
Priviet Social Sciences Journal   Volume 5 
E-ISSN 2798-866X   Issue 8 
P-ISSN 2798-6314  August Edition 2025 
DOI:10.55942/pssj.v5i8.523 

  Priviet Social Sciences Journal is licensed under a Creative Commons Attribution 4.0 

International License. 

 
 

Mass media crisis management strategy and reputational impact in the era 
of  global digital disruption 

 

Suhendra* , Ivana, Yana Mahdiana 

 
Department of Communication Science, STISIPOL Candradimuka Palembang, Jl. Swadaya Sekip 

Ujung No.20 Ilir II, Ilir Timur I, Talang Aman, Kec. Kemuning, Palembang, South Sumatera 30127, 
Indonesia 

e-mail: suhendra@stisipolcandradimuka.ac.id 
 
 

Received 18 June 2025 
Revised 19 July 2025 

Accepted 3 August 2025 
 
 

ABSTRACT 

The rapid evolution of digital technology has significantly reshaped the way mass media communicate and 
manage crises, especially when unexpected situations arise and spread quickly. Digital disruption has not 
only accelerated the flow of information, but also increased the risk of reputational damage for media 
organizations. This study explores crisis management strategies adopted by several national media outlets 
in response to incidents involving misinformation, public backlash on social media, and breaches of 
journalistic ethics. Using a qualitative case study approach, this research examines how these media 
institutions address challenges and their impact on public trust and institutional reputation. The findings 
indicate that media organizations equipped with adaptive and technology-integrated crisis protocols are 
more capable of minimizing reputational harm. This underscores the need for media companies to 
modernize their crisis response systems, invest in crisis communication training for journalists, and embed 
digital tools into their corporate communication strategies. Beyond its practical implications, this study 
contributes to the broader field of strategic communication in an era marked by digital complexity and 
global interconnectedness. 

Keywords: Digital disruption, Crisis Management, Media Reputation, Strategic Communication, 
Journalistic Ethics. 
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1. INTRODUCTION 

The acceleration of digital technologies has redefined the rules of crisis communication, 
particularly in the media industry. While traditional media once held a monopoly over narrative control, 
today’s digital environment allows individuals to disseminate content instantaneously, amplifying 
reputational risks and complicating crisis responses. According to Deloitte (2025), social media platforms 
have overtaken traditional news outlets as the primary channels for news consumption and brand 
engagement. As a result, media organizations now operate in an environment where narrative control is 
decentralized and misinformation can spread faster than factual corrections (Ruiz, 2023). Despite ongoing 
shifts in the media landscape, many organizations continue to depend on outdated, top-down crisis 
management models that no longer align with the speed and complexity of today’s digital environment. In 
the United States, a significant number of companies operate without a clearly defined and documented 
crisis communication plan. This is especially concerning, given the noticeable rise in crisis team activations 
in recent years, highlighting a growing gap between organizational preparedness and the actual demands 
of modern-day crisis response. 

 According to Business Continuity Institute (2024), even as crisis team activations increased 
significantly. The gap between strategic preparedness and the realities of digital communication exposes 
organizations, especially in the media sector, to greater vulnerability during high-velocity reputational 
crises. Current models of social media crisis communication often fail to capture the rapidly shifting 
behavior of users and the unpredictable nature of crises themselves. These models tend to rely on static 
assumptions that do not reflect how users engage, react, or reshape narratives in real time. As crises evolve 
across digital platforms, the speed, scale, and emotional intensity of user interactions introduce layers of 
complexity that traditional frameworks are struggling to address. Therefore, there is a growing need for 
more adaptive and context-aware models that can accommodate the fluidity and participatory dynamics 
inherent in digital crisis environments (Bukar et al, 2021). 

Moreover, while technologies such as sentiment analysis and AI-based monitoring offer new 
capabilities, their applications often lack integration with human-centered strategies. Prior research has 
treated technological and communicative approaches as separate domains, resulting in fragmented 
response strategies. This disconnection underscores a deeper problem: the absence of a comprehensive 
adaptive crisis communication framework that reflects the networked, participatory, and high-speed nature 
of digital crises. Recognizing the core issues and anticipating the potential long-term effects of the 
COVID-19 pandemic can help governments establish clearer policy priorities based on actual societal 
needs. By analyzing emerging trends and public concerns, decision-makers can design more targeted 
responses across areas, such as public health, social protection, and economic recovery. This strategy is 
not limited to crisis responses alone; it also serves as a foundation for building forward-looking adaptive 
policies. In an increasingly volatile global landscape, insight-driven planning is essential to ensure that 
future challenges are met with greater resilience, coordination, and effectiveness (Park, 2022). 

