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ABSTRACT

When an incident of death in custody occurred, the United Arab Emirates (UAE)
Police Force would normally adopt a denial approach as its early crisis response
management strategy. This practice seems to demonstrate the organization’s lack of
accountability and transparency in dealing with the crisis. Therefore, the study intends
to examine such practices and their impacts on the reputation of the UAE Police Force.
It also assesses the mediating influence of charismatic leadership communication and
moderating role of international learning orientation on the organization’s perceived
reputation. This study is based on quantitative research methods using survey
techniques for collecting primary data. Coombs’ Situational Crisis Communication
Theory is employed in this study with the focus of investigating the victims who
reportedly died under the custody of the UAE Police Force. The independent variables
consisted of crisis management, charismatic leadership, and international learning
orientation. The sampling population comprised 17,500 officers attached to the police
forces of the Emirates of Fujairah and Sharjah, with the sampling size of this study
being 226. The technique used for selecting samples is proportionate stratified random
sampling. Moreover, a partial least square structural equation modelling technique was
applied. Concerning the time frame, this study analyzed cross-sectional data collected
in 2019. Based on the partial least square structural equation modelling, the findings
reveal that crisis response strategy, crisis responsibility, and charismatic leadership
communication have a significant impact on perceived organizational reputation.
Likewise, the mediating role of charismatic leadership communication has also been
found to be substantial in influencing this reputation. Finally, the moderating role of
international learning orientation was also significant. Overall, the model was capable
of explaining 72.4% change because of the selected exogenous variables. The overall
model is of significance and the findings are critical for the relevant policymakers as
the issue of the perceived reputation of an organization is a serious matter and needs
proper attention.

Keywords: Crisis response strategy, crisis responsibility, perceived organizational
reputation, charismatic leadership communication, internationallearning
orientation, UAE Police.



ABSTRAK

Apabila insiden kematian dalam tahanan berlaku, Pasukan Polis United Arab Emirates
(UAE) biasanya akan menggunakan pendekatan penafian sebagai strategi awal
pengurusan tindak balas krisis. Amalan ini seolah-olah menunjukkan kekurangan
akauntabiliti dan ketelusan organisasi dalam menangani krisis tersebut. Oleh itu,
kajian itu berhasrat untuk mengkaji amalan tersebut dan kesannya terhadap reputasi
Pasukan Polis UAE. la juga menilai pengaruh pengantara komunikasi kepimpinan
berkarisma dan menyederhanakan peranan orientasi pembelajaran antarabangsa
terhadap persepsi reputasi organisasi tersebut. Kajian ini adalah berdasarkan kaedah
kajian kuantitatif menggunakan teknik tinjauan untuk mengumpul data primer. Teori
Komunikasi Krisis Situasi Coombs digunakan dalam kajian ini dengan fokus
penyiasatan terhadap mangsa yang dilaporkan meninggal dunia di bawah jagaan
Pasukan Polis UAE. Pembolehubah bebas terdiri daripada pengurusan Krisis,
kepimpinan berkarisma, dan orientasi pembelajaran antarabangsa. Populasi
pensampelan terdiri daripada 17,500 pegawai yang bertugas dengan pasukan polis
Emirates Fujairah dan Sharjah dengan populasi persampelan meliputi seramai 17,500
pegawai polis, dengan saiz sampel kajian ini adalah seramai 226 orang. Teknik yang
digunakan untuk memilih sampel ialah persampelan rawak berstrata berkadar. Selain
itu, teknik pemodelan persamaan struktur kuasa dua terkecil separa telah digunakan.
Mengenai jangka masa, kajian ini menganalisis data keratan rentas yang dikumpul
pada tahun 2019. Berdasarkan pemodelan persamaan struktur kuasa dua terkecil
separa, dapatan kajian mendedahkan bahawa strategi tindak balas Kkrisis,
tanggungjawab krisis, dan komunikasi kepimpinan berkarisma mempunyai kesan yang
signifikan terhadap reputasi organisasi. Begitu juga peranan pengantara komunikasi
kepimpinan berkarisma yang juga didapati penting dalam mempengaruhi reputasi
tersebut. Akhir sekali peranan penyederhanaan orientasi pembelajaran antarabangsa
juga didapati signifikan. Secara keseluruhan, model ini mampu menjelaskan 72.4%
perubahan kerana pembolehubah eksogen yang dipilih. Model keseluruhan adalah
penting dan penemuannya adalah kritikal bagi penggubal dasar yang berkaitan kerana
isu reputasi sesebuah organisasi adalah perkara yang serius dan memerlukan perhatian
sewajarnya.

Kata Kunci: Strategi tindak balas krisis, tanggungjawab Krisis, reputasi organisasi

yang dipersepsikan; komunikasi kepimpinan berkarisma, orientasi
pembelajaran antarabangsa, Polis UAE.



ACKNOWLEDGEMENTS

Space will not be sufficient to acknowledge everyone that has contributed in one way
or another, to the completion of the work of this magnitude. I must first and foremost,
however, give thanks and glory to the Almighty Allah, who not only stood by me and
guided me at every stage of this work, but also gave me the zeal and zest to successfully
complete my study and my life.

I am indebted to my supervisors, Dato Prof. Dr. Ahmed Bashawir Bin Haji Abdul
Ganni, whose motherly mien and disposition towards me, encouraged me to work
harder; and to Dr. Mohammed Siam, who has become a friend and whose quest for
perfection saved me a lot of worries that would have hounded me during the viva voce
examination. | remain grateful to my internal reviewers for their insightful comments
and suggestions.

I am grateful to my beloved wife, my life partner, my jewelries my girls, my son,for
their understanding and support. To my father, mother, sisters and my brothers, you
have supported me every step of the way during my journey through my PhD. The
support of my devoted family is more precious than all the gold in the world.

To all of you Thank you!



TABLE OF CONTENTS

PERMISSION TO USE

ABSTRACT

ABSTRAK
ACKNOWLEDGEMENTS

TABLE OF CONTENTS

LIST OF TABLES

LIST OF FIGURES

CHAPTER ONE : INTRODUCTION
1.1 Introduction

1.2 Problem Statement

1.3 Research Questions

1.4 Research Objectives

1.5 The Significance of the Study

1.6 Operational Definitions of Construct

1.6.1 Public Organization Reputation

1.6.2 Crisis Management and Crisis Communication
1.6.3 Organization Crisis Responsibility

1.6.4 Crisis Responsibility

1.6.5 Charismatic Leadership Communication

1.7 Scope of The Study

CHAPTER TWO : LITERATURE REVIEW

2.1 Introduction

2.2 Public Sector Organization and Perceived Organizational Reputation

2.3 Crisis as Public Organizations’ Threat to Reputation

2.4 Organization Crisis Responsibility
2.5 Crisis Responsibility
2.6 Crisis Response Strategy

2.7 Charismatic Leadership Communication

2.8 International Learning Orientation

2.8.1 Commitment to Learning

12
12
13
17
17
18
19
19
20
20

22
22
23
29
31
34
36
38
48
o1



2.8.2 Open-Mindedness 52

2.8.3 Shared Vision 53
2.9 Underpinning Theory 54
2.9.1 The Situational Crisis Communication Theory 54
2.9.2 The SCCT model 57
2.9.3 Knowledge-Based View 58
2.10 Research Framework and Hypothesis 60
2.10.1 Crisis Response Strategy and Crisis Responsibility 60

2.10.2 Crisis Response Strategy and Perceived Organizational Reputation 61
2.10.3 Crisis Responsibility and Perceived Organization Reputation 62
2.10.4 Crisis Responsibility and Charismatic Leadership Communication 65
2.10.5 Charismatic Leadership Communication and Perceived Organizational
Reputation 67
2.10.6 Charismatic Leadership Communication’s Role as a Mediator between the
Crisis Responsibility and Perceived Organization Reputation 68
2.10.7 The Moderating Role of International Learning Orientation on the
Relationship between Crisis Responsibility and Perceived Organization

Reputation 70
CHAPTER THREE : RESEARCH METHODOLOGY 71
3.1 Introduction 71
3.2 Research Design 71
3.3 Unit of Analysis 72
3.4 Identifying Population and Sample 72
3.5 Sampling Technique and size 73
3.6 The framing of the Contextual Crisis 74
3.7 Data Collection Procedures 75
3.8 Measurement and Instrumentation 75

3.8.1 Organizational Crisis Responsibility 75
3.8.2 Perceived Organizational Reputation 76
3.8.3 Charismatic Leader Communication 76
3.8.4 Crisis Responsibility Strategy 76
3.8.5 International Learning Orientation: 77
3.9 Analysis Techniques 77

Vi



3.9.1 Descriptive Statistics

3.9.2 Structural Equation Modeling
3.9.3 Test of Validity

3.9.4 Validity of the Construct
3.9.5 Content Validity

3.9.6 Construct Validity

3.9.7 Discriminant Validity

3.9.8 Convergent Validity

CHAPTER FOUR : ANALYSIS AND RESULTS
4.1 Introduction
4.2 Response Rate and Non-Response Bias Tests
4.3 Response Rate
4.3 Data Screening and Preliminary Analysis
4.3.1 Assessment of Outliers and Missing data
4.3.2 Analysis of Missing data
4.4 Normality Test
4.4.1 Multi-collinearity Test
4.5 Respondent’s profile (Demographic variables)
4.6 Assessment the PLS-SEM
4.6.1 Assessment of Measurement Model
4.6.2 Internal Consistency Reliability
4.6.3 Discriminant Validity
4.7 Assessment of Structural Model

4.7.1 Assessment of Variance Explained into Endogenous Latent Variable

4.8 Assessment of Predictive Relevance
4.9 Results summary

4.10 Chapter Summary

CHAPTER FIVE : DISCUSSION AND CONCLUSION

5.1 Introduction

5.2 Discussions of the Research Findings

77
77
80
80
81
81
82
82

84
84
84
84
85
86
87
88
90
92
93
95
97
100
102
105
108
110
112

114
114
115

5.2.1 Relationship between Crisis Responsibility, Crisis Response Strategy, and

Perceived Organizational Reputation

vii

115



5.2.2 Relationship between Crisis Responsibility, Charismatic Leadership

Communication, and Perceived Organization Reputation
5.2 Research Contributions
5.2.1 Theoretical Contributions
5.2.2 Methodological Contributions
5.2.3 Practical Contributions
5.3 Limitations of the Study
5.3.1 Limitations of Methodology
5.3.2 Generalizability Limitations
5.4 Future Recommendations
5.2 Summary of the Study
REFERENCES
APPENDICES

viii

117
121
122
122
123
124
125
126
126
128
133
163



Table 2.

Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.
Table 4.

© 00 N o oA W DN PP

e o =
2 W N L O

LIST OF TABLES

Coombs’s (2007a) Crisis Response Strategies based on SCCT 62

Theory
Response Rate

Correlation Matrix

Variance Inflation Factor (VIF)

Demaographic Profile
Outer Loadings
Reliability

Validity

Direct Relationship
Moderating Effect
Mediating effect
R-Square

Effect Size
Predictive Relevance

Summary of Findings

122
130
131
132
138
142
145
148
149
150
152
153
157
158



Figure2. 1
Figure 2. 2
Figure 4.1
Figure 4. 2
Figure 4.3

LIST OF FIGURES

Conceptualization of SCCT
Conceptual Model
Measurement Model

Direct Relationship

Q-square

88
91
137
147
56



CHAPTER ONE

INTRODUCTION

1.1 Introduction

Historically, the organizations in the public sector have been criticized and therefore,
have always struggled for positive reputation (Waeraas & Moar, 2015; Rudolf, &
Weeraas, 2021; Kim, 2020; Frandsen & Johansen, 2016: Peci, 2021; Carpenter &
Krause, 2014). Since many decades, these public sector organizations have been prone
to tight red tape, rigid bureaucracy, and blamed of being incompetent and unproductive
(Biygautane et al., 2020). Consequently, these organizations had gained the negative
reputation, and reputedly criticized of being resistant to service innovation, and poor
in customer orientation (Barton, Ramahi, & Tansley, 2016). The consistency of such
events has exacerbated the problem and placed a visible damage not only on the
credibility of public sector organizations but also on the unconditional support of

masses to public sector organizations.

The poor image, which is a function of bad reputation raise questions on the legitimacy
of these public entities and aggravate the already deplorable situation. However, the
recent research such as Beeri et al., (2018), Irfan et al., (2020), Boon and Salomonsen,
(2020), Luoma- aho et al., (2020), and Raharjo and Erisson (2017) have argued that
the public sector organizations are now aware of the importance of reputation and are

almost compos mentis of the possible consequences of negative reputation, and efforts



are being made through actions and rhetoric’s to maintain and develop a positive

reputation.

The crisis responsibility is an important hallmark of reputation of any organization
undergoing a crisis situation (Lorensius et al., 2020), as any situation usually
associated with the public safety and wellbeing which in many cases involves the death
and survival of masses and places a significant impact on nation, society or community
(Luoma- aho, & Canel, 2020; Liu, Horsley, & Yang, 2012), and the communication
of leadership, the responsibility for crisis, and the strategy opted to respond the crisis

situation is of great importance.

One of the most important factors responsible for the reputation of any organization in
crisis is the communication by leaders (Liu et al., 2020). Many notable works such as
Carpenter and Krause (2014), Peci (2021), and Kennedy and Burford (2013) have
argued that the striving for the reputation is equally crucial for both private sector
organizations as well as the public sector organizations. Recently, Mc Guire et al.
(2021) identified that the communication of charismatic leadership plays a vital role
in crisis management process as well as in controlling the reputation of that particular
organization. Thus, it is almost impossible to ignore the role of communication by

leadership in crisis management.

For influencing the dynamics of Perceived Organizational Reputation (POR)
organizations use their charisma and can also enhance the reputation of organization
on the basis of knowledge (Coombs, 2012). At the time of crisis, it’s very important

for the organizations to control the reputational damage and just follow the decisions



of leaders. According to the available literature on leadership with charismatic
personalities contributed in managing crisis (Halverson et al.,2004; Caringal-Go et al.,
2021; Antonakis, et al.,2011; Hunt et al.,1999; Attieha and Zouhairy, 2021); they
worked in following dimensions such as Holladay and Coombs (1994) were on non-
verbal communication, James and Wooten (2005) worked on competence, Barge
(1996) worked on dialectics, Kouzes and Posner (2012) worked on leadership
credibility, Chethiyar, Asad, Kamaluddin, Ali, and Sulaiman (2019) worked on
effective communication, Ivanescu (2011) and Asad, et al. (2021) worked on

leadership style whereas De Vries, et. al (2010) worked on LC style.

During the situation of calamities different scholars researched on effects of
environmental uncertainty and emergence of leadership (Kakavogianni, 2009,
Waldman et al., 2001). The role of charismatic communication of leader to take the
decisions to overcome the difficult situation was omitted. According to the studies of
Seeger et al., 2003 and Ramirez, 2010 the crisis reaction is directly or indirectly
promoted by the leadership attitude and according to the available literature on crisis
communication and reputation it perceives (Davies & Mian, 2010). For preserving the
image and reputation of organization, involvement of CEO’s or leaders during crisis
response is mandatory (Schoofs and Claeys, 2021; Flatt et al.,2013; Almarshoodi,

2021, Coombs, 2012; Konig et al.,2020).

The action of a leader determines the success or failure in crisis management. Though
the Charismatic Leadership Communication (CLC) is an important element that may
directly or indirectly effect the relation between reputation and crisis communication

(Levine et al., 2010; Bavik et al., 2021, De Vries et al., 2010; Davis, 2012). During



crisis the organizations used charismatic leadership communication because the
perceptions of public are intense and can changed directly or indirectly because of any
information provided by the organization. However, during the crisis charismatic
leadership communication that are not theoretically and empirically evaluated

rigorously are the main concerns (Levine, 2008).

The main feature of leadership theory is charismatic leadership that has been
researched comprehensively whereas in an organizational context less attention has
been given to its communication aspect (Levine, 2008). According to the recent studies
during calamities, communications play an important role protecting and building the
identities to the government entities, and it also helps in building of their reputation as
well as in formatting the opinion of stake holders (Maor et al., 2013). Whereas
according to the literature the less attentions has been given to significant aspect of
leadership, in crisis communication by providing a knowledge gap and organizational
capability impact in the prospect of managerial and executive level employees that the

internal stake holders.

In addition to this during the seven times of crisis no one feels the need of checking
the relation between reputation and leadership communication (Lucero, Tan & Pang,
2009; Coombs, 2014). During the crisis situation by understanding the importance of
charismatic leadership, communication can easily develop the prickles to manage risk
(Kirkpatrick & Locke, 1996; Zhao, 2020; Levine et al., 2010; Schmidt et al.,2021).

The leader’s position as spokesperson of an organization plays an important role
because through that spokesperson the inside flow of information begins and moves to

the world outside but is neglected. The confidence of stake holders is re-established



by the communication of charismatic leader, and it also helps in determining the
directions of an organization. We can say that the CEO is not only responsible just for

directing the CRS but also communicate the different approaches to public.

Similarly, Osborn, et al., (2002), and Clarenbach et al. (2020) focused on the
requirement of charismatic leadership from an organizational perspective, and that
leader supposed to interact during crisis because this would be helpful to broaden the
scope of study. Moreover, additional research on charismatic leadership by Frese, et
al., (2003), Nunes et al., (2021) and communication in leadership by Levine et al.
(2008) and Levine et al. (2010) has generated fascinating results that assist to be a
foundation of the study, investigating the mediating role of charismatic leadership

communication.

Similarly, the position of organizational credibility in reinstating a reputation of public
organization after crisis is clear but lacking in the empirical evidence. Scholars
continued to address the research gap in study of credibility, empirical enquiry of its
mediating effect on corporate reputation is still absent. A rising body suggested that
closing this gap is timely as the effect of international learning orientation is not

completely studied (Wissmath et al.,2010).

The main focus of the present research is to study about the managerial samples that
how they react of effect the perceived organizational reputation. According to the
available studies on charismatic leadership the charismatic leaders should know about
the five important tasks that are steering the organization, framing and making sense

of the crisis to stakeholders, the termination of crisis to normalize the organization



making sense to the crisis and decision-making power to deal the crisis situation (Boin

et al., 2005).

Current study stated that charismatic leadership communication is the most important
variables which mediates the link between crisis responsibility and perceived
organizational reputation elements, utilizing the approach of communication focused.
This study responds to calls of Coombs (2007), Shamma (2012), and Coombs and
Halladay (2012), to determine the basic process variables that links crisis and
perceived organizational responsibility. In accordance with Chetthamrongchai (2010)
this study is also related with claim of Lange, Lee, and Yee Dai's (2011) that there
should be more complex model to analyze the antecedents of reputation and its
impacts, majorly in Asian economics. This study is also related with study of Jin et al.
and Yeo et al. (2011), for determining the role of leadership communication for
credibility and building of relationship processes in crisis. Examining the association
by integrating causality-based investigation is essential practically as well as
theoretically as it will highlight true picture of leadership of organization and its

reputation in crisis period.

