. Collectively, the theories are a holistic
way of looking at the interaction of institutional, technological, and operational variables that
determine the ability to coordinate during emergency response networks.

2.7.2 Conceptual Framework

The conceptual framework (Figure 1) depicts crisis communication effectiveness as a
result of interactions involving three independent variables Institutional Barriers, Technological
Barriers, and Operational Barriers that interact to influence Coordination Effectiveness.

Figure 1:Conceptual framework

XXII



Institutional Technological Operational Coordination

Barriers Barriers Barriers Effectiveness
Governance - System =) Communication ==  Timeliness of
structures interoperability protocols information
Leadership Infrastructure Training and drills Information
and policies reliability Workflow clarity accuracy
Inter-agency trust Data sharing Collaboration

platforms efficiency

This model presumes that an increase in the coordination effectiveness in the process of crisis
response is caused by the reduction of institutional, technological, and operational barriers to
communication.
2.8 Research Gap

Despite the extensive study on crisis management and management, there are still a
number of gaps. To begin with, the available literature (e.g., Abdeen et al., 2021; Wang et al.,
2022; Latonen et al., 2023) is centered on particular sectors, including health, defense, or
logistics, and does not involve cross-sector collaboration between the government and
emergency services and private at the same time. This curbs the knowledge of the influence of
multi-sectoral dynamics on barriers to communication. Second, a lot of the literature is either
qualitative or conceptual, and there is still little quantitative information on the connections
between the institutional, technological and operational factors. The research works such as
Riebe et al. (2021) and Sikder and Harvey (2023) examine the use of technology in a descriptive
manner, but they fail to statistically test its interplay with the institutional and operational level
of the studies. Third, research based in developing areas has limited contextualization because

resource limitations and institutional division tend to compound the problems of communication.
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The generalizability of the crisis communication models would be improved by empirical
observations in such environments. Finally, there are not many studies that incorporate the three
dimensions of institutional, technological, and operational in one analytical framework. The
paper fills these gaps by applying quantitative design to quantify and determine the relationships
between them and how they combine to affect the effectiveness of coordination.
2.9 Summary of Literature Review

The reviewed literature reveals that successful crisis communication relies on
institutional trust and governance structures, technological interoperability and resilience and
operational clarity and preparedness. Barriers on any of these domains can be a significant hurdle
in coordinated crisis response. However, existing studies have hardly taken these factors into
consideration together and from empirical and quantitative perspectives in multi-sectoral
contexts. Building on Network Governance Theory and Systems Theory, this study is a proposal
for an integrated framework in which to quantify and analyse the institutional, technological and
operational barriers to communication and its impact on the effectiveness of coordination. The
findings are meant to contribute to a body of knowledge in terms of both the theoretical
discourse and practical strategies for improving communication networks between emergency,

government and private-sector actors when responding to a crisis.
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Chapter Three: Methodology

3.1 Research Design

In this research paper, we use the quantitative descriptive study design in a cross-section
survey design, to objectively find out the impact of institutional, technological and operational
communication barriers and effects of these on the coordination effectiveness of emergency
response stakeholders. The quantitative design makes possible to measure and statistically
analysis the relationship between the variables with the help of measurable data on a quantitative
basis to provide empirical clues to interpretation (Creswell and Creswell, 2018). The descriptive
element is concerned with the qualities and degree and the cross-sectional aspect in making
possible gathering of data in various institutions at one point of time. This design is especially
suitable in learning more about the patterns of communication in various agencies in the situation
of managing the crisis and the coordination of its efforts (Gooding et al., 2022). Underlying the
objective is the production of statistically sound results which have the potential to influence the
policies and operations of the institutions based on the necessity to improve multi-agency
communication during an emergency.
3.2 Target Population

This research will be directed towards the target population that consists of people in the
front line of the emergency management, crisis communication and coordination in the both the
public and the private sector. These population includes those employed in government disaster
management agencies, police, fire service, ambulance services, public hospital and emergency
health services, and private security and logistics services, telecommunication companies, utility
companies as well as emergency coordination committees. Such groups reflect the high degree of

diversity between the actors that should ensure that there is effective communication and
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cooperation in the event of a crisis. A focus on the representatives of these sectors will also allow
the study to provide representation from all the major organizations involved in emergency
preparedness and response, which is consistent with the past surveys that recommend the cross-
sector involvement of crisis coordination (Kapucu, Dougherty, and Hu, 2022; Wang, Qi, and
Ran, 2022). This heterogeneity will make findings of the study more representativeness and
generalizable.
3.3 Sampling Technique