Although prior studies have explored digital transformation (Christensen et al., 2015), reputation 
management (Stenger, 2014), and the ongoing changes in the media landscape, many organizations still 
cling to rigid, hierarchical crisis management frameworks that struggle to keep pace with the fluid and fast-
moving nature of digital communication. In practice, a large proportion of companies in the United States 
continue to operate without a formal, well-documented crisis communication plan. This lack of structured 
preparedness stands in stark contrast to the increasing frequency with which crisis teams are being 
mobilized, revealing a clear disconnect between institutional readiness and the actual complexity of 
challenges faced in the digital era. Crisis communication models, such as the framework developed by 
Coombs (2007), underline the need for timely responses, transparency, and an approach centered on 
audience engagement elements often absent in organizations that still rely on outdated methods; few have 
addressed how these frameworks interact under the pressure of real-time digital disruption. Furthermore, 
limited empirical research exists on how media institutions navigate ethical, structural, and strategic 
challenges during reputational crises triggered by misinformation and online public backlash. 
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This study addresses this gap by proposing an integrative model of crisis management that 
combines traditional theory with contemporary digital dynamics. This study focuses on national media 
organizations that have experienced reputational crises and examines how their responses reflect both the 
limits of conventional approaches and opportunities offered by digital technologies. 
This study aims to answer the following questions: 

1. How do media organizations adapt their crisis management strategies in response to reputational 
threats in the digital ecosystem? 

2. What role do technological tools (e.g., sentiment analysis and network mapping) play in identifying, 
managing, and resolving digital crises? 

3. To what extent does the integration of human-centered communication enhance the effectiveness 
of digital crisis responses? 

By addressing these questions, this study seeks to contribute both theoretically and practically to the 
discourse on crisis communications in the digital age. 

2. METHODS 

The constructivist paradigm allows researchers to understand the meanings and experiences of actors 
in the context of reputational crises (Priya, 2021). This approach is in accordance with the characteristics 
of digital crises, which are dynamic and involve ongoing negotiations of meaning between the media and 
the public. This research takes a constructivist perspective, recognizing that what we consider reality is 
shaped through layered, often conflicting interpretations within society. The decision to use this lens stems 
from the understanding that managing a media crisis in the digital landscape is not merely a technical 
process but one that involves differing viewpoints from newsroom leaders and journalists to audiences 
who actively participate in shaping the narrative. 

This research uses a qualitative approach with a case study method to explore an in-depth 
understanding of crisis management strategies implemented by the national mass media. The qualitative 
case study method was chosen because it allows an in-depth exploration of complex phenomena in a real-
world context. Multiple case studies will be conducted on three to five national mass media platforms that 
experienced significant reputational crises in the 2020-2024 period, with a focus on crises caused by 
misinformation, public pressure on social media, and violations of journalistic ethics. To ensure the 
credibility of the findings, the study employed several validation techniques, including inter-rater reliability 
assessments, use of reflective memos during the analysis process, and ongoing peer discussions to 
challenge potential biases and interpretations. The agreement between coders was measured using Cohen’s 
Kappa, which resulted in a coefficient of 0.84, indicating a high level of consistency across independent 
evaluations. These procedures were implemented not merely as formal checks but as integral parts of a 
rigorous interpretive process aimed at strengthening the trustworthiness, transparency, and depth of the 
qualitative analysis carried out throughout the study by Tasselli (2023). The type of case study used is an 
explanatory case study that aims to explain the causal relationship between the implemented crisis 
management strategies and the level of effectiveness in mitigating reputational impacts. The characteristics 
of this case study are holistic-multiple case design, where each case is analyzed individually first, and then 
a cross-case analysis is conducted to identify common and specific strategic patterns. 