This study is grounded on prior study concerning the effect of crisis responsibility on
credibility of organization and its link with charismatic leadership, strategy of Crisis
response, orientation of international learning in the hours of crisis at UAE and
communication in the government sector. The aim of the study is to bridge the gap in
current research by understanding the variations in perceived organizational reputation
and charismatic leadership communication in period of crisis in UAE public

organizations.



Due to the service-oriented and nonprofit nature of government institutions, the
importance of repute is ignored or given less stress, both by researchers as well as
drivers of government organizations. In this case, it is perceived that government
sector crisis is less dangerous than private sector issues that leads to unsolved problems
and questions of how the government of UAE manage their reputation after
catastrophe. So there is a need of theoretical approach to reputation management and
crisis handling. Corporate reputation is associated with role of stakeholder and
leadership communication (Forward et al., 2007), and public trust and credibility of
organization, it does not happen by chance (Vigoda-Gadot, 2007). Throughout the
crisis, the interaction of organizational credibility, perceptions of employees of
organization and leadership communication act as an innovative process for

understanding crisis communication.

Thereby the research on the issues related to the reputation of public sector
organization has gained an increasing importance and researchers from across the
globe, with different theoretical models and robust techniques have tried to explore the
whys and whereof the reputations in public sector organizations. Thus, the present
research widens the current literature on the impact of credibility on perceived
organizational reputation and its link with crisis relationship and CLC in public-sector
setting up the value of charismatic leadership communication during crisis of public-
sector organizations at UAE. CLC and international learning orientation will be tested
as a tool for government organizations to struggle for declining public trust while

upholding their reputation.



1.2 Problem Statement

It has been predicted that crisis have always had valuable effect on global economic
concerns. The basic purpose of the study is to be analyzing the impact on crisis on the
reputation of an organization. The Situational Crisis Communication Theory (SCCT)
was used to analyze the topic under study. The development of the crisis was examined
as it found a case of a witness fatality during the interrogation session by a public

organization (Cordesman, 2018).

The selected case for current study was termed as a sufferer group, as the person was
declared dead during interrogation in the custody of UAE police. Thus, it was assigned
as a sufferer (Perduca, 2019). In the early response plan by the UAE police, a denial
approach was used by the police department showing lack of crisis responsibility.
Nevertheless, with the progress of crisis and collection of evidence, the nature of crisis
changed to preventable from the victim. According to SCCT, the tragedy could have
been avoided by taking sufficient efforts to deal with it. However, those efforts are not

identified by the theory which might have a mediating and moderating impact.

The response methods of crisis or the way organizations respond and react after a
situation are based on the crisis type, which has happened. The crisis response options
are outlined by SCCT depending on the crisis's nature. The organizational reputation
during a crisis is influenced by its leaders (Asad, Asif, Bakar, & Sheikh, 2021). An
organization affected by a crisis can be influenced by charismatic leadership, which
may improve its credibility (Coombs, 2012). The impact on the organizational image
is tried to be minimized in times of crisis, and leaders have to play a crucial role at this

point. Several factors contribute to the success of a leader in managing crisis.



These factors have been identified in leadership literature as leadership communication
(Halverson et al.,2004;), style of communication (Kouzes & Posner, 2012; Caringal-
Go et al., 2021), credibility (Hunt et al.,1999; Ivanescu, 2011), and style of leadership
(Antonakis, et al.,2011; Lalonde, 2012; Attieha & Zouhairy, 2021). During a crisis,
the emergence of leadership has been studied by several studies along with the
outcomes (Kakavogianni, 2009; Waldman et al., 2001; Asad, Asif, Bakar, & Altaf,
2021). The research found that the role of communication by a charismatic mentor is

important in establishing the ability to overcome a crisis.

Using a communication-centered approach, the current study proposes that perceived
organizational reputation and charismatic leadership communication are the important
process variables, which mediate the relationship between perceived organizational
reputation characteristics and crisis reaction. The call of Coombs and Shamma (2012)
has been responded by this research to identify the basic process variables related to
the image of a company and crises. This study is also in response to the argument of
Lange, Lee, and Yee Dai's (2011), suggesting that the antecedents of reputation and
their impacts can be analyzed by a more complicated reputation (Chetthamrongchai,

2010).

From the perspective of internal stakeholders, the communication researchers have not
analyzed the role of crisis responsibility on organizational outcome (Zhao, 2020). The
crisis responsibility is in the minds of stakeholders, including employees (Bommer,
Rich, & Rubin, 2005). There are several predictors of perceived organizational
reputation, but perceptions of employees about crisis responsibility and its relationship

with other variables have not been studied much in literature. It is important to know



the perceptions of employees about crisis responsibility (Cheung, 2013). Clardy
(2005) emphasized that the way employees hold interaction with their workplace is

influenced by the reputation.

The management can depend on the charismatic communication of a leader and
organizational crisis responsibility to reduce the impact on organizational reputation
(Bryman, 1993). It is expected that this research will act as a springboard for
expanding the knowledge on organizational credibility and leadership communication
along with filling the gap of research in the area of public perceived organizational

reputation and crisis communication (Asif, Asad, Kashif, & Haq, 2021).

Crisis responsibility and charismatic leadership responsibility are important when it
becomes obligatory to adopt a denial stance (Davis, & Gardner, 2012). The most
credible person in dealing with a situation is the leader. The leader has the ability to
alleviate tensions that are caused by a perceived danger because of the authority. The
focus of crisis managers should be on the development of charismatic communication

and improving crisis response.

Previously, charismatic leadership communication scale of Levine was used by a small
sample of university students in the western countries (Levine, 2008). Levine et al.
(2010) advised that the mechanism in the organizational situation can be revalidated
through use of a large sample size. Resultantly, the current research aims at
contributing to the development of charismatic leadership communication scale as a
crucial tool to determine leaders in the government sector organizations of UAE from

a unique point of view. The relationship between charismatic leadership
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communication measure with other qualities of an organization has been analyzed by
this study, which include reputation in case of preventable crisis. The previous research
studies adopted singular value decomposition for revalidation of Levine’s scale.
However, this research has adopted the structural equation modeling approach for

revalidation of the scale.

When the reputation of the organization is at threat because of a crisis, the changes can
be made by the leader to tackle the circumstances (Frese, Beimel, & Schoenborn, 2003;
Asad & Kashif 2021). It is expected that the researcher will provide the first
operational framework for practitioners and researchers to investigate the complicated
relationships between the important variables in the research. The relation of the
charismatic leadership communication scale with other characteristics of an
organization has been analyzed by this research such as organizational reputation in a
preventable crisis along with the validation using a large sample size from the
government sector. During a crisis, it is more likely that charismatic leadership will
emerge with more power to communicate for reducing the negative threats of the crisis
(Levine et al., 2010; Pillai, 1996). Thus, the revalidation of the charismatic leadership

communication scale is crucial (Gibson, Ivancevich, & Donnelly, 2000).

Hackman and Johnson (2004) have also backed up this theory saying that in difficult
circumstances, a more receptive audience can be reached by a leader. Therefore, CLC
is expected to be visible in a crisis rather than in a non-crisis situation. Thus, it is
crucial for an organization to evaluate its actions. The purpose of the research is to
contribute to the existing limited research in the area of reputation and crisis in public

sector organizations.

11



The need for the study originates from the fact that existing explanatory frameworks
are limited in their approach to deal with a complicated organizational phenomenon
during a tragedy. The most adopted and studied theory in recent studies on crisis
communication is SCCT. Alternatively, to some extent, SCCT has failed to deal with
other organizational aspects, which can impact the outcomes of an organization.
Therefore, this study is crucial as it intends at expanding the scale of SCCT by
incorporation of charismatic leadership communication as a mediator and international
learning orientation as a moderator over perceived organizational reputation and crisis
responsibility along with crisis response strategy as independent variables over

Officers of Emirates of Fujairah and Sharjah Police.

1.3 Research Questions

Based on the background and the problem statement in order to fill out the purpose of
the study following research questions have been developed.

RQ1: Does CRS has an impact over crisis responsibility?

RQ2: Does CRS has an impact on the POR?

RQ3: Does crisis responsibility has an impact over POR?

RQ4: Does crisis responsibility has an impact over CLC?

RQ5: Does CLC has an impact over POR?

RQ6: Do CLC mediates between crisis responsibility and POR?

RQ7: Does international learning orientation moderates the relationship between

crisis responsibility and POR?

1.4 Research Objectives

In order to answer the research following research objectives have been derived.
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RO1: To examine the impact of CRS over crisis responsibility.

RO2: To examine the impact of CRS on the POR.

RO3: To examine the impact of crisis responsibility over POR.

RO4: To examine the impact of crisis responsibility over CLC.

RO5: To examine the impact of CLC over POR.

ROG6: To examine the mediating role of CLC between crisis responsibility and POR.
RO7: To examine the moderating impact of international learning orientation over the

relationship between crisis responsibility and POR.

1.5 The Significance of the Study

This study is one of the few studies which attempted to analyze Situational Crisis
Communication Theory by integrating a knowledge-based view. Therefore, the main
contribution of this research is to study temoderating role of international orientation
between perceived organizational reputation and crisis responsibility. In addition,

there are hardly studies over crisis response in context of the Arab world.

It is important to conduct an analytical study concerning the reputation of the
government sector and its antecedents to regain government support and their
confidence. For this purpose, a special mechanism can be implemented to avoid public
sector reputational risks, which will lead to beneficial outcomes. Generally, public
organizations are associated with superordinate politics. Government organizations are

required to be highly credible to gain preference and authority from the politicians.

Carpenter (2002) suggested reputation as a key political asset for the government

organizations which is used for developing public’s trust and confidence in
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government. Since reputation of government organization is a crucial area therefore it
is critical to discuss the challenges associated with reputation. The current study will
contribute to the reputation management literature in context to the public sector in
UAE, by emphasizing on the appointed executive’s charismatic communication and

credibility of companies.

Thus, the study will analyze the relevant reputation of the organization in the setting
of an avoidable catastrophe through the lens of SCCT. The significance of present
study can also be observed by the fact that the existing set of frameworks cannot
capture the complex phenomena during crisis situations. Therefore, in this crisis
communication research, we used SCCT theory, although it also failed in addressing
some aspects of organizational outcomes. Therefore, the purpose of this study is to
broaden and deepen the scope of SCCT by integrating charismatic leadership
communication and international learning orientation in a crisis and reputation
analysis, which makes this study important. This study will indicate how the
relationship between perceived organizational reputation and crisis responsibility will be
influenced by the integration of mediators. Moreover, from an internal stakeholder’s
viewpoint, trustworthiness has not been extensively studied as a determinant that
affects organizational outcomes. Although there are various predicting variables for
corporate reputation, but the perception of employees about international learning

orientation is a less known antecedent of reputation.

During reputational threat and crisis management, the charismatic communication of

the leader facilitates in interacting with the external and internal government of the

organization, informs them about the organization’s story, addresses and satisfies
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government grievances and concerns and makes them realize that organization is
taking necessary actions to control the crisis. To weaken the effect on negative effect
of crisis, the charismatic communication of leaders can effectively be used as a
valuable means to restore credibility (Jamal & Bakar, 2015). This study will fill the
existing literature gap in context to public corporate reputation and leadership
communication and provides further room for research about international learning
orientation and leadership communication. Thus, this research aims to contribute to
the theory of situational crisis communication by explaining the international learning

orientation and CLC’s role in crisis situation.

Integrating international learning orientation and charismatic leadership communication
into a model will make it a good perfect for studying government sector and its
reputation management from a broader perspective. From a critical viewpoint, it is
crucial to analyze crisis response and CLC. Likewise, in an organization, a leader is
considered to be the most credible and has the power to ease tension arising from crisis
or danger as he is the only one in the group who has the authority. Therefore,
developing crisis response capabilities and charismatic communication must be
encouraged as it facilitates during the crisis. When a crisis appears, it threatens the
integrity of the organization, and the leader has to take over the situation by making

necessary actions and changes.

There are various implications of this research, for instance, it will provide the
practitioners and professionals with the operational framework to understand key
variables as well as their interrelationships. Although, the employed measuring

instruments have already been tested in various corporate sector research, but this
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study aims to revalidate these instruments for the construct. On the suggestions of
Fombrun and Wiedmann (2001) and Chetthamrongchai (2010), this study aims to
assess the validity of reputational instruments using new groups of stakeholders.
Keeping in view the limitations, the present study assumes that the weights for each
reputation instrument may vary from one group to other, which thus leads to slightly

differing findings from the prior studies.

This study revalidated RQ by studying UAE’s public organizations. According to the
respondents the financial performance is ‘not relevant’ as a performance dimension
for the organization. Therefore, a four-itemed financial dimension was later removed
from the questionnaire survey. In this study, public sector’s reputation is measured by
studying a case of UAE’s organization. This study also seeks to define a reliable
measure for CLC, as the literature suggests that no reliable measurement is currently
available for this construct (Levine et al., 2010). Various failed attempts have been
made to define charismatic leadership construct, and still there is need to uncover

descriptions and scales for the leader’s charismatic behaviors.

Thus, the Levine’s charismatic leadership communication scale has been used in this
study for revalidating it in a different context. By following Levine et al’s. (2010)
suggestion, thepresent study will take a relatively large sample size and the instruments
will be revalidated in organizational setting. Resultantly, charismatic leadership
communication will be formulated to assess UAE’s public organization’s leader from
a different point of view. In this study, the charismatic leadership communication scale
and its relationship with other characteristics of organization were analyzed,such as,

reputation under preventative situation.
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Although, Singular Value Decomposition (SVD) have been used in prior studies to
revalidate Levine et al’s. (2010) scale, the structural equation modelling (SEM) will
be employed in this study for revalidation of the scale. When it comes to measurement
scale validation, SEM is relatively more developed as compared to SVD, as the
emergence of It is critical to revalidate a charismatic leadership communication scale
when more authority and power is assigned to the charismatic leader to take appropriate

actions through communicationsand lessen the influence of potential crisis.

Furthermore, Hackman and Johnson (2004) support this theory suggesting that during
crisis or suchstressful situations, communication by the leader can lead to better
situations and a receptive audience. Thus, it can be assumed that charismatic leadership
communication can better be observed in crisis situations. Therefore, organizations are
required to carefully analyze and measure theiractions. This study aims to contribute to
the existing set of literature by conducting research on public sector reputation among

employees and crisis management.

1.6 Operational Definitions of Construct
In this section, researcher will describe the conceptual background of each variable
and in-depth explanation of its operationalization regarding this study. The operational

definition of each variable is given below.

1.6.1 Public Organization Reputation
This study extracts the definition of Perceived Organizational Reputation (POR) from two
main researchers. Firstly, the POR,that was explain by Tucker and Melewar (2005, p.

378) as "the impression of an organization based on its stakeholders' assessment of
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that organization's past, present, and future related activities and the manner in which

these are expressed.”

In this definition the concept of perceived organizational reputation is explain on the
basis of the employee’s own experience. Such interpretations are developed by the
employees through their own experience with the organization. However, some
researchers incorporated the political science dimensions, for example, Carpenter's
(2010, p. 45) explanation and definition of perceived organizational reputation as "a
collection of representational views about the distinctiveor distinguishable capacities,
duties, and responsibilities of an organization, in which these beliefs are incorporated
in public nexus." Moreover, Carpenter and Krause (2021), introduced history,
capacity, mission, and intention in the definition, so it can address more diverse
audience. This proactive and advance definition can cater more public companies and

their advanced developments.

Reputation uniqueness can be seen of as describing organizations that show their
capacity to create and give solutions to customers. As above mentioned, discussion,
this study conclude that these two definitions of Public perceived organizational

reputation are used as operational definition because it is the most relevant.

1.6.2 Crisis Management and Crisis Communication

Pearson and Clair (1998, p. 60) described Crisis management as "a systematic attempt
by organizational members with external stakeholders to avert crises or to effectively
manage those that do occur." Similarly, Coombs and Holladay (2010, p. 239)

described crisis management as "a set of factors designed to combat crises and to lessen
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the actual damage inflicted”. In the literature researchers explained that crisis
management differs from crisis communication. As indicated earlier, the first
represents the phases and actions of planning and implementing for crisis management
before, during and after a crisis. "Crisis communication focuses on the communicating
process through the crisis phases involving various strategies widely known as
accommaodative style, defensive style or neutral (no comments)." Each strategy has an

impact on the company and the public.

1.6.3 Organization Crisis Responsibility

“Referring to the early stage of crisis investigation, Hamblin (1958, p. 322) defined a
crisis as an urgent situation in which all group members face a common threat.
Pauchant and Mitroff (1992, p. 25) described a crisis as a disruption that physically
affects a system as a whole and threatens its basic assumptions, its subjective sense of
self, and its existential core. Pearson and Clair (1998, p. 60) defines a crisis as a low-
probability, high-impact event that threatens the viability of the organization and is
characterized by ambiguity of cause, effect, and means of resolution, as well as by a

belief that decisions must be made swiftly”.

1.6.4 Crisis Responsibility

“The central concept of situational crisis communication theory is crisis responsibility.
The extent to which stakeholders assign blame for a crisis in an organization is referred
to as crisis responsibility (Coombs, 2007). The SCCT divides different forms of crises
into three categories: victim, accidental, and preventable. Each cluster explains the
degree to which the organization bears responsibility for the situation. The victim

group is related with a low level of attribution to the organization, whereas the
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accidental cluster is connected with an acceptable level of responsibility, and the

preventable cluster is associated withincreased level of attribution to the organization.”

1.6.5 Charismatic Leadership Communication

No exact definition of Charismatic Leadership Communication (CLC) has been
produced despite the growing body of literature on leadership (Levine et al., 2010;
Johansson, Miller, & Hamrin, 2014). In prior efforts to define charismatic leadership,
four traits have been found for a person: (1) “presence in a crisis, (2) transcendent
powers (Trice & Beyer, 1996), (3) extraordinary gifts, and (4) ability to present radical
solutions (Meindl, & Ehrlich, 1988).” Five important qualities are also identified in
the literature used to characterize this idea: “(1) determination; (2) presence in a crisis;

(3) behavior; (4) communication of expectations.; and (5) communication of ideas.”

1.7 Scope of The Study

The current study focuses on the perceptions of public organizations in the UAE
among internal stakeholders. The internal impressions of stakeholders are judged by
the reputation of the Emirate of Fujairah and Sharjah Police force. These internal

stakeholders are the officers of Emirates of Fujairah and Sharjah police force.