The type of sampling strategy used will be a purposive sampling strategy that will be
used to select the participants that had the first hand experience or the responsibilities pertaining
to crisis management, communication, and coordination. The approach is appropriate as it
ensures that the researcher identifies people with knowledge and engagement that is relevant in
contrast to selecting people randomly though they may not have the necessary experience
(Etikan & Bala, 2017). The sample will comprise representatives of such central operation units
as communication, logistics, emergency coordination and policy management departments. The
informed choice of the respondents will ensure that the data obtained will reflect an informed
professional input on impediments that exist in communication and coordination among
agencies. Besides, the sample size will be calculated referring to the need to achieve sufficient
statistical power as well as to be represented in all the targeted sectors.
3.4 Data Collection Method

The data in this study will be gathered through the use of a structured self-directed
questionnaire which will be administered physically and electronically to cover the participants
because they will be in various agencies and locations. The questionnaire would be a majorly

closed ended instrument with responses being provided in a five point likelihood pole (Likert
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scale) between 1 (Strongly Disagree) to 5 (Strongly Agree). Such a form of data will enable the
measurement of the perceptions of the respondents concerning the communication barriers and
effectiveness of coordination to obtain the numbers that can be analyzed using statistical methods
(Likert, 1932). Self-administered format will guarantee that there is no anonymity and that the
participants will not be forced to lie but, most of all, they will be able to fill the questionnaire at
their own time and place. It will also be a part of open-ended questions on the questionnaire
which will give further understanding of qualitative information and suggestions on how to
improve inter-agency communication and coordination practices.
3.5 Data Collection Instrument

The major research tool will be the form of a questionnaire, which will help obtain the
information about the barriers to institutional, technological, and operational communication,
and the overall effectiveness of coordination. The tool will be based on five major parts. Section
B will deal with the barriers to institutional communication including leadership transparency,
hierarchical organizational structure, policy direction, and inter-organizational trust. In section C,
evaluation will be made of barriers of technology communication which will include
infrastructure communication compatibility, interoperability, system reliability and digital
integration challenges. In section D, evaluation of the operational barriers will be executed such
as the sufficiency of the training, the clarity of communication roles, and the developed
operational procedures, in such cases. In section E, the effectiveness of coordination will be
measured in which the level of perception of timeliness, collaboration and information sharing
between organizations are evaluated. Lastly, Section F will contain open-ended questions which
can allow the respondent to make suggestions as to how crisis communication can be improved

or also suggest the tools of information. The instrument will be developed based on previous
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studies in the field of emergency management and the inter-organizational coordination (Abdeen
et al., 2021; Riebe, Kaufhold, and Reuter, 2021; Sikder and Harvey, 2023) which will ensure the
content validity and the theoretical basis.

3.6 Data Analysis

Statistical analysis of the data will be done using Statistical Package of the Social
Sciences (SPSS). The analysis will take the form of descriptive as well as inferential statistical
analysis which will be in accordance to each of the research objectives. The demographics
characteristics of the respondents and the patterns that are prevalent in the communication
barriers will be summarised using descriptive statistics which will involve the means, standard
deviations and frequency distributions. The inferential statistics will be used to test the
relationship, association and predictive effects of variables to each other.

To accommodate the first objective, which is aimed at the identification of the main
institutional communication obstacles in crisis coordination, descriptive statistics would be used
for generalization of the level of institutional challenges. The correlation analysis will then be
exploited by Pearson in establishing the relationship of institutional barriers as well as
effectiveness of coordination (Abbas and Miller, 2025). To address the second objective which
aims at evaluating technological communication barriers, chi-square tests will be applied, to
establish if there are major associations between technological constraints and coordination
effectiveness (Sikder and Harvey, 2023).

The third goal Is aimed at studying the operational communication obstacles and the
impact of the same on the coordination. To achieve this goal, Pearson correlation will once again
be employed to check the correlation between operation communication practices and

performance in coordination (Abdeen et al., 2021). To answer the fourth objective that will
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attempt to find the synergy effect of institutional, technological and operational barriers in terms
of coordination effectiveness, multiple linear regression analysis will be used. The method will
set variables with the most significant and predictive capability of coordination performance
between agencies (Kapucu et al., 2022; Pescaroli et al., 2023).
3.7 Validity and Reliability

Content validity will be ensured in the research by reviewing the questionnaire by
experts, pilot test. The instrument will be tested by the experts in the field of emergency
communication and disaster management to ensure that it is relevant, clear and achieve the
research goals. A pilot test will be conducted for a small sample group of 10- 15 respondents in
order to make improvements on the instrument and make it understandable. In order to measure
the reliability Cronbachs alpha will be used and will scale the internal consistency of the Likert-
Scale items. Cronbach alpha coefficient of 0.70 and above will be taken to indicate the
acceptability of the constructs on the determining the reliability (Tavakol and Dennick, 2011).
The process is such that the questionnaire delivers stable and consistent results which can be
subjected to quantitative analysis.
3.8 Ethical Considerations