The unit of analysis in this study is the crisis management strategy applied by mass media 
organizations, with sub-units of analysis including (1) crisis communication protocol, (2) digital response 
mechanism, (3) reputation recovery strategy, and (4) crisis monitoring and evaluation system. Each unit of 
analysis will be explored using multiple sources of evidence to ensure the validity and reliability of the 
research findings. The qualitative findings highlight a significant challenge faced by individuals in 
recognizing and verifying misinformation across digital platforms. Participants often expressed uncertainty 
when evaluating the accuracy of online content, especially when the information was fragmented or 
emotionally charged. Although there was strong awareness of the importance of cross-checking facts, 
many noted the absence of accessible tools or institutional support to facilitate such validation. This gap 
creates a vulnerability in which users struggle to navigate an overwhelming volume of information despite 
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their intentions. This study underscores the urgent need for practical resources and media literacy 
initiatives to support informed digital engagement (Urakami et al., 2022). 

Data collection was performed through methodological triangulation, which includes three main 
techniques. Triangulation in research involves the use of multiple datasets, methods, theories, and 
investigators to increase the validity and credibility of findings. First, semi-structured in-depth interviews 
were conducted with key informants: (a) editor-in-chief or editorial director, (b) communications or public 
relations manager, (c) senior journalists involved in crisis management, and (d) external crisis management 
consultants working with the media. Second is the analysis of internal and external documents, including 
press releases, internal memos, editorial guidelines, crisis management reports, and digital communication 
archives during the crisis period. Third, digital observation of the media organization's social media 
activities and public responses through content and sentiment analysis using digital analytics tools. Data 
analysis uses thematic analysis with a deductive-inductive approach. The process of methodological 
triangulation and data analysis in case studies requires comprehensive details to ensure the standardization 
and traceability of the research (Schlunegger et al., 2024). 

The coding process was conducted in three stages: open, axial, and selective coding. The NVivo 14 
software was used to facilitate the coding process and qualitative data analysis. Cross-case analysis is 
conducted using pattern-matching logic and explanation building to identify theoretical propositions that 
can be analytically generalized. 

Table 1. Data Triangulation Framework in Case Study Research 
Type of 

Triangulation 
Data Source Collection Technique Validation Purpose 

Data Triangulation 
Interview, Document, Digital 

Observation 
Multiple sources 

Confirmation of findings 
across sources 

Methodological 
Triangulation 

Qualitative-Interpretive 
Semi-structured interviews, 

Content analysis 
Methodological verification 

Investigator 
Triangulation 

Principal Investigator, 
Peer Reviewer 

Independent coding, Inter- 
rater reliability 

Objectivity of analysis 

Theoretical 
Triangulation 

Digital Crisis Theory Deductive-Inductive approach Theoretical confirmation 

Source: Adapted from Schlunegger et al. (2024) and Scribbr (2023) 
 

Figure 1. Multiple Case Study Data Analysis Process 
Source: Adapted from Yin (2018) and The Gear Consulting (2024) 
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To maintain the rigor and credibility of this research, four quality benchmarks commonly used in 
the case study methodology were applied. First, construct validity was ensured by gathering data from 
multiple sources, such as documents, interviews, and digital content, and validating them through member 
checking to confirm the accuracy of interpretations with key informants. Second, internal validity is 
strengthened through pattern matching and building plausible explanations that reflect the complexity of 
the observed phenomena. This allows the study not only to describe events but also to uncover the 
underlying mechanisms. Researchers have often addressed the limitations and potential biases inherent in 
qualitative studies by incorporating diverse perspectives and methodological approaches. This involves 
engaging different observers, applying various theoretical lenses, utilizing multiple data collection methods, 
and drawing from a range of empirical sources. The intention behind this strategy is not simply to confirm 
findings through repetition but to enrich the interpretation of data by allowing for critical comparison and 
contrast. Through this process, researchers aim to develop a more balanced and nuanced understanding 
of subject matter while minimizing the influence of any single viewpoint or methodological constraint 
(Denzin, 2023). 

Third, external validity is addressed using replication logic across multiple cases, enabling analytical 
generalization rather than statistical generalization. This approach allows the findings to be transferable 
across similar contexts, especially within the broader field of digital media crisis management. Fourth, 
reliability will be maintained by following a consistent case-study protocol and constructing a structured 
case-study database. This ensured that other researchers could trace the steps of data collection and 
analysis, which supported the replicability of the study. This article offers an in-depth exploration of crisis 
communication studies spanning from 2020 to 2024 using bibliometric analysis to trace its development, 
identify shifts in research focus, and highlight areas for future investigation (Upadhyay, 2023). Additionally, 
triangulation plays a crucial role in enhancing validity, particularly in qualitative research where subjectivity 
is inevitable. Following Carter et al. (2014), triangulation is not just about using different data sources, but 
about critically examining how those sources converge or diverge to reinforce or challenge emerging 
interpretations. In this study, triangulation will include data source, investigator, and methodological 
triangulation, allowing for a more comprehensive understanding of the cases. This multi-angle approach 
helps reduce bias, strengthens the credibility of the findings, and offers richer insights into the dynamics 
of crisis management in a digital media landscape. 