Furthermore, the study is limited to the evaluation of reputation of Emirate of Fujairah
and Sharjah Police force; Crisis responsibility strategy, Perceived organizational
reputation, crisis response strategy, international learning orientation, and charismatic
leadership communication. This study only examines how public organizations
employees feel that their leaders attribute crises faults, CLCs and perceived

organizational reputation.
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The study takes the underpinning support of the situational crisis communication
theory and Knowledge Based view. The study has adopted a cross sectional approach
therefore only cross-sectional data has been collected at one point in time. The study
has been conducted in Emirates of Fujairah and Sharjah of United Arab Emirates. The
study deals with the crisis situation that have happened in Emirates of Fujairah and
Sharjah therefore, the scope of the study is limited to police officers of Fujairah and
Sharjah Police forces only. the population for the study is limited to Police forces of

Emirates of Fujairah and Sharjah Police force of United Arab Emirates.

21



CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

According to Jin et al. and Yeo et al. (2011), there is a need of more research studies
concerning the relevant topic. This study therefore addresses the perspectives of
internal stakeholders of public enterprises' reputation in the UAE. Perceptions of
internal stakeholders are measured in concern with government owned departments of
police reputation in the outcome of catastrophe. These internal stakeholders are

selected from officers of Fujairah and Sharjah police force.

This set up is done due to many reasons; first in Asian countries, empirical studies in
those countries specifically has no significant attention with regard to government
institutions. Second, many reputational challenges have been faced by UAE
government related to crisis management, credibility of department and its integrity.
Third, the point of view of employees have received a little concern as internal
stakeholders at the time of crisis, they are accountable for mistrust, complaints and
unhappiness of public. Due to such circumstances, it is difficult to understand attitudes
and impressions of employees and reputations of their company as all this constitute
the strength of the company. The current study examines four characteristics used to
measure the reputation of officers of Fujairah and Sharjah police force: CRS, OCR

responsibility, perceived organizational reputation and CLC. The objective of the
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study is to investigate how workers of public organizations perceive credit of crisis
blame, CLC from their leaders, reliability and perceived organizational reputation of

officers of Fujairah and Sharjah police force.

2.2 Public Sector Organization and Perceived Organizational Reputation

The perceived organizational reputation has been discussed greatly in literature but
most of the study in this field needs debate. The focus of most research studies has
been on the private sector ratherthan the public sector, which results in less use of
government sector perceived organizational reputation and nationallegislation (Luoma-aho
et al., 2013; Lapuente, & Suzuki, 2020). There is a need for clear recognition and
definition of the concept of reputation, the difference in characteristics, limitations,

and challenges to begin with the research.

The literature on the issues related to organizational reparation is well developed in
case of private sector and still the issues related to organizational reparation of public
sector organization is largely an unexplored area. Similarly, the case with the
reputation of public sector organization in crisis response strategy, as there little or no
attention has beengiven to explore the factors responsible for reputation of a public
sector organization undergoing a crisis situation. Recently, the Salomonsen et al.
(2021) and earlier Waeraas and Maor (2014) highlighted that the crisis of any
organization has significant adverse effect on the reputation of that particular
organization, by damaging its credibility through poor Crisis Response Strategy
(CRS). In an effort to support the argument the Salomonsen et al. (2021) argued that
the due to the increase in the number of crises, the focus of the crisis management

researchers have been shifted to explore the impactof these events on the reputation of

23



these organizations. Meanwhile, due to increasingglobalization, the strategies to deal
with crisis situation have been changes and organization has started looking towards
international counterparts to learn their ways of dealing any similar situation. Thereby
the organizations cannot just rely on the local strategies and international learning
orientation has emerged as a significant detriment of reputation of public sector

organization.

Though it is argued by many researchers and the empirical research evidence have also
supported that the reputation of an organization is one of the most important objectives
of any organization. However, the severity and sensitivity of issues related to the
reputation in private sector is way different than the public sector, as the ultimate
objective of any private sector organizations is earning optimum profit and many times
they do so at the cost of some minor dents on the reputation and credibility, and in
crisis situation their utmost concern is the financial performance which indeed is the
prime concern. Whereas the public sector organizations are largely concern about their
reputation andthey consider prosperity as a function of safeguarded reputation as all
parts of public sector machinery seem working to uplift the living standards of masses
and creation, protection and maintained of reputation is one of the key objectives and

critical to achieve.

It has been found by a thorough analysis of the literature on government organizations
that the concept of perceived organizational reputation has not been analyzed from the aspect
of reputation. The focus of research has been on important issues related to government
sector organizationsthat influence their reputation. However, these issues have not

been investigated in specific. A straightforward rationale has been adopted by the
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earlier studies, i.e. issuesrelated to public organizations indicate their publicly
perceived reputation. For instance, the focus of few research studies was on the
perceptions of the public relatedto performance management of public administration
(Hvidman & Andersen, 2014; Andersen., & Hvidman, 2020), trust of the public in the
government (Vigoda-Gadot & Mizrahi, 2008), public sector management (Vigoda-
Gadot & Kapun, 2005), quality of public services (Raharjo & Eriksson, 2017), and
political perceptions and perceived performance (Al-Dhaafri, H & Alosani, 2021;
Beeri et al., 2018; Mizrahi et al., 2021). The implications of organizational outcomes

specifically reputation has not been explicitly mentioned in these studies.

The concept of perceived organizational reputation in the public sector has not been
portrayed technically as referredto in legislation. However, the perception of
stakeholders' opinions based on the performance of an organization determines the
reputation of government sector organizations (Cheung, 2013). The concept of
organization reputation is acontroversial issue from an empirical aspect. There has
been a lack of consensus in defining the approach and concept, which includes
different issues of measurement, dimensions, and constructs (deCastro et al., 2006;

Martin- de Castro et al., 2020; Money & Hillenbrand, 2006).

Moreover, the drivers influencing the evaluation of effective perceived organizational
reputation and its association with leadership commitment and performance
management have not been investigated (Money et al., 2017; Petersen, 2020; Dooren,
et al., 2015). The earlier studies have not provided a clear relation between political
sensitivity (Tucker & Melewar, 2005), financial reputational value (Kiousis et al.,

2007), crisis (Schnietz & Epstein, 2005), and risks on the reputations of organizations

25



in the public sector (Kuo-Tai Cheng, 2015; Cheng et al., 2020; Choi., & Jung, 2020;

Rodriguez- Vidal etal., 2021).

Along with all these gaps, the studies on reputation have focused on the financial
performance and private organizations (Deephouse, 2000; Porritt, 2005), corporate
image (Schnietz & Epstein, 2005; Casalo et al., 2007), outcomes of public and
organizational relations (Inglis et al., 2006; Kiousis et al., 2007), trust and satisfaction
(Yang & Grunig, 2005; Watson, 2007), anti-corruption management and manageability
(Raharjo& Eriksson, 2017), competitive advantage (Chengetal., 2020), internet and e-
commerce services (Farhan et al., 2020), and bottom line backlash (Choi., & Jung,
2020; Al-Dhaafri, & Alosani, 2021). The research was focused on the context of UAE
incorporating the significance of corporate reputation, corporate social responsibility,
and stakeholders’ relations relative to PLCs, GLCs, and MNCs (Khuong et al.,
2021; Khuong et al., 2021; Zulhamri & Yuhanis, 2011). The current research study
has focused on the important antecedents of reputation along with the integration and

alignment of the three concepts.

There have been rare investigations of the reputation of the government sector in UAE
similar to the western countries. Resultantly, the nature and challenges experienced by
the public sector organizations in UAE have not to research much in literature.
Considering the issues related to the reputation of the public sector in UAE, there are
a lot of aspects to be investigated that will add to the existing literature on POR. The
government organizations and the general public will be benefit through additional

research in this area.
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The stability and strength of reputation are significant resources for any public sector
organization (Cheung, 2013). A positive and beneficial character is considered an
intangible asset resource that can help government sector organizations in achieving
and sustaining a competitive edge. The survival of government organizations is among
the benefits of developing a good public reputation. The best and talented employees
can be attracted through a strong POR, which also helps in the retention of employees,
customer satisfaction, and trust in the products/services (Schwaiger, 2004). Moreover,
the organization can attract investors and enter new markets as well (Tucker &
Melewar, 2005). Increased sales and sustainable profits are also witnessed by a well-
reputed organization (Inglis et al., 2006; Schwaiger, 2004). Further, it has been
indicated by the literature on crisis management that a strong reputation is referred to
as reputational capital that creates a halo effect. This effect protects an organization in

a crisis (Coombs & Holladay, 2006, Coombs, & Holladay, 2021).

Researchers have not denied the utmost benefits associated with a good reputation of
a public organization. However, the issues related to the several differences between
the private and government sectors, which are yet to be answered. There is a difference
of characteristics between the public and private sectors. Government sector
organizations have more stakeholders, governmental policies, rigorous organizational
dynamics, and greater bureaucracy (Fauzi et al., 2021; Sminia & Van Nistelrooij,
2006). According to Patchett (2005, pp. 598-9), government sector organizations have
the political nature of the legal and representative process along with efficiency

orientation and financial expertise of the administrative process.
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Specific demands for reputation management are required by public organizations to
deal with different authorities of the government. This helps in ensuring smooth
cooperation. Therefore, serious attention is required by public organizations to

establish and maintain their reputation in this specific area.

It has become a top priority of government sector organizations to establish and
maintain a favorable reputation (Canel et al., 2020; Luoma-aho & Makikangas, 2014).
However, the development of a strong reputation is restricted or constrained by the
intrinsic political nature of public sector organizations (Weeraas & Byrkjeflot, 2012;
Suomi et al., 2020). Such restrictions include critical issues including political
pressures and issues that limit the freedom to make strategic decisions, charisma in the
ability of an organization and consistency in the reputation. These limitations create a
struggling situation for government sector organizations to create and maintain an

excellent reputation.

The perceived reputation of public organizations is influenced by several other aspects
other than the above stated constraints and restrictions (Pan et al., 2021; Tucker &
Melewar, 2005). Financial performance is not the key factor in determining the
reputation of government organizations as in the private sector. The reputation of
public sector organizations among stakeholders is based on their experiences
connected with them. Several budgetary and political pressures are experienced by
government organizations. The reputations of public sector organizations are formed
through law enforcement and policies of the government (Luoma-aho, 2007). Thus,
the survival of public organizations is greatly dependent on their legitimacy and

stability that is acquired by a strong POR.
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2.3 Crisis as Public Organizations’ Threat to Reputation

The reputation of organizations in the public sector is subjected to vulnerability and
fragility of threats. The factors that are threatening for the perceived organizational
reputation should be given considerable attention, as crisis directly influence their
reputation (Coombs & Holladay, 2010; Barkley, 2020; Coombs et al., 1995; Coombs,
2020; Watson, 2007). The viability of institutions is greatly influenced by perceived
organizational reputation and crisis (Pearson & Clair,1998; Wenzel et al., 2020;
Shrivastava, 1995). It has been agreed by scholars that perceived organizational reputation
and crisis communication are connected with each other and likely to influence each

other (Watson, 2007; Coombs & Holladay, 2010; Barkley, 2020).

Considerable attention has been received by crisis communication studies by the
professionals of communication in the form of organizational communications and
public relations (Coombs, 2012; Kim, 2020). In recent years, attention has been
received by the topic of reputation management with particular reference to CC. The
purpose of the currentstudy is to investigate the influence of crisis on perceived
organizational reputation from different aspects by associating it with the variables
(with the potential of threatening the ability of organizations) of other disciplines
(Roberts, 2009). The scope of reputation has been contributed by expanding into

different disciplines.

The basic threat to a good reputationis related to the perceived reputation irrespective
of the efforts of an organization in managing its reputation (Mohamed et al., 2020;
Tucker & Melewar, 2005). There is a need for consistency of reputation of public

organizations for dealing with new challenges. Likewise, the reputation of the
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organization can be harmed by failure in managing crisis becauseof treatment of crisis
communication plans by the managers as a single and simple solution as well as
effective crisis management (Kovoor-Misra, et al., 2000; Ghaderi et al., 2021).
Therefore, it is important to note the way people act after a crisis and threats tothe
reputation (Wester, 2009). Empirical knowledge has been provided by the field ofrisk
communication and risk perception about the reaction of people during the situation

of crisis.

Perceived organizational reputation is a factor as well as a consequence (Tucker &
Melewar, 2005). Thus, the two factors are connected with each other. Effective crisis
management can be resulted from successful reputation management, which in turn
improves POR. It is suggestedby this notion that the association between the two
variables is close, and it is suggestedby SCCT that the reputation of the crisis will

reflect the reputation and vice versa (Coombs, 2007).

Leaders are accountable for more than half of crises (Halverson, Murphy, & Riggio,
2004). Most crises are caused by internal factors that can be managed and controlled.
These are neglected by leaders but need to be considered because of their impact on the
organizational reputation. The emergence of a new approach to reputation and crisis
management is underpinned by these realities. The focus is on knowing the equal
importance of expectations of internal stakeholders as other factors for protecting
threats to the reputation. It was proposed by Kiousis, et al. (2007) that the role of
communication and its impact on the success of an organization is explicit in the

concept of POR.
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Most of the research untilnow indicates that public perceived organizational reputation
and crisis communication have been analyzed separately. The research trend evidenced
this fact that the perceived organizational reputation of public sector organizations has been
analyzed from the management and administrative perspective by looking at job
satisfaction andexcellent service to be the outcomes of a strong reputation (Kiousis et

al., 2007; Weeraas & Maor, 2015; Maor et al., 2020).

In recent years, the focus of research on government organizations is on gathering the
feedback of stakeholders in terms of their expectations after the period of crisis. It is
important to understand the expectations of stakeholders, as they can influence the
satisfaction and future evaluation of perceived organizational reputation. Less
damage occurs to organizations that have a good understanding of the expectations
of stakeholders including employees. Therefore, there is a need to conduct research by
taking the viewpoint of the internal stakeholders regarding perceived organizational

reputation.

2.4 Organization Crisis Responsibility

The term “crisis" refers to each occurrence with sometimes negative consequences and
a high level of risk. An organization's reputation is often tarnished by a crisis, risking
its growth and putting its survival in jeopardy (Coombs, 2012; Eaddy & Jin, 2018).
While some crises, such as the financial or economic situation, can be predicted, the
majority of crises have a low probability of occurring and occur when there is a very
low anticipation ofoccurring (Coombs & Holladay, 2010; Nees et al., 2020). Any crisis
could be extremely costly, risky, and cause a great deal of uncertainty and concern

among stakeholders. Due to media attention, a crisis can develop tensions inside and
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across organizations (Liu et al., 2012) and threaten the legitimacy and power of a
political party or government (Waeeras & Moar, 2015), so handling it is not an option.
A crisis indicates that the system'’s stability and legitimacy are in jeopardy regarding
public organizations, (Seeger et al., 2020). Developers, local governments,the media,
liberation teams, hospitals, suppliers and purchasers, communities, and possibly
insurance businesses will all be affected by a landslide that forces high-rise structures
to collapse. Depending on the sort of problem encountered, the consequences of a
crisis may be immediate or delayed (Browning et al., 2021). The cost is always
incalculable, regardless of the type of disaster that occurs. The price ofsurvival in

greater extent of crisis with catastrophic consequences is the organization'ssurvival.

In the crisis management literature, there is serious dearth of theory-based research
and there is compelling need to enrich the literature by underpinning the relevant
theoretical explanation. Many attempts have been made to develop a theoretical
framework encircling the organizational crisis and reputation such as Gruing (2017)
employed the situation theory of public, image repair theory by Benoit (2014) and the
attribution theory by Weiner's (1985), and four-step symmetrical model by Gonzalez-
Herrero and Pratt (1996). Though these frameworks were successful in accessing the

crisis situation but unable draw a line between the nature and type ofcrisis.

Although the consequence of a crisis is frequently adverse, the ‘silver lining effect’
suggests that there is a low chance of good effects (Browning et al., 2021). OCR
research has been explored from numerous perspectives, as well as how the media has
reported it. (Holladay, 2009). Numerous crisis communication research papers look at

more particular topics, such as the crisis communication void (White, 2009), the
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channels that are typically involved in the pre- and post-CC stages and communication
strategy (Craig et al., 2006; Williams et al., 2017), and the importance of R&D in crisis
response (Areigat & Abdel Hadi, 2010). Stakeholder theory of crisis management is
given by Alpaslan et al. (2009). Their ideas presented a mechanism which could
explain the link between the model of the stakeholders, yet hardly any study focused

on conducting research while including the internal stakeholders.

A significant number of evidence has proven the necessity of understanding crisis
communication in government organizations, prompting greater research in this field,
such as media crisis communication techniques (Liu et al., 2012). Public servants'trust
in citizens (VigodaGadot et al., 2012), the government's crisis and levels of trust
(Kennedy & Burford, 2013), condemnation of community service motivation (Perry
et al., 2010; Schwarz et al., 2020; Perry & Hondeghem, 2008), and other key factors
in government administrations, such as charisma, consistency, and distinctiveness, are
also considered (Waeraas & Byrkjeflot, 2012). The corporate crises in the public sector
has resulted in reputational risk, owing to economic pressures, political turmoil, and
increased expectations of the stakeholders (Luoma-aho, 2008). People's growing
cynicism and suspicion of politics, as well as challenges with government, have

resulted in a loss of public confidence and governing capability (Cheung, 2013).

To address the shortcomings and limitations the study has adapted the Situational
Crisis Communication Theory (SCCT) of Coombs' (2006). However, to introduce the
role of leadership in the crisis management and reputation relationship the study has
proposed and extended model of SSCT including the Charismatic Leadership

Communication (CLC) in the theoretical framework. Secondly, such research is
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prevalent in Western countries, the crisis literature in the UAE's public organizations
is underexplored. As a consequence, the majority ofthe UAE's public-sector crises are
either dealt with employing Western experiences and techniques or by bringing in
international professionals as consultants. Understanding how the UAE's public
organizations respond to crises, as well as how to prepare and implement crisis
management, attempts to limit the risks to the reputations of equally public leaders and

their companies.

2.5 Crisis Responsibility

After an in-depth literature review, there is small proof of crisis credit in public-sector
organizations. The next section looks with OCR accountability in general, Include
examples from famous case studies. The Exxon Valdez oil disaster (EVOS) 1989, for
example, is still remembered as the greatest oil spillage in US coastline waters and the
worst ecological disaster in the oil and gas industry. Human mistake was to blame, and
the unavoidable happened (Paine et al., 1996). Despite the fact that Exxon Corporation
accepted full liability for the collision and concentrated on cleanup and restoration, the
whole industry was centered on the destruction and its evaluation, plainly harming

reputation and credibility of Exxon.