The research will follow ethical integrity within the research required standards of human
subject research. The study will tell the participants about the goals and methods of the study
thoroughly and give them the rights of the study including the right to withdraw with no penalty
during the study. All the participants would be informed for consenting before the data is
collected. The considerations of confidentiality and anonymity will be highly adhered to the
removal of personal details and physical and digital contents as well as the safety. All the data

will be coded and not shared to any outside parties. The research will comply with ethical
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requirements of respect of persons, beneficence, and justice as suggested by research ethics

standards as well (Resnik, 2020).
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CHAPTER FOUR: RESULTS

4.1 Introduction

This chapter gives the outcome of statistical examination of the data gathered among 385
participants who are emergency services staff, government agencies and the partners in the
private sector. The results are categorized by the research objectives, as the first variables are the
descriptive statistics of the demographics of the participants, which is followed by the studies of
the institutional, technological, and operational communication barriers, and finally the
connections between the communication barriers and the effectiveness of the coordination. All
statistical manipulation involved SPSS Version 26 at a significant level of 0.05.
4.2 Demographic Characteristics of Respondents

The number of respondents who participated in this study was 385, who represented
different organizations of crisis response. Table 1 includes the demographic data of the
participants according to the type of organizations, the position, and experience years.

Table 1: Demographic Characteristics of Respondents (N = 385)

Characteristic Frequency Percentage
Organization Type
Government Agencies 142 36.9%
Emergency Services 127 33.0%
Private Sector 79 20.5%
Non-Governmental Organizations 37 9.6%

Years of Experience

Less than 1 year 23 6.0%

1-3 years 89 23.1%
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4-6 years 112 29.1%

7-10 years 94 24.4%

More than 10 years 67 17.4%

The findings show that most of them (36.9 percent) represented government agencies, the
next percentage was emergency services (33.0 percent), followed by private sector organizations
(20.5 percent) and non-governmental organizations (9.6 percent). Concerning experience, most
of the respondents (70.9) had over 4 years' experience rin crisis response, and the professionals
were well qualified in terms of their professional expertise.

4.3 Communication Barriers of the Institution

The former focused on establishing the major institutional obstacles to effective
communication and coordination. The 12 items measured institutional barriers in terms of five-
point Likert scale. The table 2 shows the descriptive statistics of each item.

Table 2: Descriptive Statistics for Institutional Communication Barriers (N = 385)

Item Mean Std. Dev. Rank
Unclear lines of authority and responsibility 4.23 0.78 1
Rigid bureaucratic hierarchies 4.12 0.82 2
Lack of inter-organizational trust 3.98 0.91 3
Overlapping mandates and jurisdictions 3.87 0.88 4
Weak shared leadership 3.76 0.94 5
Absence of unified governance frameworks 3.65 0.97 6
Overall Mean 3.94 0.72 -

The findings show that the biggest institutional obstacle was unclear lines of authority

and responsibility (M = 4.23, SD = 0.78), then there was rigidity of bureaucratic lines (M = 4.12,
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SD = 0.82) and finally there was lack of inter-organizational trust (M = 3.98, SD = 0.91). The
mean between all the institutional barriers was 3.94 (SD = 0.72) which shows that there are high
institutional barriers in crisis communications.

4.4 Technological Communication Barriers

The second objective was to determine the technological issues which had an impact on
information exchange. There were technological barriers that were measured with the help of 10
items.

Table 3: Descriptive Statistics for Technological Communication Barriers (N = 385)

Item Mean Std. Dev. Rank
Incompatibility between systems 4.31 0.73 1
Weak digital infrastructure 4.18 0.81 2
Cybersecurity concerns 4.05 0.85 3
Non-standardized data formats 3.92 0.89 4
Low digital literacy 3.78 0.95 5
Limited technological resources 3.67 0.98 6
Overall Mean 3.99 0.76 -

The results showed that the most important technological barrier was incompatibility
between systems (M = 4.31, SD = 0.73), then there were weak digital infrastructure (M = 4.18,
SD = 0.81) and cybersecurity concerns (M = 4.05, SD = 0.85). The general average of the
technological barriers was 3.99 (SD = 0.76), which showed that there were significant

technological barriers that hindered efficient communication.
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4.5 Operational Communication Barriers

The third objective explored operational issues that affected the success of inter-agency
communications. The measure of operational barriers involved 11 items. The descriptive
findings are given in Table 4.

Table 4: Descriptive Statistics for Operational Communication Barriers (N = 385)

Item Mean Std. Dev. Rank
Unclear communication protocols 4.27 0.76 1
Inadequate training on communications 4.15 0.80 2
Lack of standardized terminology 4.02 0.87 3
Weak shared situational awareness 3.91 0.90 4
Infrequent joint exercises 3.82 0.93 5
Ambiguity in role definition 3.71 0.96 6
Overall Mean 3.98 0.74 -

The findings showed that the most important operational barrier was "unclear
communication protocols" ( M =4.27, SD = 0.76), then came inadequate training on
communications ( M = 4.15, SD = 0.80) and lack of standardized terminology (M =4.02, SD =
0.87). The average between the operational barriers was 3.98 (SD = 0.74) which means that
operational barriers to communication practices in crisis situations were very high.