3. RESULTS AND DISCUSSION 
 

3.1. Characteristics of Mass Media Crises in the Digital Age 

This study uncovered significant shifts in the nature of crises confronting the modern mass media. 
The analysis reveals that reputational challenges have extended far beyond conventional issues such as 
editorial inaccuracies or biased reporting. Today, these crises have taken a more complex form, driven by 
the rapid spread of disinformation, growing audience polarization, and the strain of adapting to evolving 
digital revenue models. Most informants described encountering reputation-related disturbances that 
emerged specifically from digital spaces, particularly from platforms such as Twitter (now X) and 
Facebook, which were frequently identified as breeding grounds for negative public sentiment. At such 
critical moments, local media outlets actively utilize their social media accounts to engage with their 
audiences, often addressing community concerns and enabling swift information flow in real time. In 
contrast, official emergency management agencies showed limited engagement, often relying on one-way 
communications and formal announcements. This disparity highlights a gap in public outreach, where 
media outlets take on a more relational and responsive role, while institutional actors remain distant. The 
findings suggest that timely and participatory communication by trusted local sources can play a critical 
role in strengthening public trust and improving crisis responses at the community level (Momin, 2022). 
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3.2. Evolution of Digital Crisis Management Strategies 

Media organizations that have successfully navigated reputational crises typically employ early 
warning systems that rely on social media analysis and sentiment tracking to identify potential threats 
before escalating. Crisis communication strategies have evolved to align with the distinctive nature of 
digital platforms. This study found that responses perceived as more personal, such as a direct video 
message from the editor-in-chief or a journalist involved, tend to be significantly more effective in 
restoring public trust than formal written statements. This approach appeals to digital audiences, who 
respond more positively to communication that reflects authenticity and emotional openness. Moreover, 
the adoption of a multichannel communication strategy plays a vital role in shaping crisis narratives. 
Organizations that utilize a mix of official websites, social media, and alternative communication outlets 
are noticeably more capable of reducing reputational damage than are those that rely on a single 
communication medium. This diversified approach allows messages to be tailored according to the specific 
characteristics of each platform’s audience, ensuring greater precision and impact on the message delivery. 
The timing of crisis communications has been fundamentally redefined. The concept of "golden hour" in 
digital crisis management is shortened to "golden minutes" where the initial response in the first 30-60 
minutes determines the overall trajectory of the crisis. Research has shown that a response delay of more 
than 2 h results in an exponential increase in negative sentiments. 

3.3. Reputational Impact and Recovery Mechanisms 

 
The evaluation of reputational impact reveals a complex pattern in which digital crises are 

characterized by a " long-tail effect" of prolonged impact, even after the initial intensity has subsided. 
Unlike conventional crises, which tend to have predictable impact curves, digital crises show fluctuating 
patterns with the potential for spontaneous reactivation through platform algorithms or related 
trending topics. Qualitative findings indicate that during crisis periods, many media organizations 
experienced a noticeable drop in audience engagement. Recovery typically spanned three to six months, 
largely depending on how effectively the organization responded to the situation. Interestingly, the 
study found that outlets demonstrating strong transparency and accountability during the crisis often 
had even greater public trust than they had prior to the incident. The process of restoring a reputation 
hinges on the consistent application of core journalistic values and editorial openness. Media 
institutions that embraced a form of “learning transparency” by openly sharing what was learned from 
the crisis and what internal changes were made tended to recover more quickly than those that remained 
silent. Rather than viewing the crisis solely as a setback, this approach allowed them to transform the 
event into an opportunity to reinforce long-term credibility. 