The good consequence of taking on crisis responsibility can be demonstrated in
Toyota Motor Corporation’s three independent but connected automotive recalls
between 2009 and 2011. Toyota's image, credibility, and reputation have been severely
harmed by its product recalls (Seeger et. al., 2010; Vera-Burgos, & Padgett, 2020).
Toyota used to adapt tactics, including as publicly apologizing and take full

responsibility for the handling and review of the products of the families of the victims.
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Even though this method did not immediately result in additional purchases of the
company's goods (Choi & Chung, 2013), The company's cumulative abnormal returns
decreased by 19 percent in the next year (Gokhale et al., 2014). Toyota's reputation had
been rebuilt bythe end of 2013, as evidenced by improved financial performance. The
company's revenue increased by 24.3 percent in 2014, while its operating and net profit
improvedby 39.7% and 72.6 percent, respectively. Toyota Industries, Inc. SWOT
Analysis. Thecompany's persistent good financial performance increased the value
of itsshareholders and allowed it to expand (Toyota Industries, Inc. SWOT Analysis).
Denials of responsibility in accounting and organizational governance problems led in
the demise of two major oil and gas and accounting organizations at the same time. The
Enronscandal at the beginning of 2001 culminated in Enron's bankruptcy and the
disappearance of Arthur Andersen, the once-dominant accountant and audit
organization (oneof the five biggest). The exposure of accounting errors at Enron
caused the most damage to Arthur Andersen's image because of fundamental

accounting fraud (Sauviat, 2006).

Characterized by three main crises mentioned earlier, it's realistic to believe that if a
crisis occurs, the responsible institution will respond appropriately. In most
circumstances, an organization's response is determined by what or who causes the
crisis. The first step in deciding on a crisis management strategy is to categories the
problem. The organization's and the public's attribution of blame is determined by the
sort of crisis. According to SCCT, Attribution of crisis responsibility (ACR) is based
on categorizing it into three categories of crisis groups: intentional, victim and
accidental. The victim cluster results in a reduced ACR to the company, but

preventable or intentionaltypes of crises result in a high ACR to the organization. The
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possibility of damage to the company or organizational image grows as views of crisis

responsibility get stronger.

Each procrastination in taking responsibility for a catastrophe puts an organization on
the defending because the mass media will assume it is concealing a touch. If the media
describes the organization as faulty, the organization is pressured (Coombs &
Holladay, 2012). Similarly, an organization that accepts responsibility is perceived as
admitting that it is the source of the issue and, as a result, is in charge of its
management. An organization that denies responsibility, on the other hand, is often
seen as presuming that another party/outside element is to blame and will not take
anything to correct the situation. According to earlier findings, accepting responsibility
when the company is at fault reduces possible reputational hazards, whereas denying

it causes irreversible damage.

2.6 Crisis Response Strategy

The CRS is basically the course of action which organization follows when a crisis
hits the organization (Coombs, 2004;2007a). Coombs (2004, 2007a), has identified
and argued the three components of an effective CRS which are

a. An effective CRS focuses on instructing the information which helps the
organization members in countering the damage during the period of crisis.

b. Aneffective CRS must understand the mainsprings of crisis and conveyit to the
stakeholders. However, it must be done in timely manners without any
unnecessary delay (Huang, 2008).

c. With the available or provided information related to causes of crisis and

knowledge of managing the crisis, a timely formulation of CRS
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Coombs (2007a) argued that crisis response strategy should not focus only on the
reconditioning of reputation. Coombs (2000) argued that attribution provides guiding
principles for understanding, evaluating and anticipating an event and methods to cope

up with any unfavorable happening.

The SCCT model argues that CRS has a significant impact on the crisis responsibility
(Coombs, 2007b). However, still, there are very limited studies carried out on this issue
of the importance of CRS on crisis management and crisis responsibility (Sisco,
Collins, & Zoch, 2010; del Mar Galvez- Rodriguez et al., 2019). Jeong (2009) has
explained the issue of public response to Samsung Company by using lenses of SCCT
and found that there is a tendency in people to make lower external attribution or higher
internal attribution inthe case when a low level of differentiable information is
provided. Meanwhile, Siscoet al. (2010) applying SCCT, on the crisis management in
the American Red Cross, found that a CRISIS SITUATION can be handled by
formulating and effective CRS. The stability of the organization involved in a CRISIS
SITUATION is linked with its prior reputation, and once the threat to reputation has
established, it will lead the organization to select the most appropriate response
strategy. This approach has the advantage of examining how SCCT theory sees and

reacts to the crisis among stakeholders in an organization (Coombs, 2007a; see Table

1).

Table 2.1

Coombs’s (2007a) Crisis Response Strategies based on SCCT Theory.
Crisis Response Postures and Crisis Response Strategies

Explanations

Denial: strives to remove all links acompanySimple denial Scapegoating Excusing

had to a crisis Justification
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Decrease  Posture: efforts to  reduce
organizational control allocations and to reduce

negative crisis impacts

Posture reconstruction: efforts to improve theCompensation Apology Reminding
reputation of the organization Ingratiation

o o Victimae
Building a positive link between an

organization and its public Position

2.7 Charismatic Leadership Communication

For decades, charisma has been linked to leadership (Conger & Kanungo, 1994) and
has gotten a lot of scholarly attention. Weber (1947) concludes from the classical
method that charisma is one of the most crucial attributes leaders need have in order
to solve any organizational challenge (Barbuto, 1997). It has been proposed by Weber,
in particular, that the word charisma from a political standpoint as a remedy to societal
unrest. In every era, Weber's writings show the birth of a charismatic leader and the
relationship between charisma and crises among political leaders. This concept of
Charisma comes from the Greek word ‘charismata,' which means ‘gift from the gods,'
and is commonly employed in the transformational leadership style. While many
academics concluded that charisma is primarily some leader-follower phenomena,
others disagreed. Charismatic leaders, according to Tejeda, Scandura, andPillai (2001),
can have a major impact on equally individual and governmental levels.A charismatic
leader can also communicate ideas and prospects successfully. An alternative
explanation of charismatic leadership is when a leader is perceived as possessing a
referent power that may motivate people to make life changing decisionsfor the

betterment (Gardner et al., 2009). Before addressing this particular gap in the current
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study, a quick overview of charismatic leadership is provided in order to understand

how it has evolved in order to encompass the communication side of leadership.

A stream of research on the issues related to the reputation of the organizations
operating in the public sector has revealed that the credibility during the time of crisis
and the responsibility shown by leadership which has ability to jeopardize the
reputation of public sector organization play vital roles in managing the reputation of
public sector organization. The crisis responsibility is an important hallmark of
reputation of any organization undergoing a crisis situation (Lorensius et al., 2020), as
any crisis situation usually associatedwith the public safety and wellbeing which in
many cases involves the death and survival of masses and places a significant impact
on nation, society or community (Luoma- aho, & Canel, 2020; Liu, Horsley, & Yang,
2012), and the communicationof leadership, the responsibility of crisis situation, and

the strategy opted to respond the crisis situation is of great importance.

The literature on the issues related to organizational reparation is fairly well developed
in case of private sector and still the issues related to organizational reparation of
public sector organization is largely an unexplored area. Similarly, the case with the
reputation of public sector organization in crisis situation, as there little or no attention
has beengiven to explore the factors responsible for reputation of a public sector
organization undergoing a crisis situation. Recently, the Salomonsen et al. (2021) and
earlier Waeraas and Maor (2014) highlighted that the crisis of any organization has
significant adverse effect on the reputation of that particular organization, by damaging
its credibility through poor CRS. In an effort to support the argument the Salomonsen

et al. (2021) argued that the due to the increase in the number of crises, the focus of
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the crisis management researchers have been shifted to explore the impact of these
events on the reputation of these organizations. Meanwhile, due to increasing
globalization, the strategies to deal with crisis situation have been changes and
organization has started looking towards international counterparts to learn their ways
of dealing any similar situation.Thereby the organizations cannot just rely on the local
strategies and international learning orientation has emerged as a significant detriment

of reputation of public sector organization.

Though it is argued by many researchers and the empirical research evidence have also
supported that the reputation of an organization is one of the most important objectives
of any organization. However, the severity and sensitivity of issues related to the
reputation in private sector is way different than the public sector, as the ultimate
objective of any private sector organizations is earning optimum profit and many times
they do so at the cost of some minor dents on the reputation and credibility, and in
crisis situation there utmost concern is the financial performance which indeed is the
prime concern .Whereas the public sector organizations are largely concern about their
reputation andthey consider prosperity as a function of safeguarded reputation as all
parts of public sector machinery seem working to uplift the living standards of masses
and creation, protection and maintained of reputation is one of the key objectives and

critical to achieve.

One of the most important factors responsible for the reputation of any organization in
crisis is the communication by leaders (Liu et al., 2020). Many notable works such as
Carpenter and Krause (2014), Peci (2021), and Kennedy and Burford (2013) have

argued that the striving for the reputation is equally crucial for both private sector
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organizations as well as the public sector organizations. Recently McGuire et al.
(2021) identified that the communication of charismatic leadership plays a vital role
in crisis management process as well as in controlling the reputation of that particular
organization. Thus it is almost impossible to ignore the role of communication by

leadership in crisis management.

According to certain thinkers, charismatic leadership is a subcategory of
transformational leadership (Levine et al., 2010). For a deeper understanding of
charismatic leadership, it is vital to explore transformational leadership. Bass,
Waldman, Avolio, and Bebb (1987) suggested a transformative leadership model with
four essential components: To begin with, idealized influence focuses on the leader's
capacity to express an inspirational vision and participate in exemplary behaviors that
the followers view as involving considerable personal risk and sacrifice on the leader's
part. Subordinates' opinions of their leaders are influenced by their leaders'
commitment to participate fully to the organization's success, which in turn instils deep
feelings and confidence in them (Conger & Kanungo, 1987). In a managerial setting,
leaders are viewed as idols, and they are more likely to earn the trust, respect, and

support of their subordinates.

Second, inspiring motivation is a sub-set influence that comprises of a quality. To their
followers, inspirational and motivational leaders are perceived as having a clear,
compelling, and inspiring vision. Attributes of leaders, such as confidence, excitement,
and belief, inspire subordinates to work together to achieve the organization's goals.

Finally, an individualized consideration, commonly referred as personalization, occurs

when leaders handle subordinates in a less formal manner by communicating with
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them one-on-one. That leader who employs this attribution pays close attention to the
needs and desires of individual subordinates, as well as empathizes with their concerns.
Leaders' communicative behaviors show concern and suggest the necessary,
illustrative, and feedback information that their subordinates require in order toachieve
both personal and organizational objectives. Leaders should convey a desire to rise to
a higher level, according to Panopoulos (1999), in order to optimize both
organizational and individual accomplishments. Fourth, intellectual stimulation refers
to a leader's attempts to encourage subordinates to think creatively, make better

judgments, and use their imagination to achieve goals (Yammarino et al., 1993).

Aside from such four components, experts believe that transformational LC includes
the traits of creativity, interactivity, vision, empowerment, and passion. With full
support from their subordinates, transformational leaders successfully express the
organization's or team's vision and objective. Other criteria include emphasizing open
dialogue and practicing more personalized interaction with subordinates, providing
individualized guidance, coaching, communicating and interacting openly and

frequently counselling, and monitoring (Kramer et al., 2018).

Despite the fact that communication behaviors and activities are importantcomponents
of transformative leadership, transformational leadership theory has beenlimited in its
examination of specific leader communication practices. However, according to a few
mostly theoretical studies, transformational leaders communicate with their followers
in an ethical, motivating, stimulating, and individually personalized manner (Avolio
& Bass, 2002). Previous research on transformational leadership classified leaders'

communication behaviors as open, consistent, personal, motivational, moral, and
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focused on objectives, requirements, and transformations. Inkeeping with a descriptive
approach to communication in transformational leadership, Hackman and Johnson
(2004) postulate transformational leaders’ communicative practices as creative,
interactive, insightful, inspiring, and impassioned. Transformational leaders are
motivated to communicate, according to a study by Hackman and Johnson (2004),
which involves outlining future trends and persuadingfollowers to accept and embrace

a common vision.

The charismatic leadership and transformational theories highlight that an outstanding
leader must be a great communicator in order to get the message across to his or her
followers, according to an assessment of both theories. The transformational
leadership characteristics use communicative behaviors to explain, inspire, motivate,
and persuade subordinates, whereas charismatic leadership stresses communication
skills, particularly skills in communicating ideas and communicating expectations. As
a result, charismatic communication emerges as the most important characteristic of a

charismatic leader.

Research on transformational leadership theory has been expanded to include the
concept of charismatic leadership, as well as a more recent focus on CLC
(communication behavior in charismatic leadership) (Levine, 2008). CLC was created
by combining two disciplines: leadership and communication. A detailed examination
of leadership style and crisis communication suggests that the two are intertwined yet
studied independently. Researchers (Levine et al., 2010; Johansson, Miller, & Hamrin,
2014)established the notion of CLC to explain a successful leader's communicative

conductin order to bridge the gap.
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The scientific definition of LC, like that of charismatic leadership, is still up for
discussion (Levine et al., 2010; Johansson et al., 2014; Setyowati et al., 2020).
Nonetheless, various attempts to construct the term have successfully mirrored the key
notions of communicative leadership, which captures both leadership and
communication. A communicative leader, according to Johansson et al., (2014, p.
155), is "somebody who encourages personnel in conversation, proactively shares and
seeks feedback, conducts participatory decision-making, and is viewed as accessible
and engaged.” This notion, in essence, shows a leader's communicative actions, such
as communication skills, in achieving the organization's goals. In order to do so,
communicative leaders must not just communicate, but also communicate effectively.

To put it another way, communicative leaders are great communicators.

The notions of reputation and charismatic leadership are inextricably linked (Boin &
Hart, 2003). Because it links to different notions such as credibility, financial
performance, job happiness, and leadership, reputation does not happen by accident
(Watson, 2007). However, there is an unsolved question about the function of LC
during a crisis, particularly the leaders' communicative duty in the crisis management
strategy (Lucero et al., 2009). In the early 1990s, a substantial debate erupted about
top management's role in sharing crisis information (Patterson, 1993). Patterson (1993)
contends that presidents and CEOs should pay as much attention to the communicative
aspect as they do to the crisis-resolution tactics. Furthermore, the function of CLC in
crisis management will be determined by stakeholders' and the public's assessment of
crisis leadership communicative conduct. This article discusses communication as a
critical skill for leaders, describing it as a "make-or-break” skill in educational

leadership.
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Although profit and productivity are the primary concerns of most businesses,
executives' involvement in communicating the problem would have been negligible.
In a poll on crisis management plans conducted by Holland and Gill (2006), nearly
half of the respondents reported that senior management did not consider charismatic
communication crisis plans to be a priority. While Jacques (2010) points out that LC
impacts public perception and opinions, many leaders do not prepare or even consider
establishing a crisis perception management strategy. For illustrating the complexity
of the issue, Friedman (2009) finds that in dealing with a particularly tough
circumstance, leaders are acting in a vacuum, connected only by crises, and providing
alienating communication that ignores others' emotions and interests. These findings
led to the conclusion that CLC will have an impact on perceived organizational

reputation to some extent.

In crisis settings, charismatic leadership appears to be more effective and widespread
than in non-crisis situations (Pillai, 1996). According to Hackman and Johnson (1996),
during stressful circumstances such as an organizational crisis, a more receptive
audience for the charismaticleader's new vision will emerge. Gibson, Ivancevich, and
Donnelly (2000) study the demand for charismatic leadership during a crisis and
conclude that charismatic leadership is more likely to arise under particular tough
situations. As a result, the emerging charismatic leader is given more power and
authority to do whatever is necessary to ameliorate the crisis' negative consequences.
One of the specific leadership positions that CEOs should assume during a crisis,
according to empirical studies on crisis leadership and the CEQ's job, is that of the
organization's spokesperson (Littlefield & Quennette, 2007). The CEQO's status as the

organization’s most powerful individual reflects the emphasis the organization places
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on the problem. Onthe other hand, the CEO's appearance as a spokesperson has no
bearing on the crisis management's success. His or her charismatic leadership and
communication habits will have the most impact on the outcome. The CEO's
appearance will be judged in every way conceivable by the public and stakeholders,
from the colors he wears to thecontent of his communications, his level of confidence,

and the way he expresses his ideas and worries about the subject.

Every step of perception management during a crisis, from making statements about
the problem to updating information, acting, and eventually healing the harm done
once the crisis is over, LC is critical. Even after a catastrophe, one of the most
important aims of LC is to repair a company's ruined reputation and regain public trust.
Leadership, according to Kuhnert and Lewis (1987), can be defined as "tries of
interpersonal influence, oriented through the communication process, toward the
achievement of some objective or objectives”. It might involve attempts by the
organization's leadership to influence public opinions of the organization's reputation.
The charismatic leader's ability to communicate the crisis management plan and create
good perceptions of the organization is critical to the effectiveness of perception
management during a crisis. Furthermore, according to Ketrow (1991), specialized
communication habits lead to an inference about LC, which has a big, favorable impact

on an organization's perception.

Charismatic leaders clearly lead in a charismatic manner. A charismatic leader will not
emerge if an organization is governed by a weak leadership style, such as tyranny or
autocracy. One of the key contributors to the closure of large corporations is autocratic

leadership with a closed, downward communication method (Probst & Raisch, 2005).
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Autocratic leaders take advantage of their power to pursue bold and visionary goals,
which leads to self-centered communication and decision-making. Four significant
variables contributed to the downfall of formerly successful organizations, according
to an in-depth review of the 100 largest organizational crises of the last five years. The
first one is leadership, in which organizations have managers who are overly dominant
during a crisis, resulting in a sudden reversal of the companies' fortunes. Growth,
transformation, and organizational culture are the other three aspects. This study
implies that home-made difficulties are the most common cause of successful
companies failing, but that this is not always the case. Even in a healthy, developing
organization, according to Probst and Raisch (2005), a highly visionary leadership
style has adetrimental effect when an authoritative but destructive type of leadership

is used.

Moreover, the leader’s capability is influenced by the different demographic elements
to manage the calamities and to understand about the factors that help in reducing the
gap in the crisis literature. However, different areas are indicated by the previous
studies on charismatic leadership in which the further investigation is required to fill
the literature gap of CLC. Communication is the most important factor in leadership
and management literature, according to a recent study on leadership in UAE
organizations (Abu Bakar, Mustaffa, & Mohamad, 2009). Openness, job-relevant and
positive communication partially moderated the interaction between leader and
followers in achieving organizational performance (Abu Bakar, Dilbeck, &
McCroskey, 2010). According to the findings ofthese studies, charismatic leaders have
positive communication with their subordinates, which makes achieving corporate

goals simpler. Positive communication, according to this research, leads to a healthy
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relationship between leaders and people under their supervision, which creates a
desirable working environment and, as a result, a better POR. Madlock's (2008) results
on the impact ofa supervisor's communicative competency and leadership style on
employee job and communication satisfaction are supported by this. It was shown that
when leaders effectively communicate their vision to their subordinates, they acquire
their trust and gain benefits from communication and job satisfaction. Previous
research has linked employee happiness with enhanced performance (Madlock, 2008),

and this, in turn, has been linked to increased reputation (Inglis et al., 2006).