4.6 Coordination Effectiveness

The dependent variable was coordination effectiveness that was evaluated using 8 items.

Table 5 shows the descriptive statistics of coordination effectiveness.

Table 5: Descriptive Statistics for Coordination Effectiveness (N = 385)

Item Mean Std. Dev.
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Timeliness of information sharing 2.87 0.94
Quality of inter-organizational collaboration 2.94 0.89
Coordinated decision-making 2.76 0.98
Efficiency of resource utilization 2.82 0.91
Speed of response 291 0.87
Clarity of communications 2.68 1.02
Overall Mean 2.83 0.81

The findings revealed that the effectiveness in coordination was rather low, and the
average was 2.83 (SD = 0.81). The lowest score of coordination was that of clarity of
communications (M = 2.68, SD = 1.02), and then was coordinated decision-making (M = 2.76,
SD = 0.98). Such findings indicate that the different barriers impacted adversely on the capability
of organizations to coordinate effectively when responding to crises.

4.7 Correlation Analysis

Pearson correlation analysis was done to identify the relationships of institutional,
technological and operational barriers to communication and coordination effectiveness. Table 6
shows the correlation table.

Table 6. Correlation Matrix Between Variables (N = 385)

Variable Institutional Technological Operational | Coordination
Barriers Barriers Barriers Effectiveness

Institutional Barriers 1

Technological T12%* 1

Barriers

Operational Barriers 687+ JASH* 1
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Coordination -.821** - 798** -.836** 1

Effectiveness

Note: ** indicates significance at the 0.01 level (2-tailed)

The results of the correlation analysis demonstrated a high negative statistically
significant relationship exists between all communication barriers and coordination
effectiveness. The operational barriers had the highest level of correlation with the effectiveness
of coordination (r = -.836, p <.01), institutional barriers (r = -.821, p <.01), and technological
barriers (r = -.798, p <.01). The three types of the barriers were also positively correlated and
hence the barriers are interrelated and synergistic.

4.8 Multiple Regression Analysis

In order to identify the proportional influence of each form of communication barrier on
the effectiveness of the coordination, a multiple linear regression analysis was performed. The
independent variables included institutional, technological and operational barriers, whereas the
dependent variable was the coordination effectiveness. The results of the regression analysis are
found in Table 4.7.

Table 7: Multiple Regression Analysis Results for Predicting Coordination Effectiveness (N =

385)
Variable B SE Beta t p
Constant 8.947 0.312 - 28.67 <.001
Institutional Barriers -0.387 0.058 =312 -6.67 <.001
Technological Barriers -0.298 0.062 -.267 -4.81 <.001
Operational Barriers -0.421 0.055 -.368 -7.65 <.001

Note: R? =.762, Adjusted R> = .760, F(3, 381) = 407.23, p <.001
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The regression analysis presented above indicated that the overall model was significant,
F(3, 381) =407.23, p <.001, and accounted 76.2% of the variance in the coordination
effectiveness (R 2 =.762). All the three independent variables were found to be significant
predictors of coordination effectiveness. The strongest predictor was operational barriers ( -.368,
p <.001), then institutional barriers (-.312, p <.001), and technological barriers (-.267, p =.001).
All these findings suggest that the three types of barriers are independent and have a negative
impact on the effectiveness of coordination with the impact of operation barriers being relatively
stronger.
4.9 Summary of Results

The research outcomes showed that there are major barriers to communication on the
institutional, technological, and operational levels of multi-agency response to crisis. The levels
were high in all the types of barriers (means ranged between 3.94 and 3.99), and there were
strong, negative, and significant correlations with the coordination effectiveness. The level of
effectiveness of coordination was comparatively low (M = 2.83), which meant that the barriers
had a negative impact on inter-organizational collaboration. The three barriers were able to
explain 76.2% of the variance in coordination effectiveness with operations barriers having the
most effect, then institutional barriers and then the technological barriers. These results support
the view that communication barriers during crises are multi-dimensional and interrelated and
underline the necessity of the complex approaches toward the inclusion of communication and

coordination among emergency services, government agencies, and partners in the private sector.
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CHAPTER FIVE: DISCUSSION, CONCLUSION AND RECOMMENDATIONS
5.1 Introduction

In this chapter, the findings given in Chapter Four are discussed extensively and are
associated with the existing literature and the theoretical framework of the study. The chapter
commences with the interpretation of the main findings related to the institutional, technological
and operational barriers of communication and how they affect the effectiveness of the
coordination in the response to crisis. It then goes on to explain the theoretical and practical
implications of the findings and then the contributions of the study to academia. The limitations
of the research are also provided in the chapter and recommendations are made concerning future
studies. Lastly, it provides the evidence-based guidelines to be used by policy makers,
emergency management professionals, and organizations engaged in crisis response including
the final observations about the need to improve multi-agency communication as a way of
increasing effective emergency coordination.

