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Abstract

In light of the increasing challenges faced by modern institutions, crisis management within
public relations has become a strategic necessity—especially in sectors that involve direct and
sensitive interaction with the public, such as medical insurance. This study seeks to explore the

experience of Aseeg Medical Insurance Companyin managing crises and to analyze the

strategies it adopted during various critical situations.

The research began with a theoretical exploration of crisis management concepts and the role of
public relations in mitigating the impact of crises. It then moved to a practical case study,
drawing on interviews with company personnel, media reports, and a content analysis of
communication campaigns implemented during crises. Particular focus was placed on how the
company responded to sudden events, such as media criticism or confusion among clients

caused by changes in operational policies.

The analysis revealed key insights: the company places strong emphasis on building public trust
and ensures transparent, prompt communication during crises. Specific strategies stood out,
including the formation of specialized crisis response teams, the use of a clear and empathetic

tone, and the integration of both traditional and digital media tools.

Beyond describing the case, the study aims to extract lessons applicable to other organizations
in the sector. Ultimately, it concludes with several recommendations designed to enhance
institutional preparedness, develop effective response plans, and underscore the importance of

continuous training for public relations teams to handle crises with efficiency and poise
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To support the theoretical framework of the study on crisis management strategies in public
relations, several key international references were consulted. Among the most influential
is the work of W. Timothy Coombs (2007), who developed the Situational Crisis
Communication Theory (SCCT). His study, published in the Corporate Reputation Review,
emphasizes the importance of tailoring communication strategies to match the nature and
responsibility level of a crisis. Coombs advocates for transparency and swift response as
pillars of effective crisis management.

Equally foundational is the book Managing Public Relations by Grunig and Hunt (1984).
This seminal work defines public relations as a strategic, two-way communication
process—not just information dissemination—and lays the groundwork for understanding
PR's role in building trust and managing reputational risk.

To provide practical insights, the research draws on Kathleen Fearn-Banks' (2016) Crisis
Communications: A Casebook Approach, which presents real-world case studies of how
institutions responded to crises through structured communication plans. Her emphasis on
preparedness and media strategy reinforces the importance of proactive PR practices.

The study also references The Handbook of Crisis Communication, edited by Robert L.
Heath (2013) and in a newer edition by Coombs & Holladay (2012), both offering
comprehensive perspectives on modern crisis dynamics and the evolving role of public
relations in digital contexts.

Further strategic depth is offered by Anne Gregory (2010) in Planning and Managing
Public Relations Campaigns, a guidebook that explores how organizations can craft
cohesive and goal-driven communication efforts before, during, and after a crisis.

Lastly, the classic textbook Effective Public Relations by Cutlip, Center & Broom (2006)
is included for its practical orientation. It provides tools and frameworks essential for




evaluating the performance of PR functions within institutions, especially during
reputational threat