2.8 International Learning Orientation

The concept of international learning orientation has become an interesting area of
study in management and strategic management literature, more specifically in
relation to the competitive advantage that enhances organization performance. Lee and
Tsai (2005) argue international learning orientation is an instrument that affects the
organization’s ability to learn and change from the old way of doingthings to new
techniques and 66 methods. In other words, international learning orientation is the
development or acquisition of insight or new knowledge that will have an impact on
how things are done. These processes include the utilization of knowledge through its
acquisition, enhancement and transfer (Ratten, 2008). Additionally, international
learning orientation represents a fundamental element of learning in the organization.
Therefore, the approach towards learning and the degree to which organization values
learning for benefits in the long run is referred to as international learning

orientation(Ratten, 2008).
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In the same view, international learning orientation is a process of understanding
market or technology with the aimof achieving organization performance by turning
opportunities into actions (Asad, Ahmad, Haider, & Salman, 2018; Asad, Altaf, Israr,
& Khan, 2020). It is, therefore, anact of influencing behavior through knowledge
development or knowledge acquiring process (Hakala, 2013). In addition, international
learning orientation relates to the creation of knowledge, arrangingthe activities of the
organization and members’ responsibilities that may support the activities of the
organization to achieve organizational performance (Hakala, 2013). This is in line with
the argument of Slater and Narver (1995) that international learning orientation is a
process of acquiring knowledge, skills, and abilities, which will enable the
organization to have an edge over and above its competitors (Asad, 2020). Therefore,
it is necessary for organizations to be learning oriented if theywant to compete in the

long term and be successful in accordance with international standards.

Due to the importance of international learning orientation in achieving competitive
advantage, it has been considered by many as the capacity to learn faster than
competitors and as the only way to achieve competitive advantage (Brockman &
Morgan, 2003). Idowu (2013) opines that organizations with high levels of international
learning orientation are expected to have a high level of innovation and higher financial
performance. In other words, the ability of organizations to createnew knowledge, and
effectively spread it through the organization, influences performance. As a result,
international learning orientation is an additional vital strategic orientation used to

study performance (Keskin, 2006).
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Sinkula et al. (1997) define international learning orientations an organization’s
inclination to knowledge creation and utilization with the aim of achieving a
competitive advantage. Similarly, Baker and Sinkula et al. (1997) view international
learning orientation as an organization’s ability to change how the organizations
should be managed with modern technologies and strategies and it challenges old
assumptions about the customer and the market at large. Therefore, international
learning orientation enables organizations in emerging markets to access management
and technical capabilities needed to competeglobally, so that they can respond to
market demand and other environmental changesmore promptly than competitors

(Keskin, 2006; Slater & Narver, 1995).

As risks and uncertainties are inevitable in business, organizations can only reduce it
but not eliminate it. Therefore, to successfully minimize risk and uncertainties as well
as maximize business opportunities, organizations must improve their learning culture,
exploit their existing knowledge and acquire new ones (Zhao et al., 2011).
Additionally, international learning orientation provides enhancement of knowledge
that will allow organizations to address issues related to the business environment
(Tajeddini, 2011). international learning orientation has been given great attention due
to its substantial capability to understand the dynamic nature of the business

environment(Tajeddini, 2011).

Past studies have been using international learning orientation and organizational
learning interchangeably. However, Mavondo et al. (2005) provide a distinction
between the two. The latter refers to staff training on several knowledge instruments

and skills; while the former has to with the tendency of the organization to learn from
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experience and adapt to the situation.Therefore, the adaptation and change aspects of
international learning orientation make it wider in concept than organizational
learning. According to Sinkula et al. (1997), international learning orientation has three
important interrelated elements: commitment to learning; open-mindedness; and
shared vision. Therefore, to benefit from international learning orientation,
organizations must utilize these features of international learning orientation (Baker &

Sinkula, 2002).

2.8.1 Commitment to Learning

Levitt and March (1988) indicate that the fundamental determinant of an
organization’s competitive advantage is the ability of the organization and individuals
within the organization to learn fast. organizations are seen as learning entities if they
are committed to converting experiences from history into procedures that guide the
behavior of the organization. It is apparently important to note that commitment to
learning is a managerial duty of organization leaders to improve and encourage
understanding of its environment overtime (Farrell & Mavondo, 2004; Slater &
Narver, 1995). Therefore, the commitment of the leaders indicates the likelihood of

learning to occur which will lead to competitive advantage (Sinkula et al., 1997).

Commitment to learning requires organization leaders to encourage knowledge
development and reward and support individuals and departments that utilize learning
to achieve superior performance. In other words, international learning orientation refers
to the extent to which organization values thatencourage 69 learning culture are utilized

(Keskin, 2006). The level of values attachedto the learning culture in the organization,
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developing the learning culture and ability to think and reason within the organization

is explained as a commitment to learning (Paparoidamis, 2005).

Also, it refers to the amount of value an organization place on learning in modernizing
the organization’s assets and abilities based on environmental needs (Wang, 2008).
Martinette andObenchain-Leeson (2012) define commitment to learning as the extent
to which organizations indicate the significance of understanding the cause and effect
of their actions and learn from it. Thus, employees must be encouraged to develop new
knowledge, mindset, and new ideas that will lead them to achieve superior

performance (Bennett,1998).

2.8.2 Open-Mindedness

For organizations to be continuously proactive in understanding the activities,
operational routines and to accept new ideas, they need to be open-minded (Sinkula et
al., 1997). To achieve competitive advantage, organizations need to learn from the
past, understand the future and develop the ability to change. Organizations must openthe
doors to new ideas and new markets. On the other hand, open-mindedness is closely
related to the concept of unlearning, which is the ability to unlearn from existing
international learning orientation culture. If they lack the ability to keenly unlearn existing
knowledge, organizations a&endangering the future abilities of the organization (Farrell
& Mavondo, 2004). In a nutshell, open-mindedness refers to an organizational value
that provides the organization withnew ideas and market opportunities (Martinette &

Obenchain-Leeson, 2012).
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Open-mindedness produces a willingness to challenge the current ways and methods
of doing things through quick learning from opportunities from different perspectives
and sharing the generated ideas (Cegarra-Navarro & Cepeda-Carrion, 2008). Sinkula
et al. (1997) define open-mindedness as the willingness and ability of an organization
to reflect ideas and thoughts that are new or different from the status quo. According
to Ozsahin, Zehir and Acar (2011), organizations learn from their success and failures,
invariably, this experience affects their future activities and decision making. Hence,
open-mindedness is connected to the idea of learning from the past experiences (Wang,

2008).

2.8.3 Shared Vision

A shared vision has to do with organization’s understanding of the direction of learning,
andthe focus of learning to the organization members. It has to do with focusing on
the organization’s preferred leadership position, to enhance the contribution of all
other functions of the organization into the unique capabilities needed to perform (Day,
1994). Similarly, Sinkula et al.(1997) state that shared vision has to do with providing
guidance that will help the organization to recognize what is needed to be learned. As a
result, international learning orientation is an organization resource that combines all

other resources together to achieve competitive advantage (Slater & Narver, 1995).

Also, Sinkula et al. (1997) suggest that generating information and disseminating it to
various departments within the organization is the most important element of MO.
However, organizations may not have knowledge of their customers and environment
without international learning orientation and may not share this information and how

it explains the future of the business (Farrell & Mavondo, 2004). Shared vision also
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provides organizations with the ability to change and make an appropriate response to
the changes in the environment and market at large (Martinette & Obenchain-Leeson,

2012).

2.9 Underpinning Theory

This section examines the theory of this study. The Crisis management literature
indicates that competencies to manage crisis can be created and sustained via
knowledge use. Therefore, we believe that the SCCT and the knowledge based view
KBV are appropriate theories that explain the handling of crises in public
organizations. The theoretical framework established for this study was used to

produce five hypotheses. These are further discussed below.

2.9.1 The Situational Crisis Communication Theory

According to the available literature specifically on OCR no solid or adequate
interpretation is provided by the concerning theories of CC. Therefore because of this
deficiency of evidence of response strategies of concerning crisis we are unable to

comprehend the potential outcomes of the crisis (Ham & Kim, 2017).

Consequently, in the framework to crisis communication we have emphasized
evidence-based research crisis communication (Wang et al., 2017). Consequently, for
the crisis management the evidence-based research is important which required the
expansion of available theories of SCCT andadditional research on CC. For the
guidance of crisis leaders in managing the differentproblems the SCCT has been
developed and tested repeatedly on the basis of Attribution Theory ultimately for the

preservation of perceived organizational reputation (Coombs, 2014). The SCCTevaluated
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for being used as responsibility of attribute crisis for checking the appropriate response
strategy. The main objective was to develop theory-based systemfor choosing an

appropriate strategy after the identification of crisis situation.

The crisis type is the first component in the model of SCCT. That’s provides a
framework for understanding the situation. The crisis type is further divided into three
main categories that are preventable, accidental and victim crisis. The category to fall
in is determined by the crisis situation. Mitroff (1988), has studied we should break
down the crisis into clusters or families on the basis of same cases it will help in
checking the type of the crisis. Mitroff (1988), has stated that to manage the same type
of crisis wecan employ the same procedures and methods. So, the management should
provide some specific patterns or procedures to deal the crisis on the basis of situation
type. The first type of crisis is the Victim type of the crisis that include natural
disasters, workplace violence, tampering of product and rumors. The external factors
on which there is no control of an organization triggered the cause for victim crisis. So
in this situation the organizations will not be responsible for crisis rather considered as

victim.

The accidental cluster is known as second type of crisis. All kind of technical errors
because of product recall or human resource and different kind of challenges for stake
holders are included in accidental crisis. These crises can be intentional or preventable
for example misdeed of organization or product determinants and accidents of human
errors. The organization must take necessary actions to avoid the product and human
errors. The different kind of risks can be involved that may be small injuries or in some

cases the tragic death of public representative, customer or employees. The SCCT
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acknowledgement is the second element of crisis responsibility on the basis of crisis
type. The Leadercan design the different attributions on the basis of locus control and
identification ofcrisis type which help in understanding that either it’s the organization
who isresponsible for the crisis or not. The type of crisis determines that who is the
actual responsible for crisis. The level of crisis responsibility must be known to the

leaders that will help to understand the reputational threat that is modeled by crisis

type.

Crises response strategy is the third component. We have identified the individual,
responsible for the crises at this stage and also matched with the crisis response
strategies afterwards. On the basis of bunch of crises, the two frequently used crisis
response strategies were identified by the different researchers which are known as
accommodative and defensive strategies. In an organization while using the defensive
strategies they support their positions by denying the real cause. These denying
strategies can be further categorized into two different groups. The denial strategies
are one where the organizations claim that they are not facing any kind of crisis and
condemn and don’t take any responsibility. In some circumstances of accused
strategies, the organizations shift the responsibility of crisis on other entities. While in
the diminishing strategy the public criticism is bounced by the organizations by
building an argumentthat the crisis is under control and not serious at all. This situation
of changing the public perception regarding the seriousness of crisis is known as

justification.

When the organizations are confirmed for any crisis, they employ the accommodative

strategies. The corporate apologia strategy is the most commonly used among the other
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strategies. Whereas the organizations give compensations or make apology to all
involved victims. According to the available literature as compared to the defensive
strategies the rebuilding strategies are more effective in restoring the reputation
especially in a situation where the organizations or organizations are known as the
owner of crises (Coombs & Holladay, 2004, 2007). Impact of crises on the reputation
of the organization is measured by the fourth component. The leader of crisis must
be able to forecast the influence of crisis on the reputation of organization. And he
must be able to decide the response strategy on the basis of elements by classifying the

type ofcrisis.

2.9.2 The SCCT model

According to the available literature on the organizations reputation the impact of
crises is effectively addressed by the SCCT. Whereas there is a possibility that crisis
can change the simple situation to a complex one. So the crisis communication

strategies can deal such situation in an appropriate manner.

To deal such situations the OCR cannot be investigated by the SCCT strategies solely.
SCCT draws on the attributions theory of the underlyinglink between crisis response
and crisis type. Attribution theory is focused on individualrole and advocates that
individual must try to claim self-responsibility of any favorableor unfavorable event
(Weiner, 1985), and also go for necessary actions on the basis ofavailable information.
We must give importance to the other elements of an organization which are not
examined that are credibility and leadership as they have their own impact in
determining the reputation of an organization. So, we have developed and tested the

crisis communication models on the basis SCCT, with an objective to secure the
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reputation of an organization and securing the crisis (Coombs, 2007; Coombs &

Holladay, 2006). Theconceptualization of this theory is shown in figure 2

Crisis Response
Strategy

\

Organizational
Reputation

Personal Control Crisis Responsibility

l

Performance History

Figure 2. 1 Conceptualization of SCCT
Source: Coombs and Holladay, (2006)

SCCT has been developed and expanded in reducing reputational hazards. Thus, the
study aims at contributing to the existing literature studies by the expansion of SCCT
in the given scenario. The use of SCCT has been done to establish three types of crises,
which include preventable, incidental, and victim. To address the shortcomings and
limitations the study has adapted the situational crisis communication theory (SCCT)
of Coombs' (2006). The SSCT not only describe the impact of crisis on reputation but

also helps in understanding the types of crises and course of actions against the crisis.

2.9.3 Knowledge-Based View

Knowledge management refers to the approach that explains the process of knowledge
generation, its sharing and application to achieve growth, productivity, and
profitability by the organization. The knowledge-based view defines knowledge as a
process which allows the organization to grow at all levels through innovation and
learning, such as, developing new business models, products and services, markets,

individuals, technologies, and processes. It thus improves organizational capacity.
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Knowledge is generally viewed from two different perspectives, i) the tacit knowledge
and ii) explicit knowledge. Tacit knowledge is deductive, intuitive, experiential,
abstract, and cognitive in nature, whereas the explicit knowledge is usually found to
be codified, translated, inscribed, and documented in the form of books or blueprints
(Ratten & Suseno, 2006). According to Ratten and Suseno (2006) organizations mostly
use tacit knowledge since it is based on practical knowledge and has greater
applicability. Besides, the tacit knowledge cannot be easily reproducible or can be
transferred therefore it helps the organization to achieve competitive advantage

(Weber & Weber, 2007).

However, organizations usually end up underutilizing this knowledge because it is
difficult to be identified by the organization. Explicit knowledge on the other hand can
be easily produced, disseminated, transmitted, and deployed as a commaodity but does
not have the potential to lead organizations towards competitive advantage (Magnier
& Senoo, 2008). In another definition, knowledge management refers to the process
in which knowledge is acquired, created, shared, orapplied by the members of the
organization to form a learning organization and use this knowledge in their decision-
making activities (Karkoulian, Halawi, & McCarthy,2008). The four main processes
of knowledge management suggested by Hoffman et al. (2005) are:

1 knowledge generation: It involves all knowledge discovering activities,

2 knowledge capture: once the knowledge is created, the continuous process

of reorganizing, searching, integrating, and sensing goes on,
3 knowledge codification: this process allows the easy transferability and

accessibility of the created knowledge through its documentation,
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4 knowledge transfer process is the dissemination and apportion of the

acquired knowledge from one to the other person or a group.

2.10 Research Framework and Hypothesis

Based on the above discussion at literature review section, the following is the study

framework (figure 3.1):

Figure 2. 2 Conceptual Model

2.10.1 Crisis Response Strategy and Crisis Responsibility

According to the Coomb’s (2007a) SCCT model, it is important to examine the crisis’
as a reputation threat to the organization to determine the appropriate CRS. This model
suggests that the type of the crisis and its framing are known as the initial crisis
responsibility. At this stage, the organization itself or other organization’s Ccrisis
management history is analyzed. Accordingto Coombs (2007a), instead of focusing on
reconditioning the company’s reputation, more focus should be given to the situation

and crisis responsibility.
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In SCCT, the Attribution theory explains the connection between crisis response and
type of the crisis. This theory mainly emphasizes the role of an individual in context
to crisis responsibility in determining the perceived organizational reputation. The
theory suggests that an individual must take the responsibility and hold himself
accountable for the occurrence of any favorable or unfavorable events and is required
to take necessary actions according to the information available about the situation
(Weiner, 1985) It has been further argued by Coombs (2000) that attributionguides the
individual or organization to develop understanding and help to anticipate and evaluate
any potential or upcoming happening. It also enables them to identify suitable methods

to overcome these happenings.

Finally, in view of Coomb’s (2007s), choosing an appropriate response strategy
depends largely on the prior reputation andis one of the key determinants of
appropriate strategy. In addition, the organization’s stability is linked to its prior
reputation, and organizations start exploring the most appropriate strategy in response
to the crisis once a threat is detected. Therefore, the hypothesis is proposed as follows:
Hypothesis 1: Crisis Response Strategy has a significant relationship with crisis

responsibility.

2.10.2 Crisis Response Strategy and Perceived Organizational Reputation

In SCCT, the Attribution theory explains the connection between crisis response and
type of the crisis. This theory mainly emphasizes the role of an individual in context
to crisis responsibility in determining the perceived organizational reputation. The
theory suggests that an individual must take the responsibility and hold himself

accountable for the occurrence of any favorable or unfavorable events and is required
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to take necessary actions according to the information available about the situation

(Weiner, 1985) which can improve the reputation of the organization.

2.10.3 Crisis Responsibility and Perceived Organization Reputation

According to Coombs (2007, 2012), perceived organizational reputation is directly
influenced by CR. However, theeffect of crisis responsibility on perceived organizational
reputation varies depending on the type of the crisis and attributions madeby the
stakeholder. SCCT suggests a direct linkage among crisis types, CRS, and crisis
responsibility attribution. The public attribution to crisis responsibility is
determined by the type of crisis that reflects the organizational attitude towards the

Crisis.

The organization can adopt either defensiveand cooperative attitude depending on the
type and attribution of the CR. The lesserthe responsibility assigned by the stakeholders
to the organization the more defensivethe organization can be. Similarly, the greater
the responsibility an organizationperceived about the crisis the greater will be the
threat it can pose to its reputation. Wester (2009) argued that stakeholders analyze the

causes This led to the crisis andthe organization was assigned CR.

Previous studies related to CLC, international learning orientation and perceived
organizational reputation has been performed in west countries (Coobs et al. 2012),
such as US, Europe, China and Taiwan. Prior study discovers the mediating effect of
CLC on relationship between OCR and POR, understudies vastly in UAE in order to
widen this research study (Bakar et al., 2014). As we move in more theoretical and

meaningfully constructed similarities among people from different areas, it is argued
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strongly that spreading theliterature through countries based studies is little critical

(Ota, McCann, & Honeycutt, 2012).