5.2 Discussion of Findings
5.2.1 Barriers to Communication in the Institution.

This study found that all the three categories of the institutional barrier to communication
between the emergency services, governmental agencies, and the private sector were high in
terms of responding to the crisis (M = 3.94). The greatest obstacle was deemed to be "Unclear
lines of authority and responsibility" which was followed by "Rigid bureaucratic hierarchies" and
lack of inter-organizational trust. The results are consistent with the earlier studies conducted by
Varghese, (2022) as they discovered that strict institutional systems and conflicting roles were
barriers to effective disaster management collaboration. The process of ambiguity in authority

can be justified by the network governance theory, which assumes that in the current crisis
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response systems, horizontal coordination of the various organizations, the mandate and
mandates of which are diverse, is necessary, rather than the traditional hierarchical systems. Lack
of clarity in lines of authority will lead to lack of coordination and delays in decision making
which compromises the effectiveness of response.

Moreover, the untrust between organizations is indicative of the inherent problem of
developing collaborative response networks. According to Huda (2024), information sharing and
coordination are impossible without institutional trust. In case of lack of mutual trust between
organizations, the critical information will not be shared, resulting in the fragmentation and
ineffectiveness of the responses. According to Pescaroli et al. (2023), systemic risks of
emergency management are frequently due to the fragmentation of governance and
unsatisfactory institutional coordination. The existing evidence is that a challenge of institutional
barriers cannot be resolved solely through technical or procedural refinements; it also involves
structural changes in the system of governance, the role distribution, and responsibilities, and the
development of trust at the expense of frequent cooperation and collective accountability.

5.2.2 Communication Barriers of Technology.

There were also high rates of technological barriers (M = 3.99) with the most urgent issue
being incompatibility between systems, and then there were weak digital infrastructure and
cybersecurity concerns. These results are also consistent with Riebe, Kaufhold, and Reuter
(2021) who discovered that the differences in communication technologies between emergency
response groups significantly reduce the exchange of information and inefficient cooperation.
Qhal (2025) focus on the fact that new technologies, including IoT systems, Al, and data
dashboards, have high potential in enhancing coordination of a crisis, yet their integration and

compatibility between organizations is the key.
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The cybersecurity issues, which were considered to be of high importance in this
research, highlight the two-sidedness of digitalization in response to crisis. Digital technologies
are the critical ones necessary to exchange information in real-time, but they also present weak
points that are ready to be exploited in cases of emergency. According to Deonarain (2024),
effective response to a crisis may be inhibited by technological disruptions and cybersecurity
threats that may cripple communication systems. Thus, technological barriers need a moderate
solution to provide compatibility, integration, and cybersecurity at the same time. To maintain
communication continuity in case of crisis, organizations should invest in harmonizing
communication platforms, establish consistent data standards and improve cybersecurity
measures.

5.2.3 Operational Communication Barriers

The operational barriers were also found to be a major problem (M = 3.98), with the most
striking examples being unclear communication protocols, insufficient training on
communications, and lack of standard terminology. These results coincide with other studies by
Lal et al. (2022), who highlighted that lack of operational preparedness, such as the lack of
proper training, fragmented protocols, and ad hoc decisions, is a major limitation in the
performance of the health system in response to epidemics and bioterrorism threats. In terms of a
systems theory approach, operational barriers are failures in the processes that unite institutional
and technological elements. Crisis response may be unsuccessful even with obvious institutional
arrangements and appropriate technology, when there are vague operational procedures or poorly
drilled operational procedures.

Abdeen et al. (2023) focus on the use of standardized terminology and standard operating

procedures that can be used to coordinate multi-agency communications. These factors are
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lacking as seen in this research signifying lack of operational preparedness. The results indicate
that companies participating in crisis management must invest in periodic training, collective
exercises and unification of common communication guides. In addition, operational procedures
ought to be transparent, frequently rehearsed and readily available to all responders irrespective
of their institutional membership.

5.2.4 Effects on Effectiveness of Coordination.

In the case of correlation and regression analyses, it was noted that, all forms of barriers
and coordination effectiveness were heavily associated, and statistically significant. The
strongest predictor of the effectiveness of coordination was operational barriers ( = -.368),
institutional barriers ( = -.312), and technological barriers ( = -.267). This trend is in line with the
central belief of the systems theory which states that the effectiveness of the system is
determined by the interaction of its components. Operational barriers are the point of contact of
institutional structures and technological infrastructure and in case they are not functioning
properly, they directly affect the undermining of coordination.