 

3.4. Technology Adaptation in Crisis Management 

The integration of technology into crisis management has emerged as a key factor in distinguishing 
resilient media organizations from those that are more vulnerable to disruption. The use of artificial 
intelligence for real-time sentiment tracking allows teams to identify shifts in public perception at an early 
stage. These systems go beyond measuring conversation volume and providing contextual analysis to 
uncover underlying issues and anticipate potential escalation. Early responses delivered through chatbots 
and scheduled posts have proven useful in offering immediate acknowledgment and buying time to craft 
thoughtful and complete replies. However, research suggests that when automation dominates the 
response process, audiences often perceive communication as impersonal and lack empathy. The most 
effective approach appears to involve maintaining the majority of human-led interactions, with technology 
used selectively to support and streamline the response. On the operational side, internal collaboration 
significantly improved with the adoption of virtual crisis command centers. These systems facilitate real-
time coordination among the editorial, legal, and communication teams. With the integration of tools for 
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social media monitoring, content approval workflows, and distribution management into a single 
dashboard, teams can now respond and act with much greater speed and cohesion. 

3.5. Strategic Implications for Industry Sustainability 

 
The research findings indicate that crisis management has evolved from a reactive to a strategic 

capability that determines the competitiveness of media organizations. Organizations that invest 
significant resources in crisis preparedness show higher resilience to industry volatility and changing 
audiences’ preferences. The ethical dimension of crisis management takes on a new complexity with 
the dilemma between the speed of response and the accuracy of information. Research has identified 
that organizations that prioritize accuracy over speed in the long run build more sustainable trust capital, 
although in the short term they may experience competitive disadvantages. Industry collaboration in 
the face of systemic crises shows a positive trend, in which competitors join fact-checking and counter-
disinformation initiatives. This phenomenon indicates a paradigm shift from zero-sum competition to 
collaborative resilience, which benefits the overall media ecosystem. Effective crisis management not 
only reduces costs, but also protects revenue streams and sustains brand value. Organizations with well-
established crisis management systems tend to experience more stable income patterns than those with 
less-developed capabilities. This suggests that strengthening crisis preparedness is not just a defensive 
measure, but a strategic investment with tangible financial benefits. Drawing on this study’s broader 
findings, it is recommended that organizations develop an integrated crisis management framework 
that combines early warning mechanisms, rapid response protocols, and stakeholder engagement 
strategies. Such a framework should be carefully adapted to the specific traits of each digital platform 
and its audience demographics. Moreover, investing in human capital through crisis simulation exercises 
and digital literacy training has been shown to deliver greater long-term value than solely focusing on 
technological upgrades. 

 
4. CONCLUSION 

This study offers a substantive contribution to the understanding of how crisis management in the 
mass media sector must evolve in response to rapid transformations driven by global digital disruption. 
One of the key contributions lies in identifying how digital acceleration has not only altered the speed and 
structure of crisis escalation but also reshaped the architecture of response within media organizations. By 
documenting this shift from traditional reactive models toward anticipatory and data-driven strategies, this 
research advances theoretical discourse and provides a foundation for practical implementation. Beyond 
theoretical enrichment, this study outlines a tangible framework that integrates algorithmic tools with 
ethical communication practices, offering a pathway for media organizations to develop more responsive 
and adaptive crisis protocols. The development of real-time monitoring systems and predictive analytics 
has been shown to be effective, but research also underscores that technological solutions alone are 
insufficient without a parallel emphasis on transparent and human-centered engagement. This study also 
has broader implications for fields outside journalism, such as corporate communication, public sector 
crisis planning, and education. The proposed framework and insights are transferable, although 
adaptations are needed, depending on the organizational context and audience characteristics. 

However, this study has some limitations. A focus on national media organizations within a 
specific cultural and geographical context may limit the generalizability of the findings. Additionally, while 
the mixed-methods approach provides a robust analytical lens, deeper ethnographic insights or audience-
side perspectives would offer more nuances in understanding public response mechanisms. Future studies 
should explore these dimensions, especially by examining how cultural norms shape crisis perception and 
how emerging technologies, such as immersive media or decentralized verification platforms, might 
influence stakeholder trust. Long-term longitudinal studies will also be critical in measuring whether early 
interventions and AI-powered alerts lead to sustained reputational recovery or merely temporary 
containment. This research emphasizes that navigating crises in the digital era demands more than speed 
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or sophistication and requires organizations to remain agile, ethically grounded, and genuinely connected 
to the communities they serve. The durability of media institutions depends not only on how they deploy 
technology but also on how they evolve structurally, think strategically, and communicate with integrity. 
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