Communication is absent in perceived organizational reputation in the research studies
of western samples (Hamdi & Rajablu 2012; Abd-El-Salam et al., 2013). These studies
included the employees of government sector in UAE to test the program based on
communicationcentered. Not couple with other Asian nations such as Japan, China
and South Korea,UAE represent a diverse culture that includes people from all over
the world. Resultsconcluded that literature on communication and leadership both

contribute to westernperspective and a wide cultural background.

Furthermore, initial crisis responsibility shows how much responsibility the
stakeholders attribute to the organization and its actions which haveled to the triggering
of the crisis (Weber et al., 2011). Coombs (2007) also found from the literature review
that a negative relationship exists between favorable perceived organizational
reputation and ACR. In addition, the greater the responsibility perceived by the
organization themore damage it will cause to the perceived organizational reputation
(Sisco, 2012). Besides, the organization also has to face more scrutiny if it enjoys a
good reputation and may also create more sensation and outrage among the public

(Haywood, 2002; Liu, 2010; Tjokrosaputro,2021; Tucker & Melewar, 2005).

In a recent study by Helm and Tolsdorf (2013), a strong perceived organizational reputation
can weaken the negative impact of crisis threat on the organization. Thus,the better the
reputation the lesser the impact and vice versa. Wester (2009) argued that the level of

attributed crisis responsibility explains how much communication efforts will be
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needed by the organization. It implies that the greaterthe crisis responsibility attributed
the more communication efforts will be required by the organization for the
reconditioning of its reputation. Communication is a powerful tool that is used by the
organization to develop trust and confidence for mending reputation (Sisco, 2012).
Therefore, by attributing crisis responsibility to the organization, thestakeholders
develop high expectations from the organization to be presented with exhaustive and

clear explanations to ease the crisis situation (Fortunato, 2008; Weber, 2011).

Reputation based research proposes that a crisis affects how stakeholders perceive an
organization and its reputation. The perception of stakeholders is shaped by the crisis
framing and its type, and it also influences how they perceive and interpret
organization in the crisis (Coombs, 2007). During a crisis, both crisis history and prior
perceived organizational reputation influence the reputation of the
organization either directly or indirectly (Coombs, 2004). The potential threats of
crisis responsibility attributing to the perceived organizational reputation are lacking
empirical research. According to Wester (2009), the crisis related reactions of the
stakeholders are usually aligned with the potential consequences that will likely affect

them either directly or indirectly.

In context to reputation, the literature indicates that the attitude of organization i.e., to
reject or accept the crisis responsibility significantly contributes to rebuilding the
organization’s damaged reputation from a crisis threat (Coombs & Holladay, 2006:
Coombs, 2007).Pace, Fediuk and Botero (2010) proposed the existence of direct
linkage among perceived organizational reputation and accepting CR. Although, an

organization is considered to be responsible for theoccurrence of the crisis, therefore
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if the organization accepts the responsibility of thecrisis, then it will also have a
positive effect on its reputation. In a similar vein, Coombs and Holladay (2006) and
Coombs (2007) also pointed out the need to conduct evidence-based research to
thoroughly assess the decision of the organization i.e., to either reject or claim the
assigned crisis responsibility by the stakeholders. Before choosing a CRS, an
organization is required to investigate the type and cause of the crisis to be able to

decide the ACR.

According to the literature, crisis responsibility has a direct impact on the reputation
of the organization (Coombs, 2012). The effect of crisis responsibility on perceived
organizational reputation varies depending on the typeof the crisis and attributions made
by the stakeholder (Coombs, 2007). SCCT suggests a direct linkage among crisis
types, CRS, and ACR. The public attribution to the crisis responsibility is shaped by the
type of the crisis, which reflects the attitude of organizationtowards the crisis. The
organization can adopt both defensive and accommodative attitudes depending on the
type and attribution of the CR. The lesser the responsibility assigned by the
stakeholders to the organization the more defensive the organization can be. Similarly,
the greater the responsibility an organization perceived about the crisis the greater will
be the threat it can pose to its reputation. Therefore, the hypothesis is proposed as
follows:

Hypothesis 3: perceived organizational reputation and ACR are related to each other.

2.10.4 Crisis Responsibility and Charismatic Leadership Communication

Several studies (Madlock, 2008; Pillai, 1996; Ramirez, 2010) have reported a

significant impact of crisis situations on the behavioral charisma of the leaders. In
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Walter and Bruch’s (2009) study, they found crisis situation as a key determinant of
charismatic leadership (Crijns, Claeys, Cauberghe, & Hudders, 2017). If the crisis is
poorly managed, the crisis situation can result in a negative leadership behavior, which
will in turn affect the leaders in the form of bad reputation perceived by the

stakeholders (Coombs, 2007).

According to Levine et al (2008), despite of the main components such as motivation
and influence, valuable qualities of charismatic leadership communication variables
must be provided with equal importance as these elements are actions and messages
that are communication based.Researchers focused on the significance of “Charismatic
leadership” from organizational perspective as well as the value of emphasizing the
component of leadercommunication in the course of disaster, as it helps in broadening
of research study. Frese et al (2003) and Levine et al (2008), have produced fascinating

results that helped as foundation of study into mediating role of CLC.

There can be different opportunities for emerging the charismatic leadership by the
OCR (Bligh et al., 2004;Halverson et al., 2004a; Halverson et al., 2004b). According
to the pragmatic studies for the attribution of charismatic leadership crisis
communication performs an important part (Levine etal., 2010; Halverson et al.,
2004a). The following hypothesis for testing is thus advanced:

Hypothesis 4: ACR is related to the demonstration of the leader’s CLC.

According to the studies of Ruiz et al. (2014) and Jin and Yeo (2011) the Public
Organization Reputation and leader’s communication are related to each other. They

have also stated that there aredifferent advantages of smooth communication between
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the leaders because through proper communication they can easily control the
uncertain situations in an effective and efficient ways.

The positive support of employees can be ginned by leaders with the demonstration of
CLC reputation (Men & Stacks, 2013: Jiang & Men, 2017). According to the studies
of Meng and Berger (2013) that the charismatic leaders are one who can engage the
communication behavior of transformational leadership explicitly the perceived
organizational reputation can be maintain through the internal communication.
According to the most recent availableliterature in public relations there is durable
support for higher-order measurement model. That consist of 6 dimensions of CLC
which are capability of communication knowledge management, capability of
strategic decision-making, relationshipbuilding, ethical orientation, team collaboration
and self-dynamics.

In addition to this the relation of above dimensions help leaders for generating the
anticipated outcomes of communication (Meng & Berger, 2013). According to them
the leaders who will adopt the above-mentioned dimensions of CLC they can deal with
the perception of perceived organizational reputation and engage the transformational
leadership. According to thestudy of (Dooren et al., 2015; Petersen et al., 2020) in
public organizations there isconsistency related to leadership commitment and
performance management.Moreover, the significant aspect of leadership commitment
is to manage the POR. Therefore, the following hypothesis is advanced:

Hypothesis 5: The leader’s demonstration of CLC is related to POR.

2.10.5 Charismatic Leadership Communication and Perceived Organizational
Reputation
The presence of a charismatic leader helps help organizations in managing the crisis

situation (Lucero et al., 2009) which improved the perceived organizational reputation.
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Therefore, for understanding the outcomes, influence, and nature of the leadership
communication, more research is required on the different dimensions of charismatic
leadership communication. Levine (2008) has stated that we must give an equal
attention to all the maincomponents such as the main characteristics of charismatic
leadership, motivation and influence as these elements are basically the actions and

messages based on communication.

Public is vulnerable about exactly how the data is taken from organization that can
change their impression so lack of CLC by organization could be worrying.
Furthermore, certain guidelines and formal procedures must be followedby the leaders
to communicate with internal and external stakeholders. In addition, theleaders must
possess necessary traits like decision-making skills, delegation, as well as crisis
management and effective communication skills to effectively manage the crisis (Turk
etal., 2012). Thus it would be right to say that charismatic leadership communication
holds a significant impact over determining the perceived reputation of the
organizations. Thus, it is hypothesized as follows:

Hypothesis 5: CLC has a significant relationship with POR.

2.10.6 Charismatic Leadership Communication’s Role as a Mediator between the
Crisis Responsibility and Perceived Organization Reputation
The CLC’s role as a mediator between crisis responsibility and perceived

organizational reputation draws on the concept that outstanding traits of crisis
management leaders bring about charismatic and positive attributes that affect the
organization in a positive manner as compared to leaders whodo not possess

charismatic attributes (Jamal, & Abu Bakar, 2017). Detailed literature review
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regarding crisis communication and leadership posits that leadership can affect the

crisis outcomes to a certain extent.

King (2002) pointed out that the researchers have found a strong linkage among crisis
management and charismatic leadership communication. In another team effectiveness
and crisis management study, it has been argued that exhibiting a charismatic
leadership style bythe crisis management leader can be helpful in controlling the

damage and the crisis (King, 2002).

Crisis communication (CC) and POR literature revealsleadership influences and
highlights the sense of crisis response, both directly and indirectly (Nizamidou &
Vouzas, 2017) and reputation of discern organization (Davies& Chun,2009; Browning,
& Sweetser, 2020; Davies & Mian, 2010). According to Flatt(2013), during stage crisis
response, leadership’s™ involvement (or CEOs) is acute in preserving the image and
credibility of organization. The success and failure level of crisis management is

resolute by the actions of leader.

Nevertheless, the CLC is yet tobe added as the significant element the impacts the
association among crisis communication and reputation directly or indirectly
(Shadraconis,2013; Levine et al ,2010). This can affect directlyor indirectly on the
perception of public institution. Despite of the reality that CLC hassubstantial costs and
tangles for both organizations and management crew, it’s the minimum topic research
(Levine et al, 2008). Therefore, it would be right to hypothesize the following
relationship.

Hypothesis 6: CLC mediates Between crisis responsibility and POR
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2.10.7 The Moderating Role of International Learning Orientation on the
Relationship between Crisis Responsibility and Perceived Organization
Reputation

The cross-boundary learning or more broadly the open learning offers various benefits.

Firstly, the organizations with international learning orientation at strategic level are
more performing which strengthen their reputation (Lumpkin& Lichtenstein, 2005).
Secondly, according to the Day (1994), the strategic fit is most important for gaining
high performance and likewise high reputation. Thirdly, learning internationally helps
the organizations in understating, analyzing and predicting the contingencies, which
in turn helps the organizations in making high repute. Fourthly, ILO by integrating all
primary and secondarystakeholders in a knowledge-based network helps organizations
in developing an inclusive culture of knowledge sharing, and open innovation. Lastly,
the ILO helps an organization in predicting the future challenges and also guide them
in overcoming them in most efficient and effective manners as per the international
standards (Lumpkin & Lichtenstein, 2005). Thus, in modern times literature, ILO is
described as one of the knowledge sources and thereby the knowledge-based view can
be the most suitable theoretical lens, which researchers can use for conceptualization
of ILO, and to explain the organizational international learning orientation. ILO acts
asantecedent to the relationship between international learning, CR, and POR.

Hypothesis 7: | LO moderates the relationship between RC and POR.
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

This chapter explains the methodology that is de eloped for the current study. In the
area of social sciences, philosophic foundations are derived in which data analysis and
research design is determined. In ordered begin this chapter, philosophical ideas have
been discussed to clear the path. Based on the variables, SEM analyses are the best
method for data evaluation. The study supports the positive approach in epistemology,

with a positive paradigm of objectivism in the procedure (Kerlinger & Lein,1986).

Moreover, post positivist approach is common method that us used in communication
studies. This approach reflects objectivism where knowledge has already existed. This
Chapter expands and reassesses current crisis responsibility and organizational
reputation theories. Seven hypotheses of research were developed in this regard and
tested on the basis ofprevious results. Given the fact that the research study emphasizes

on expansion of established theories.

3.2 Research Design

The research design is a structure and strategy to investigate the research question. The
nature of this study is the quantitative approach. Sekaran and Bougie (2013) have
identified business research have three types like 1) exploratory, 2) descriptive and 3)

causal. Exploratory means to explore new areas of study while descriptive is trying to
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describe the systemically about phenomena, problem, information or programs about
data, information and sources that related with research interest. And causal is
examined whether or not one of the variables will course another to change. For this
study is based on the explanatory study. Exploratory research is using and choose based
on the problem statement of this study. Exploratory research is investigated to be more
understood about the study and not provide the conclusive evidence. Furthermore, this

Is something to explore the new areas in public sector organizations of UAE.”

3.3 Unit of Analysis

The unit of analysis in a quantitative study refers to the unit which is under observation.
The unit of analysis might be a person, organization, or community. To achieve the
objective of the study, the current research utilized Police officers in UAE as unit of
analysis. Selection oforganizational entity is appropriate as it allows the engagement

of both middle and senior managerial level.

The next step is to identify the population for study when the unit of analysis has been
chosen. The population is the target group with similar characteristics (Sekaran &
Bougie, 2010). Target population indicates the class of respondents that would assess
a specific perception to achieve study goals. The current study intends to conclude and
generalize on UAEs perception of public employees respective of reputation of

organization. The focus of study is on police department of UAE.

3.4 ldentifying Population and Sample
The next stage is to identify the population for the study once the analytical unit has

been determined. The study population refers to the desired group of participants with
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similar qualities (Sekaran & Bougie, 2010). The target population is the target group
for measuring perceptions in order to achieve the research objectives of an
investigation. The present study aims to conclude and generalize the view of the UAES'
employees particularly the reputation of their respective organizations. Moreover, the

main focus of the current study is on the UAE police department.

3.5 Sampling Technique and size

According to Sekaran and Bougie (2010) the random sampling in case of large
population reduces the chances of errors and assure that the data is accurate. Therefore,
in an effort to achieve the research objectives and answer the research questions and
in accordance with the population and sample of the current research study a
proportionate stratified random sampling is proposed as a sampling technique.
Meanwhile, the participants of the current study were the police officers regardless of

their age gender, and qualification.

It would be quite difficult to investigate all the elements with a population of 17,500
police officers. A suitable sample size was then identified which represents this
population, using Dillman's (2011) as shown below:”

Ns = (Np)(p)(1— p)/ (Np —1)(B/C)2 + ( p)(1- p)
where:
Ns = completed sample size needed (notation often used is n)Np = size of population
(notation often used is N)
p = proportion expected to answer a certain way (50% or 0.5 is mostconservative)
B = acceptable level of sampling error (0.05=£5%; 0.03=x3%)

C = Z statistic associate with confidence interval (1.645=90% confidencelevel.
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1.960=95% confidence level; 2.576=99% confidence level)
Ns = (17500) (0.5) (1— 0.5)/(17500 —1)(0.05/1.96)> + (0.5)(1— 0.5)

=226

Salkind's opinion on sample size adjustment (Bambale, 2014) proposed an increase in
size of more than double to address the potential for loss of questionnaires and
unwilling subjects. Therefore, the sample size was raised by more than three times due
to the situation in responserates during this survey. This was done after the researchers
conducted multiple telephone calls and follow-up visits with free consultation. The
new sample size was thus 730. The lower the sample size, the higher the tendency for

error, and the larger the sample,the more accurate the result will be.

3.6 The framing of the Contextual Crisis
The measurement of the crisis is based on its impact on POR, the actual crisis scenario
will be chosen, which must address the following criteria’s.

i. It must fulfill the condition of generalizability i.e. many or most of the

publicorganization must be facing the same situation.

ii. Must be current or from the near future.

iii. The public must be familiar with that.

iv. The investigation must be popular or in media.

v. The government organization is under political pressures.

vi. Organization have formulated any strategy to deal with the crisis situation
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3.7 Data Collection Procedures

In a quantitative survey, data collection processes involve critical yet systemic phases
in gathering the data necessary for analysis. Questionnaire survey technique has been
utilized as a major data gathering method. Using surveys is a frequently used technique
for a quantitative approach. In particular when data collection is made by the researcher
personally, the questionnaire allows the gathering of data to be done within a
comparatively quick time period. Beside avoidingbias in answer, the rewards of
personal questionnaire spreading are cost-effective, quicker and better able to achieve
a high response rate of 85% (Webster, 1998; Sekaran& Bougie, 2010). However, in this
study the questionnaires were distributed through personal visits. The researcher
personally visited the Police headquarters and get the details of other offices operating
in the state of Emirate of Fujairah and Sharjah. It took like six months to collect the

data.

3.8 Measurement and Instrumentation

The measuring items and scales for every variable measured in this study are discussed
in this section. In particular, current and proven measuring items adapted from prior
investigations are being used in this study. The tool utilized in this study are described

in the following.

3.8.1 Organizational Crisis Responsibility
Organizational crisis responsibility refers to the terms that how the officers are Emirate
of Fujairah and Sharjah police force take the responsibility or follow a denial style.

Thus, a pre-developed instrument has been adopted. Coombs and Holladay (2002)
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have developed the perception of organizational crisis responsibility. The instrument

has been attached in Annexure.

3.8.2 Perceived Organizational Reputation

The main contribution of the study is that the study has measured perceived
organizational reputation from the internal stakeholders. Thus the instrument was to
be chosen carefully. Therefore, a well-established and a renowned instrument has been
used. Participants’ perceived organizational reputation is measured using the Forburn
and Van Riel (2004) 20-item Likert scale with the modification done to fit a public

organization.

3.8.3 Charismatic Leader Communication

The variable charismatic leadership communication was basically a slightly different
variable then the charismatic leadership. For the purpose of collecting the data well
utilized instrument has been adopted which was capable of measuring charismatic
leadership communication effectively. The CLC was measured on a Levine et al.,

(2010) scale.

3.8.4 Crisis Responsibility Strategy

Crisis responsibility strategy deals with the management of crisis and the strategy that
the organization follow, therefore a pre-developed instrument has been adopted. This
study employs a scale to measure is employing the scale developed by Coombs’s

(2007a) Crisis Response Strategies based on SCCT Theory.
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3.8.5 International Learning Orientation:

ILO refers to the organization values that influence the creation of knowledge and
using knowledge to enhance performance by focusing on a commitment to learning,
open-mindedness and shared vision (Sinkula et al., 1997). In the same vein, ILO in this
study refers to the values in the police force that create knowledge anduse the same
knowledge to enhance performance through the activities of commitment tolearning,
open-mindedness and a shared vision (Farrell et al., 2008). In this study, ILOis
operationalized as a uni-dimensional construct using 12 items adapted from Farrellet
al. (2008). In addition to that, after discussing with processors and my supervises we
have added 3 items to the organization international learning in the context of crisis

management in public.”

3.9 Analysis Techniques

The following analytical techniques will be used for analysis purpose.

3.9.1 Descriptive Statistics
The mean, default and maximum value in descriptive statistics show the skewness and

kurtosis of the series of average values of the employees' responses to each variable.