More so, the three barriers (R 2 =.762) have a significant combined effect, which
indicates that they interact synergistically and negatively influence coordination. Organizations
can not just deal with one aspect of barrier without thinking of the other. Rather, the strategies of
improvement must be holistic and combined, that is, institutional governance, technological
alignment, and operational preparedness should be implemented in tandem. This conclusion can
be argued in view of Wahab et al. (2021) who have highlighted the need to make communication
barriers an issue that is addressed on multiple levels based on multi-level coordination and multi-

level adaptive communication networks.
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Lastly, the fact that the reported level of coordination effectiveness is low (M = 2.83)
suggests that there is a lot of room to enhance the current state of multi-agency communication.
The implication of this observation is that even with changes in technology and institutional
changes, effective coordination has been a pragmatic issue. This underscores the fact that there is
a dire need to make specific investments and policy interventions to enhance communication and
coordination in the crisis response systems.

5.3 Theoretical Implications

The research has significant theoretical contributions to the existing literature on crisis
communication and emergency management. To begin with, the results endorse the combined
use of the network governance theory and systems theory in the explanation of the intricacies of
multi-agency communication. Although the past research concentrated on one dimension of the
communication barriers, the current study showed the interaction and combination of the
institutional, technological, and the operational barriers and their overall influence on the
effectiveness of coordination, empirically. The interdependence and interrelation between
various types of barriers are emphasized by this multi-dimensional approach that expands on the
previous theoretical models.

Second, the paper focuses on the systemic character of crisis response networks. Findings
demonstrate how obstacles in any one of the components of a system i.e. institutional,
technological and operational one can affect the overall performance of the whole system. This
helps to support the basic hypothesis of the systems theory that complex systems need to be
aligned and integrated with each and every component in order to be effective. To researchers,
this implies that research on crisis communications in future must take more holistic as well as

systemic approaches, instead of considering isolated aspects of crisis communications.
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Third, the research advances the theoretical discussion on the issue of trust, shared
leadership, and collaborative governance within crisis response networks. The results indicate
that the deficiency of inter-organizational trust and poor shared leadership cannot be treated as
administrative problems only, as they are the structural barriers that interfere with the effective
coordination. This is in line with the theory of network governance that values the significance of
trust, collectivity of responsibility and horizontality in the current mode of governance. To
theorists, this has brought into focus the need to come up with models that incorporate social and
relational factors, as well as technical and procedural components of crisis communication.

5.4 Practical Implications

The results of this research are quite informative to policy makers, emergency
practitioners and other organizations that participate in responding to a crisis. First, the fact that
communication barriers are high as observed in this study implies that there is an urgent need to
implement policy interventions to enhance multi-agency communication. Clearly, unified
governance structures outlining the roles, roles, and lines of authority should be developed by
policymakers to all crisis response stakeholders. This necessitates the development of permanent
coordination committees, joint command centers, as well as standardized communication
protocols, which work across institutional borders. Second, the paper highlights the significance
of focused investments in technology. Instead of buying technologies in a disjointed way,
organizations are supposed to apply a coherent approach that gives preference to compatibility
and integration. This involves coming up with common communication platforms, data format
standardization and effective cybersecurity. In addition, technological investments must be
followed by extensive training to make every person capable of operating new systems to his/her

benefit.
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Three, the high value of operational barriers signifies an improved operational
preparedness is required. Organizations ought to undertake frequent collective exercises and
drills, which mimic the realistic crisis occurrence. These drills ought to be aimed at enhancing
communication procedures, coming up with standardized terminologies and roles and
responsibilities clarification. Also, companies ought to invest in continuous trainings, which
would improve communication abilities, leadership skills, and cross-sector cooperation. Fourth,
the research emphasizes the significance of establishing trust and inter-organizational
relationships. The policymakers are supposed to enable platforms and collaborative mechanisms
whereby the stakeholders in government sectors, emergency services, and the private sector meet
regularly. Through these platforms, relationships, mutual trusts and understanding can be
developed, which is critical in the development of effective coordination during a crisis.
Moreover, companies need to invent information-sharing procedures that promote openness and
cooperation at the same time considering the security and confidentiality issues.

5.5 Limitations of the Study

Even with the contributions, this study also has a number of limitations which ought to be
noted. First, the research design was cross sectional thus making it impossible to draw causal
conclusions. Although the results indicated that communication barriers were strongly related to
effectiveness of coordination, the cross-sectional nature of the study could not determine the
cause and effect relationships. The longitudinal or experimental designs should be employed in
future as a way of coming up with more conclusive findings on causality. Second, the research
used self-reported data in the form of questionnaires, which is prone to social desirability bias or
recall bias. Although measures were taken to guarantee confidentiality and anonymity, one can

not disregard the fact that there is always the possibility that the respondents might have
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exaggerated the level of coordination or underestimated the severity of the barriers. The study
may be enhanced by applying multiple research designs in the future (observation, interview,
document analysis) to compare the results and avoid possible bias.