3.9.2 Structural Equation Modeling

To explore the mediating role of business innovation we will run Structural equation
modeling using PLS-3. This is a multivariate technique of statistical analysis for
analyzing structural linkages. This technique combines factor analysis and the analysis
of multiple regressions and is used to investigate the structural link between the

measured and latent variables.
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This refers to the procedure and the statistical tools employed by the researcher in
analyzing the obtained data from the questionnaires administered. In this study, a
combination of both descriptive and inferential statistical tools of analysis were
employed in analyzing the data (i.e., responses) obtained from the respondents,through
the questionnaire survey. While descriptive statistics of frequencies andpercentages
were used in analyzing the respondent ‘s demographic characteristics, theinferential
statistics of Partial Least Square-Structural Equation Modelling (PLS- SEM) was used

for analyzing and testing the postulated hypotheses.

PLS-SEM is a second-generation statistical modelling technique. Its usefulness stems
from its abilityto establish the relationship between latent constructions between cause
and effect. (Hair et al., 2014). This analysis is generally applied to model the statistical
analysis for modelling the complex analysis of multivariate relations between the
observed and latent variables (Esposito Vinzi, et al., 2010). PLS-SEM is a flexible,
strong and superior statistical tool for theory testing, predicting outcome and for model

building (Lowry & Gaskin, 2014; Robins, 2012).

As a path modelling technique, PLS-SEM guarantees the achievement of a
confirmatory factor analysis reliable and valid on measuring items (Wan Afthanorhan,
2013), and as a statistical technique, researchers in different fields of social sciences
and business research have been widely used in (Hair Jr. et al., 2014). The wide range
usage of this statistical package derives from its aptitude to evaluate underlying
variables and determines the relationship with its items (outer model), as well as in
testing the relationships among the latent variables (inner model) (Hair et al., 2012;

Henseler, Ringle, & Sinkovics, et al., 2009).
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Furthermore, PLS-SEM is a robust statistical technique that widely employed in
handling cases of non-normally distributed data due to its flexible assumptions about
normality of data distribution (Henseler et al., 2009). In addition to this, under normal
condition of a large sample size, PLS-SEM path estimates is capable of detecting
variances among groups compared to other covariance-based SEM models (e.g.,
LISREL) (Marcoulides, Chin, & Saunders, 2009), and it also has the ability of

accommodating a smaller sample size.

Furthermore, statistical PLS-SEM modelling can solve the statistical power analysis
problem of data under similar conditions as the covariance-based SEM (Haenlein &
Kaplan, 2011; Reinartz, Haenlein, & Henseler, 2009). Hence, small sample size, non-
normality of data and high predictive ability are some the benefits of PLS-SEM over
other forms of statistical techniques of analysis (Sarstedt, Ringle, & Hair, 2014).
Finally, this statistical package has proven to be of superior model to other first
generation, or covariance-based regressions models, in the performance of estimations
involving moderator and mediator. 226 From the foregoing discussions on the
usefulness and importance of PLS_SEM over other forms of statistical tools of
analysis, as discussed in the preceding paragraphs this study chooses PLS as its
statistical package of analysis, given the complex nature of the model. The application
of PLS-SEM statistical technique of analysis in this study has makes it easy for the
researcher to predict the relationship between the independent, intervening and

dependent variables of the model.
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3.9.3 Test of Validity

Prior to the administration of questionnaire as the research instrument, it is always
pertinent for a researcher to assess the consistency and accuracy of the instrument to
be used for data collection (Hair et al., 2007). This is because, it is believed that, even
though a construct ‘s measure is or are obtained from previous studies, there is need
for such measure to be tested and validated before it will be used in one ‘s research. To
achieve this, a pilot study therefore, becomes necessary for testing the instrument in
order to certify the efficacy of the measurement (Hair et al., 2007). In view thereof,
the instruments used in this study were firstly, evaluated using SPSS v22 in order to

ascertain its validity and reliability by carrying out a pilot study test of the instrument.

3.9.4 Validity of the Construct

An instruments validity talks about its accuracy. Alternatively, the concerns for the
validity of an instrument is hinged on the extent at which the instrument, or process
and technique adopted in a study, appropriately measured what it actually supposed
to measure (Hair Jr. et al., 2010). According to Sekaran and Bougie (2013), instrument
validity is an assessment of how well the said instrument measures the construct it
intends to measure. Although, Vanderstoep and Johnston (2009) have reported the
existence of different types of validity, some of which include the content validity,
face validity, predictive validity, statistical validity, internal and external validities,
and concurrent validity. The most important of all these validities are content validity

and construct validity (Greener, 2008; Huck, 2004).
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3.9.5 Content Validity

The content validity of an instrument, usually assessed through its face validity, is
based on expert ‘s assessment of the chosen instrument (Green, Tull & Albaum, 1988).
This validity test refers to the extent to which the measures/items covers the entire
domain of interest (Zikmund et al., 2013). This type of validity is being determined by
constituting a small sample of experts or panel of specialists, to make critical review
the suitability of the chosen items for measuring a construct (Hair et al., 2007; Sekaran

& Bougie, 2013).

In this connection, this study follows the Lawshe ‘s (1975) criterion for assessing
content validity. This criterion essentially focused on achieving consensus among the
group of raters or panel of experts, on the basis of their individual ratings of each item
in the construct against these questions: —Is the skills or knowledge measured by this
iteml, (1) —essentiall, (i1) —useful but not essentiall, or (ii1) —not necessaryl. The
number of raters that indicate any of this option —essentiall, —useful but not
essentiall, or —not necessaryl, for each of the item are then determined. However, it
is of interest to note that all the three teams of academician (see Appendix E) that
assessed the items of the questionnaire used in this study indicate —essentiall, for all

the adapted items of the instruments.

3.9.6 Construct Validity

Construct validity is a way of determining the extent at which a measure (i.e.,
instrument) actually measured what it is intended. Assessing the construct validity of
an instrument involves carrying out both the discriminant and convergent validity of

the construct. The essence is to determine the extent to which the instrument actually
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measures what it has been operationalized to measure, in order to authenticate to its
genuineness. Construct validity is very important in data analysis (Greener, 2008). To
determine the construct validity of this measure, a two-way approach in determining
construct validity of item was adopted. This assessment was achieved through
discriminant and convergent validity (Hair Jr. et al., 2013; Vanderstoep & Johnston,

2009).

3.9.7 Discriminant Validity

Discriminant validity refers to the distinctiveness of a measure. In other words, it refers
to the extent to which the measures/indicators of particular construct empirically, defer
from the measures/ indicators of another constructs (Duarte & Raposo, 2010). This in
essence, goes to affirm that, a construct should not be so highly correlated with other
measure of other constructs in a particular model (Zikmund et al., 2013). Establishing
a discriminant validity in a model is an indication of the uniqueness of that construct,
which implies that, no phenomena captured by that construct can be found in any other
constructs, resent in that model (Hair et al., 2014). The discriminant validity of a
measure is assessed through the Fornell and Larcker criterion and cross-loadings of

the items/indicators (Hair, Hult, Ringle, & Sarstedt, 2014).

3.9.8 Convergent Validity

The convergent validity of a construct on the other hand, is established when the values
obtained from the items measuring same construct, are positively correlated with other
items of same construct (Hair et al., 2014; Sekaran & Bougie, 2013). The convergence
validity of a construct is established by determining both the outer loadings of the

items and the average variance extracted (AVE). Hence, convergent validity of a
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measure is achieved when, the average variance extracted (AVE) obtained from the
outer loadings of the indicators is 0.50 or more (Chin, 1998a). Average variance
extracted (AVE) is the total mean values of squared loadings of all items (indicators)
that are related to the construct (i.e., the sum of the squared loadings divided by the
number of indicators). In other words, AVE is equivalent to the communality of a

construct (Hair et al., 2014).
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CHAPTER FOUR

ANALYSIS AND RESULTS

4.1 Introduction

There are eleven main sections covered in this chapter beginning with an introduction
which is further followed by response rate and non-response bias tests in the second
section and data screening in the third section. The following sections discuss common
method variance assessment, multicollinearity assessment and homoscedasticity
assessment. The seventh section deals with descriptive analysis. The next section
elaborates PLS SEM path model results, includes the analyses and findings of

measurement model and structural model.

4.2 Response Rate and Non-Response Bias Tests

4.3 Response Rate

In a study, the response rate was important as it ensured that the collected
questionnaires were valid for data analysis (Hair et al., 2010). Response rate defined
as the percentage of respondents participating in the sample size survey determined
for the research by Hamilton (2009). As many as 730 questionnaires were distributed
to the participants in the Emirate of Fujairah and Sharjah Police force. In an attempt to
obtaina higher response rate, the questionnaires were distributed manually (by hand)
by the researcher to ascertain data reliability and validity (Urbach & Ahlemann, 2010).

The attempt yielded 390 reverted questionnaires i.e.a response rate of 81 percent which
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fulfills the recommended threshold by Jobber (1989). Out of the 390 returned
questionnaires, 142 were unusable as some of the essential sections in the
questionnaires were left incomplete. The remaining 248 questionnaires were suitable
to be used in the analysis. This accounts to almost 66 percentof usable response rate,
which is sufficient for analysis as it exceeds the 30 percentminimum response rate as

suggested by Sekaran and Bougie (2003) (see Table 4.1).

Table 4.1

Response Rate

Response Frequency Percentage
No. of distributed questionnaires 730 100.00
Returned Questionnaire 390 53.42
Excluded Questionnaire 142 19.45
Returned and Usable Questionnaire 248 33.97

Cases omitted due to multivariate outliers 22

Sample after data screening 226 30.95

4.3 Data Screening and Preliminary Analysis

Primary data screening is highly essential in a multivariate analysis as it facilitatesthe
identification of possible violations to the main assumptions with regards to the
multivariate technique’s data analysis application (Hair et al.,2007). Primary data
screening also helps in attaining better comprehension of the gathered data.
Henceforth, prior to primary data screening, the 248 questionnaires were coded into
the SPSS and a preliminary data analysis was performed which involved (1) report of
missing values, (2) outliers’ assessment, (3) normality test, and (4) test of

multicollinearity.
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4.3.1 Assessment of Outliers and Missing data

The outliers are regarded as “subsets of observations that seem inconsistent with the
rest of the data”. The presence of outliers in the regression-based analysis in the dataset
may severely disrupt the estimation of the regression coefficients hence leading to
inaccurate and untrustworthy results (Croux & Verardi 2008). In line with these
observations, outliers were found in the SPSS preliminary screening. Values that were
entered incorrectly at the extreme and the tabulation of the frequency were detected

for all the variables employing the minimum and maximum values.

Based on frequency statistics analysis, it was found that none of the values were
outside of the estimated range. The data was also tested for univariateoutliers using
unified values with a cutoff of+3. 29 (p <. 001) based on the suggestion of Tabachnick
et al. (2007). It was found that no single case was classified using unified values as

probable uni-variate outliers.

Apart from that, the multivariate mode of analysis was also applied to validate the
univariate mode using the Mahala Nobis distance (D2). The definition of (D2) is“the
distance of one case from the centroid to the residual cases, where the centroid is the
interaction point that was created in the intersection of all the variables” (Tabachnicket
al., 2007). Based on the 94 observed variables (items), the chi-square threshold is
suggested at 142.12 at (p = 0.001). Any Mahala Nobis values that go beyond this
threshold are omitted. Based on this criterion, 22 of thecases were found to be
multivariate outliers and hence omitted from the dataset asthese outliers can affect the
estimation of the result. Conclusively, after the deletion of the 22 outliers, the dataset

was left with 226 for the analysis of the measurement and structural models.
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4.3.2 Analysis of Missing data

The first step in a data cleaning process, which follows after the extraction of various
responses entered by the respondents in the questionnaires, is the treatment for missing
data(values). Missing data (or values) refers to instances, which often occur where
values or items on either, one or more of the variables in the questionnaire are
incomplete for analysis purpose (Hair et al., 2010). In other words, missing valuesare
instances, which usually occurs, when respondents failed, purposely or
unintentionally, to provide answer or answers to some of the questions being asked in

the questionnaire.

This which could either, have resulted from the inability of the respondent to
understand the questions being asked, or due to lackof willingness to answer the
question, or owing some difficulties in answering thequestions (Sekaran & Bougie,
2013). Whenever a case of missing data is detectedin a given data set by a researcher,
appropriate steps are usually taken to remedy the situation. This is because, performing
analysis with missing data could resultin erroneous outcomes (Hair Jr. et al., 2010). In
the treatment of missing data, Hair et al., (2010) have suggested that for a data sample
that is sufficient for analysis, any case of over 50% missing data that is detected should

be removed from the analysis.

Following this suggestion, 79 questionnaires with more than 50% un-responded to,
were found to be unusable for further analysis, and were therefore, removed out
rightly, from the data set. This brings the total of useable questionnaires to 226.
Although, there exist no acceptable percentage of missing data necessary for making

valid statistical inference in a given data set, researchershave unanimously, agreed that
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a rate of 5% or less is insignificant (Tabachnick & Fidell, 2013; Schafer, 1999),
However, this percentage of missing data falls withinthe acceptable tolerance level of

5% as recommended by (Tabachnick & Fidell, 2013).

In order to replace the missing data found in this study, the mean substitution method,
which has been recommended by researchers for a percentage of missing values that
is less or equal to 5% of the entire responses (Tabachnick & Fidell, 2013; Little &
Rubin, 1987), was followed. In line with thisrecommendation, and having satisfied the
above criteria, the missing values foundin this data set were replaced using the mean

substitution method (Tabachnick &Fidell, 2013; Hair et al., 2013).

4.4 Normality Test

The assumption that the PLS-SEM provides an accurate estimation of the model within
a situation of non-normal data as ii is stated in several previous research (Wetzels et
al.,2009). Contrary to this assumption Hair et al. (2012) were of the opinion that the
normality test of data is eminent to facilitate adequate estimation.The bootstrapped
norm can be inflated into misestimates that can lead to the statistical significance of
the PLS path coefficients being underestimated. Based on this principle, the current
research employed a graphical method in order to validate the normality of the data

(Tabachnick et al., 2007).

According to Ghasemi and Zahediasl (2012) large samples of 200 and higher must be
viewed in a graphical distribution shape. This is preferable compared to the statistic
values of the kurtosis and skewness. Ory and Mokhtarian (2010) interpreted that

large samples reduce the standard errors in a manner that inflate the statistic value for
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the kurtosis and skewness. Hence, this logical approach justifies the reason for testing
the normality using the graphical method. Using the suggestion by Ghasemi and
Zahediasl (2012). In this research, regular probabilityplots and histograms have been

studied to determine that no normal assumption violations are present.

Data normality refers to the form and equivalence to regular distribution of the
distributed data for each continuous variable (Hair Jr. et al, 2010). Thus, in a normally
distributed data, the values of its skewness and kurtosis are always closerto zero.
Although, researchers such as (Wetzels, Odekerken-Schroder, & Van Oppen, 2009;
Reinartz, et al., 2009; Cassel, Hackl, & Westlund, 1999) have traditionally assumed
that PLS-SEM gives accurate model estimate, even in casesof extremely non-normality
of data, owing to its non-assumption about thenormality of data (Hair Jr. et al., 2013,

& Henseler et al., 2009).

However, some researchers have argued on the need for the conduct of such a testof
normality of data in a multivariate data analysis by researchers. Notable amongthese
researchers are Hair, Sarstedt, Ringle and Mena (2012a), who have argued on the need
to carry out normality test on data before proceeding on further analysis. Their
argument was based on findings from their studies, which shows that a highly skewed
or kurtotic data has the tendency of inflating the standard error of an estimate after it
has been bootstrapped (Chernick, 2012). This, however,can in turn, result in the
underestimation of the statistical significance of the structural path coefficient

estimates (Ringle, Sarstedt, & Straub, 2012).
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Furthermore, Chernick (2012) argued that in a multivariate analysis, the absence of
normality in the distribution of variables could distort their relationship, whichcan in
turn, significantly impact their results. Therefore, before analyzing stage bystep it is
important for researchers to investigate the normality of their data distributions (Hair

et al.,2014, p. 55).

Itis in this line of arguments by Hair, et al. (2012a) and Chernick (2012), that a test of
normality was carried out on the data. In performing this test, both the graphical and
statistical methods of normality test were conducted on the data before proceeding
with further analysis. Graphically, the test of normality was determined through the
histogram and normal probability (Normal P-P plot). These graphs depict the data
distribution of each individual variable and their correspondence to the normal

distribution (Hair Jr. etal., 2010).

4.4.1 Multi-collinearity Test

Multi-collinearity indicates a situation where two or more exogenous latentconstructs
become correlated. The existence of multi-collinearity amongst the exogenous latent
constructs may greatly disrupt the regression coefficient estimates and their statistical
significance tests (Sousa et al., 2017). The presence of multi-collinearity in a model
substantially increases the standard errors in the coefficients, causing the coefficients
to be statistically non-significant (Tabachnick et al.,2007). Therefore, the detection of
multi-collinearity in the present study was carried out using two different methods.
Firstly, examination was carried out on the correlation matrixes of the exogenous

latent constructs.
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Hair et al. (2010) confirmed that the value of 0.90 for the correlation coefficient or

above indicates multi-collinearity amongst the exogenous latent constructs. Table 4.2

presents the correlation matrix for all the exogenous latent constructs.

Table 4. 2

Correlation Matrix

No Latent 1 2 3 4 5
Variable

1 CLC 1

2 CRS 0.62 1

3 ILO 0.45 0.51 1

4 OCR 0.47 0.53 0.58 1

5 POR 0.45 0.46 0.47 0.51 1

As outlined in Table 4.3, all the relations between the exogenic latent variables were

lower than the recommended threshold value of 90; It can therefore be concluded that

the latent exogenous buildings are independent and not highly correlated. Secondly,

the correlation matrix of the exogenous latent variables wasexamined using the

variance inflation factor (VIP), where the tolerance value andthe condition index were

evaluated in order to detect any presence of multi- collinearity. The result indicates no

presence of multi-collinearity amongst the exogenous latent constructs since the values

of the VIF are less than 5, all the tolerance values are above 20, and the condition

indices are less than 30, as recommended by Hair et al. (2014). Hence, multi-

collinearity is not an issue in this study.

Table 4. 3

Variance Inflation Factor (VIF)

Variable VIF
Charismatic Leadership Communication 2.191
Crisis Response Strategy 2.761



International Learning Orientation 2.420
Crisis Responsibility 2.115

Perceived Organizational Reputation 1.400

Moreover, by following the recommendation of Hair et al. (2014), the present study
achieved 52 percent usable response rate and the issue of non-response bias did not

occur.