Third, the research investigated the perception of the participants on the communication
barriers and the effectiveness of coordination and not on the actual outcome of crisis response.
Although perceptions can be a rich source of understanding what problems practitioners
experience, it is not always true that they could be an indicator of how these obstacles lead to
crisis outcomes. Further studies ought to include the correlation of perception data with objective
performance data, e.g. response times, mortality rates or resource usage indicators, to provide a
more holistic perspective of the influence of communication barriers. Fourth, the research
employed purposive sampling and this approach might not be suitable in generalizing the results
to other settings. Although the sample was reflective of the major areas, which are involved in
responding to the crisis, the results might not be generalized to all regions, countries, and types
of crisis. Comparison studies should be performed by future researchers across various
geographical, cultural and political settings to better generalize and provide a consideration of
differences based on context.

5.6 Future Research

Following the results and constraints of this research, it becomes possible to suggest
some directions of the future research. Carry out longitudinal studies which monitor the change
in communication barriers and effectiveness of coordination over time and particularly following
interventions or policy reforms. This would enable the researchers to determine the effectiveness
of various strategies to enhance multi-agency communication. Adopt various techniques, such as

qualitative, comparative as well as experimental research in order to have a better insight into
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how communication barriers influence the effectiveness of coordination. As an illustration, case
studies of particular responses to crises in detail might give us an insight on how barriers come to
fruition in practice and how they can be solved.

Vault into the issues of leadership, organizational culture, and other social variables in
determining the effectiveness and coordination of communication. Although this paper has
touched on the structural, technological, and procedural barriers, there is a possibility of soft
factors like leadership and culture influencing whether multi-agency collaboration succeeds or
fails. Discuss how the emerging technologies, including artificial intelligence, machine learning,
and blockchain technologies, affect crisis communication and coordination. The technologies can
present new possibilities to enhance information exchange and decision-making, but also present
new challenges that should be examined empirically. Carry out comparative research on various
types of crisis (e.g., natural disasters, epidemics, cyber-attacks, industrial accidents) so that you
can know whether communication barriers and its consequences vary based on the nature of the
crisis. This would assist in the formulation of communication strategies to suit the various types
of crisis.

5.7 Recommendations

According to the conclusions of this research, the subsequent guidelines can be provided
to policymakers, emergency management practitioners, and organizations, which are involved in
the crisis response. Have cohesive governance structures spelling out roles, duties and authority
chains of command of all stakeholders during crisis response. Legal legislation and formal
policies should support these structures and provide compliance and accountability. Establish the
permanent coordination committees and joint command centers including the representatives of

the government and emergency services, non-governmental organizations, and the
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representatives of the private sector. These organizations must sit down periodically to discuss
the communication guidelines, overcome institutional hurdles, and encourage partnering.
Encourage inter-organizational trust building through the facilitation of frequent joint mediums
and systems. Such initiatives must aim at the establishment of a common understanding, trust,
and common goals, which are fundamentals of effective coordination in times of crises. Have
information-sharing procedures that promote transparency and cooperation with consideration of
security and privacy issues. These guidelines must be clear, consistent and some legal and
technical protection must be provided.

Invest in compatible and integrated communication platforms that will facilitate and
allow easy exchange of information in various organizations. These platforms ought to
accommodate uniform data format and offer easy to use interfaces to enhance wide usage.
Standardize data formats as well as communication protocols, which would guarantee
compatibility with various technological systems. This must involve shared data formats,
classifications and vocabularies that allow even understanding and use of information. Enhance
cybersecurity measures to ensure communication systems are not exposed to any form of threats
and disruption. This must also incorporate periodic vulnerability evaluations, layered security
applications, and business continuity strategies that would help in keeping the channels of
communication running in case of cyber attacks or technological outages. Conduct extensive
training on technology to all the personnel involved in crisis response. Such programs cannot be
limited to the usage of technological tools but can also include the best practices related to data
management, cybersecurity, and digital communication.

Establish a set of standardized communication protocols that are clear, define procedures,

terminologies and roles of all stakeholders in crisis response and disseminate them to all
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stakeholders. Such protocols must be well documented, easily available and updated frequently
to encompass lessons learnt and change of operational context. Carry out common shared
exercises and practices that imitate realistic crisis situations and exercises communication
procedures. Such exercises are to involve all pertinent actors and allow learning how to find the
gaps in coordination and enhance preparedness to work more effectively. Consider investing in
constant training programs that will improve communication skills, leadership skills and cross-
sector cooperation. Such programs are to be aimed at the development of the competencies
required to be effective in high-pressure and uncertain situations, which are the crucial features
of crisis responses. Implement after-action review systems to evaluate the effectiveness of
communication and coordination in the response to every crisis. These reviews are supposed to
determine what has been working and what has not, what has been learnt, and what can be done
to improve on the same.
5.8 Conclusion

The given work presents an in-depth empirical investigation of institutional,
technological, and operational barriers to effective communication between emergency services,
government agencies, and the partners in the private sector that drives the effective coordination
during crisis response. The results indicated that barriers were high in all three dimensions and
the effects had a strong negative influence in the coordination effectiveness. The most predictive
of effectiveness was operational barriers, then came institutional barriers, and technological
barriers, which serves to suggest the multi-dimensional and interconnected nature of the
challenges of communication during crisis situations. The work has good theoretical value as it
has shown the interactions of the three institutional, technological and operational barriers, as

well as their collective impact on effectiveness of coordination through an integrated theoretical
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framework that integrates the network governance theory and the systems theory. In practice, the
findings provide a clear direction through which the policies, practitioners in emergency
management, and organizations should address these obstacles with specific interventions in
governing, technological and operational practices.

Although the study has its limitations (it is cross-sectional and self-reported), it opens the
path to further research that could look into the nature of crisis communication and coordination
in more detail. The solutions that are outlined in this chapter demonstrate that a multi-agency
communication must be approachable on a systematic, combined level, that is, an approach
should be offered to the institutional, technological, and operational obstacles that hamper the
communication and introduce a spirit of teamwork, faith, and self-betterment. Finally, crisis
response can be successful because various stakeholders are able to communicate and coordinate
during time of high pressure and uncertainty. The communication barriers identified in this paper
can be tackled in order to make organizational structures more resilient, enhance preparedness,
and, but not the least, save lives and decrease damage during crisis instances. This work serves
this purpose by offering evidence-based information and effective suggestions, which would help

establish better and stronger crisis communication networks.
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Appendices
A. Questionnaire
Section A: Respondent Information
1. Organization type:

o Government Agency
o Emergency Services (Police, Fire, Ambulance)
o Health Sector (Hospitals, Public Health Units)
o Private Sector (Security, Logistics, Utilities, Telecommunications)
o NGO/ Third Sector

2. Position / Role:

3. Years of experience in crisis response:
o <l year
o 1-3 years
o 4-6 years
o 7-10 years
o >10 years

4. Have you participated in coordinated multi-agency crisis responses?
o Yes
o No

Section B: Institutional Communication Barriers

Objective: Identify organizational, leadership, and policy-related barriers.

Statement 1 |2
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My organization has clear policies that define communication o|glo|o

responsibilities during crises.

There is effective leadership guiding multi-agency coordination during o|glo|o

crisis response.

Institutional hierarchies hinder timely information sharing with other Ololglo

agencies.

There is trust between my organization and other emergency responseor | [] | [ | O | I

private-sector partners.

Conflicting mandates between agencies negatively affect O|lO|O|Od

communication and coordination.

My organization participates in regular joint planning or coordination o|glo|o

exercises with other agencies.

Section C: Technological Communication Barriers

Objective: Assess challenges related to technology use, infrastructure, and digital integration.

Statement 112 (3 |4

Communication technologies in my organization are compatible with o|glo|o

those of other agencies.

Technological systems are reliable and available during crisis situations. | [J | O | O | O

Lack of standardized digital tools hinders effective information sharing Olglgolg

with partners.

My organization has sufficient training to use technology for multi- o|glo|o

agency coordination.
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Cybersecurity or privacy concerns limit the exchange of information

during crises.

Section D: Operational Communication Barriers

Objective: Examine practical, procedural, and workflow-related communication challenges.

Statement 112 (3 |4
There are clear operational protocols for sharing information during O|glo|o
crises.
Roles and responsibilities for crisis communication are well-defined in Olglgolg
my organization.
In emergencies, information is communicated quickly and accuratelyto || O | O | O
relevant partners.
Lack of training or drills reduces the effectiveness of communication O|Oo|go|d
during crisis response.
Operational challenges (e.g., workload, resource constraints) limit o|glo|o
collaboration with other agencies.

Section E: Coordination Effectiveness

Objective: Measure perceived effectiveness of multi-agency coordination.
Statement 112 (3 |4
Inter-agency coordination during crises is generally effective. O|Oo|go|d
Information received from partner organizations is timely and o|glo|o

actionable.
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My organization is able to respond effectively due to shared o|o|go|g|g

communication systems with partners.

Collaboration between public, private, and emergency organizations O|lgo|o|Oo|Og

improves crisis outcomes.

Overall, communication barriers significantly affect coordinationduring | | O |0 | O | O

crises.

Section F: Open-Ended Questions
26. In your opinion, what are the main factors that improve communication and coordination
during crisis response?
27. What strategies or tools would you recommend to overcome communication barriers in

multi-agency crises?

B. Workplan
Activity Duration Timeline
Proposal development and approval 1 month Month 1
Instrument design and pilot test 1 month Month 2
Data collection 2 months Months 3—4
Data analysis 1 month Month 5
Report writing and review 2 months Months 67
C. Budget
Item Unit Cost (USD) | Quantity | Total (USD)
Questionnaire printing & distribution 1.5 200 300
Data collection assistants 50 4 200
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Data analysis (SPSS)

100

Stationery & logistics - 150
Miscellaneous - 50
Total 800 USD
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