4.5 Respondent’s profile (Demographic variables)

Table 4.4 presents the respondents’ demographics. The first demographic variable is
age of the respondents. The study is being conducted over the police force, therefore,
knowing the age is important because age may influence performance which may
influence reputation of the police force (Damer, Al-Znaimat, Asad, & Almansour,
2021). Almost two-thirds of the totalrespondents are between 28 and 43 years old.
Another important demographic variable which influence the performance of
employee and the overall reputation of the organization is experience of the employee
especially in the government offices (Petrovsky & Avellaneda, 2014; Asad, 2020).
Approximately 60.17 percent of the employees were working for 11 years or more.
The last demographic variable which was supposed to be very important was
qualification of the employee (Fatima & Asad, 2018). The analysis of the demographic
variables revealed that about the 75 percent of the respondents are having master’s

degrees.
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Table 4. 4

Demographic Profile

Category Age Percentage
20-27 17 7.52
28-35 49 21.68
36-43 96 42.47
44-50 51 22.56
Above 50 13 5.75
Experience
Below 3 Years 28 12.38
3-7 years 24 10.61
7-11 years 12 5.30
11-15 years 136 60.17
Above 15 years 26 11.50
Quialification

Bachelor 52 23.00
Master 171 75.66
PhD 03 1.32

4.6 Assessment the PLS-SEM

The two commonly adopted methods of modeling estimate of relationship amonglatent
constructs in structural equation model (SEM) are the covariance-based (CB-SEM)
and the variance-based (PLS-SEM) (Chin., 1998). Although, neither of these two
methods is superior to the other, their usage is, largely, dependent onthe objective the
researcher seeks to achieve (Hair et al., 2012b). One major distinction between these
two approaches, and which usually inform the choice ofa method being adopted by

every researcher is that a covariance-based (SEM) is considered as a confirmatory
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technique of analysis (i.e., testing theories to either confirm or reject), while the
variance-based (PLS-SEM) is considered as aprediction-oriented technique of analysis
(i.e., developing theories by explaining variance in endogenous variables) (Hair et al.,
2014). 260 As a variance-based model estimate, PLS-SEM uses the existing data in
estimating the relationship between path models (coefficient) with a view to reducing
the error terms (i.e., residual variance) of the endogenous latent constructs in the
structural model (Hair et al., 2014; Chin, 2010). Alternatively, PLS-SEM is a technique
of statistical analysis which estimates path coefficient (i.e., path model relationships)
that maximizes the R2 values of the (target) endogenous latent constructs (Hair et al.,
2014). Hence, its usage in various academic disciplines has exponentially increased
due to its methodological features, which has in turns, made it a viablesubstitute to the

erstwhile popular covariance-based SEM (CB-SEM) approach (Hair et al., 2014).

Its advantages over the CB-SEM, derives from its usefulness in profferingsolutions to
some commonly encountered problems in social sciences research, notably among
which are cases of small sample size, non-normality of data and multicollinearity (Hair
etal., 2014; Reinartz, et al., 2009). Furthermore, PLS-SEMhas become a very suitable
tool of analyzing high complex models involving several manifest and latent
indicators, hierarchical latent variable models, and fordetermining the interactive
effects of a moderating or mediating construct (Chin,Marcolin, & Newsted, 2003). It
has also served as a good predictor of target endogenous constructs (Hair et al., 2014;
Dijkstra & Henseler, 2012), and very suitable in the treatment of formative and
reflective measurement models, as well as a single-item construct (Hair et al., 2014).
Additionally, PLS-SEM has the ability of accommodating large number of items (i.e.,

indicators) at once (Dijkstra& Henseler, 2012), and it is suitable in instances where the
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variables under investigation are new and or, where their measurement model needs
to be developed (Hair et al., 2014; Urbach & Ahlemann, 2010). However, models
assessment in PLS-SEM come in two stages: The first stage comprises the
measurement model (outer models), which describes the interactions between the
exogenous latent constructs and their measures (i.e., items or indicators) and secondly,
the structural model (inner models) which describes the interactions between the
exogenous and endogenous latent constructs (Hair et al., 2014). To fully assess the
significance of the model in this present study, the researcher employed a Smart PLS
3.0, software application package (Ringle, Wende, & Will,2005), to assess both the
measurement and structural models of the constructs. This assessment process consists
of two-step procedure of estimation (Henseler etal., 2009), involving firstly, an
estimation of the psychometric properties of measurement model, and secondly, the

path estimates of the structural model.

Henseler and Sarstedt (2013) in their study suggested that the index of goodness-of-fit
(G-O-F) is inappropriate for model validation (Hair et al., 2014) as it is unable to
distinguish the valid models from the non-valid using the PLS path coefficient models
with simulated data (Hair, Ringle & Sarstedt, 2013). Resultantly, this study uses a two-
step process for assessing and reporting the results as suggested by Henseler and
Sarstedt (2013). The process consists of (1)assessment of the measurement model, and

(2) assessment of the structural model(Hair et al., 2014).

4.6.1 Assessment of Measurement Model

The measurement model was assessed by determining the reliability, internal

consistency reliability (ICR) and content validity of the individual items, which
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include the convergent validity and discriminant validity (Hair et al., 2014). The
individual item reliability was measured by testing the outer loadings of each
construct. This is done by applying the rule of thumb i.e. to rate the items within
loadings above .70 (Hair, et al., 2014). Resultantly, twenty items out of the overall76
items was omitted for having a loading less than 0.70. The remaining 56 itemshad

adequately achieved loadings between 0.70 and 0.948, as reported in Table 4.5.
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Table 4.5
Outer Loadings

CLC CRS ILO OCR POR
CLC1 0.876
CLC10 0.892
CLC11 0.915
CLC13 0.860
CLC14 0.835
ILO7 0.847
ILO9 0.886
OCR1 0.888
OCR?2 0.893
OCR3 0.900
OCR4 0.883
OCR5 0.914
OCRG6 0.884
POR1 0.759
POR10 0.775
POR13 0.780
POR14 0.807
POR15 0.823
POR17 0.850
POR18 0.832
POR19 0.845
POR2 0.785
POR3 0.750
POR5 0.758
PORS8 0.746
POR9 0.759

4.6.2 Internal Consistency Reliability
Consistency internally is the extent to which each item in a construction can measure

the same concept measures reliability (Varni, et al.,2014). The estimators used to
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measure the internal consistency reliability are composite reliability and Cronbach's
alpha coefficients. This study uses composite reliability coefficient toensure internal
consistency reliability measures are adapted. The justification of utilizing composite
reliability coefficient was built on two major reasons: first, because composite
reliability was observed to be much less biased in the estimation of reliability than
Cronbach's alpha coefficient as the latter assumes that every item contributes evenly
to its construct without considering thegenuine contribution of individual loadings

(Milette et al.,2010).

Secondly, the scale’s estimated reliability may be increased or decreased by the
Cronbach's alpha coefficient. Nevertheless, composite reliability considers the various
loadings of the indicators which can be interpreted similarly to Cronbach'salpha i.e. an
internal consistency reliability value of more than 0.70 is deemed acceptable whilst
any value lower than 0.60 is deemed insufficient irrespective of the reliability
coefficient employed. Internal consistency reliability explained using a composite
reliability coefficient depends on the rule of thumb recommended by Milette et al.
(2010). Hair et al. (2014) also cited a value of .700r higher for the composite reliability
coefficient. The composite reliabilitycoefficients (PC) for the latent constructs are

shown in Table 4.6.

Convergent validity has to do with the extent at which every single item in a construct
positively correlates with other items of the same constructs (Hair et al.,2014). Hence,
this is achieved, when the values obtained from the items measuringsame construct are

positively correlated with the other items of the same construct(Hair et al., 2014). The
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convergence validity of a construct is assessed bydetermining both the outer loadings

of the items and the average variance extracted (AVE).

An Average variance extracted (AVE) refers to the total mean values of the squared
loadings of all items (indicators) that are related to the construct (i.e., the sum of the
squared loadings divided by the number of indicators). It is, in other words, equivalent
to the communality of a construct (Hair et al., 2014). Hence, the convergent validity
of a measure is established when the average variance extracted (AVE) obtained from

the outer loadings of the indicators is 0.50 or more(Chin, 1998a).

Convergent validity explains the degree to which a latent construct’s items genuinely
correlate with its other measures (Hair et al., 2014). This is measured using the latent
construct’s Average Variance Extracted (AVE) as cited by Fornelland Larcker (1981).
Chin (1998) indicated that adequate convergent validity is attained when the latent
construct’s AVE value is 0.50 or more. The AVE value of the current study’s finding
showed high loadings (> .50) for each of the latent constructs hence indicating

sufficient convergent validity (see Table 4.6).

Table 4. 6

Reliability
Cronbach's Composite Average Variance
Alpha rho_A Reliability Extracted (AVE)

CLC 0.974 0.975 0.977 0.724

CRS 0.966 0.967 0.971 0.767

ILO 0.969 0.970 0.972 0.730

OCR 0.950 0.950 0.960 0.799

POR 0.951 0.957 0.956 0.625
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4.6.3 Discriminant Validity

Discriminant validity refers to the extent to which measures/indicators of particular
construct empirically defer from the measures/ indicators of another construct (Duarte
& Raposo, 2010). Establishing a discriminant validity in a model is an indication of
the uniquenessof that construct because it implies that, no phenomena captured by that
constructcan be found in any other constructs present in that model (Hair et al., 2014).
Themost commonly used method of assessing discriminant validity in a model is

through the Fornell-Larcker criterion and the cross loading of the indicators.

The Fornell-Larcker criterion (1981) examines discriminant validity by comparing the
square root values of each latent construct ‘s AVESs with thecorrelation of the other
latent constructs. In other words, this criterion maintains that the AVEs of each latent
construct should be higher than its correlation with any other constructs in the model
(Hair et al., 2014). The basic idea behind this criterion is that a construct is perceived
to share more variance among it associated items than it will with any other constructs
in the model. As a rule of thumb, to achieve discriminant validity in a model, Fornell-

Larcker (1981) suggests an AVE of 0.50 or above.

From the Table above, the ranges of the average variance extracted fall between 0.502
and 0.635 suggesting an acceptable level. The comparison of the latent constructs
correlation with the square root of the average variance extracted (see,bolded values)
in the Table below, shows that the average variance extracted (AVE) were greater in
values than that of the correlation among the latent constructs. This is an indication

that discriminant validity of this study has been achieved (Fornell-Larcker, 1981).
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Consequently, discriminant validity can further be assessed through the cross loadings
of the constructs indicators. These cross loadings of indicators can be achieved, by
comparing the loadings of one construct with the loadings (cross loadings) of the other
constructs. This in essence, means that, the outer loadings of the indicators of a
particular construct should be greater than its loadings (i.e.,cross loadings) on other

constructs (Chin, 1998a).

Discriminant validity entails the extent of difference between one latent constructto
another. As cited by Fornell and Larcker (1981), discriminant validity can be tested
via the comparison of the latent constructs’ correlations i.e. by taking the square roots
of the AVEs. Chin (1998) indicated that the AVE’s square root mustbe larger than all
the other reflective indicators and reflective indicator loadings within the cross
loadings table. The current study in this regard has responsively achieved discriminant
validity. Moreover, the rule of thumb introduced by Fornelland Larcker (1981) was also

deployed where the AVE results were ensured to be 0.50 or higher.

Furthermore, to attain sufficient discriminant validity, the authors haverecommended
that the square root of the AVE must be larger than the latent constructs’ correlations
with each other (Fornell & Larcker, 1981). Table 4.7 indicates that the value of average
variances extracted ranged between 0.543 and0.683, which suggests acceptable values.
Hence, a comparison was conducted between the latent constructs’ correlations and
the square root of the AVE (bolded) as indicated in Table 4.7. The square roots of the
AVE average were found to be larger than the latent constructs’ correlations with each
other, which decisively suggest that sufficient discriminant validity has been achieved

(Fornell& Larcker, 1981).”
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Table 4.7

Validity
CLC CRS ILO OCR POR
CLC 0.851
CRS 0.744 0.876
ILO 0.782 0.789 0.854
OCR 0.715 0.921 0.756 0.894
POR 0.707 0.790 0.815 0.752 0.791

Overall, the findings for the measurement model show that it has no reliability and

validity issues. Next, the structural model is assessed to determine the significance of

the correlation between and among the variables.

4.7 Assessment of Structural Model

An assessment of a structural model (inner model) has to do with examining the

dependent relationships that connect the exogenous and endogenous latent constructs

in a hypothetical model developed for a study. In essence, a structural model involves

examining the predictive capabilities of a model, as well as determining the

relationships existing among the constructs (Hair et al., 2014). The assessment of the

structural model employs the bootstrapping procedure by running 500 bootstrap

samples on 226 cases to evaluate the path coefficients’
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significance (Hair et al., 2014; Henseler et al., 2009). The direct and moderation

estimates of the structural model are shown in Figures 4.2.
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Figure 4. 2 Direct Relationship

The direct relationship between the perceived OCR responsibility, CRS, CLC,
international learning orientation and the perceived organizational reputation for the
structural model are presented in Table 4.8. The results of the study reveal that the
OCR responsibility has significant impacton the perceived POR, and CLC. The CRS

appears a significant determinant of both the OCR responsibility and perceived POR.
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Table 4.8
Direct Relationship

Standard
Original Sample(O) Sample Deviation T
Mean (M) (STDEV) StatisticP Values
s(|O/STDEV|)

CLC ->POR 0.067 0.063 0.133 9.507 0.000
CRS -> 0OCR 0.921 0.921 0.015 62.832 0.000
CRS ->POR 0.468 0.466 0.100 4.695 0.000
ILO ->POR 0.473 0.482 0.104 4,537 0.000
OCR ->CLC 0.715 0.716 0.063 11.271 0.000
OCR ->POR 0.197 0.199 0.120 4.649 0.000

The CLC is in significant relationship with the perceived POR. Lastly, the
international learning orientation is also in significant and positive relationship with
the perceivedPOR. Overall the findings of the direct relationship of the current study

have provided support of the hypothesized results.

One of the objectives of the current study is to investigate the moderating effect of
international learning orientation in the relationship between the relationship between
the OCRresponsibility and the perceived POR. The outcomes of the moderating effect
of international learning orientation are explained in Table 4.9. The international
learning orientation appears a significant moderator in the relationship between the

OCR responsibility and theperceived POR.
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Table 4.9
Moderating effect

Original Sample Standard
Sample(O) Mean Deviation T Statistics
(M) (STDEV) (JO/STDEV)) P Values
ILO*OCR ->
0.113 0.121 0.050 2.246 0.012
POR

The study is also intended to examine the mediating role of charismatic leadershipin the
relationship between the OCR responsibility and perceiver POR. The results are
explained in the table 4.10. The findings of the study have provided support to the
hypothesized results as CLC mediates the relationship between the OCR responsibility

and perceiver POR.

Table 4. 10
Mediating effect
Original Standard
Sample(O) Sample Deviation T Statistics
Mean (M) (STDEV) (|O/STDEV|) P Values
OCR->CLC ->POR 0.648 0.046 0.097 9.495 0.000

4.7.1 Assessment of Variance Explained into Endogenous Latent Variable

The most widely used measure of evaluation in structural model is the coefficientof
determination (R? value) of the endogenous latent constructs (Henseler et al.,2009).
This coefficient is analogous to correlation coefficient. The coefficientdepicts the
predictive accuracy of a model and, it is being calculated as the squaredcorrelation of
both actual and predicted values of endogenous construct (Hairet al., 2014). The R?
presents the combined effects of the exogenous latentconstructs on the endogenous

latent construct. The R? coefficient represents the amount of variance in an endogenous
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construct that is explained by the exogenousconstructs of the model. The values of the
coefficient (R?) always range between0 and 1, with higher values signifying a high

level of predictive accuracy (i.e., variance explained) (Hair at al., 2014).

R-squared value is an important criterion in assessing the structural model in the PLS-
SEM algorithm (Hair et al, 2014; Henseler et al., 2009). The R-squared valuedenotes
the contrast ratio in the dependent variable(s) which enables the predictorvariable’s
interpretation. An acceptable R-squared value (R?) is still subject to theresearch context
(Hair et al., 2014). The determination of the coefficient (R? values) in research often
varies in relation to the model‘s complexity, or in relationto certain types of research or
discipline (e.g. consumer behavior), where a valueof 0.20 is considered higher (Hair
et al., 2014). However, scholarly researchers are of the opinion that a value of 0.75 or
above is desirable. Based on a rough ruleof thumb, R? values of 0.75, 0.50 or 0.25 for
endogenous latent construct have been described as substantial, moderate, or weak
respectively (Ringle, Sarstedt, & Zimmermann, 2011). The minimum R-squared value
should be 0.10 as recommended by Henseler et al., 2009). Chin (1998) indicated that
R-squared values of 0.67, 0.33 and 0.19 in the PLS-SEM algorithm respectively denote
substantial, moderate, and weak effects. The R-squared value for the endogenouslatent

variable in this context is presented in Table 4.11.

Table 4. 11

R-Square

Variables R Square
Charismatic Leadership Communication 0.511
OCR 0.848
Public Organization Reputation 0.724
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The research model explains 84.6 percent variance for organizational crisis
responsibility as presented in Table 4.10. Hence, by following the criteria suggested
by both Chin(1998) and Falk and Miller (1992), the endogenous latent variables

showed a significant level of R-squared value, which is above the substantial level.

An effect size (f ) refers to the resultant changes that occurs in the R?, which iscaused
by the omission of a specific exogenous variable from a model. In other words, it is a
way of examining the substantive impact, which a specific exogenous construct has
on the endogenous construct (Gim, Desa, & Ramayah, 2015, Hair et al., 2014). In
essence, effect size (f 2) serves as a practical guide of interpreting the relative
importance of the relationship a specific exogenousvariable has on the endogenous

variable, in a given model (Preacher & Kelley, 2011).

Specifically, effect size (f ?) is calculated by determining the increase that occursin the
R? relative to amount of variance of the endogenous latent construct that remains
unexplained after estimating the PLS path model (Henseler, et al., 2009).This increase
is achieved by firstly, estimating the exogenous latent variable to yield R? and
secondly, re-specifying the structural model by omitting the exogenous latent
construct to yield a new R? (Hair et al., 2014). The differences in the two R? recorded
from these two incidences, shows the effect of each exogenous latent construct in

predicting the endogenous latent construct in a givenmodel.

Assessment of Effect Size (f) refers to the relative effect of a specific exogenous latent

variable on the endogenous latent variable(s). This is assessed through changes in the

R-squared values (Chin, 1998). Therefore, Effect Size (f) can be calculated through
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the change in R? of the latent variable and the extent to whichthe path is connected

(Chin, 1998). The calculation for this is carried out using theeffect size formula.

Table 4. 12

Effect Size

Variables

CLC 0.170
CRS 0.829
ILO 0.022
OCR 0.180

In line with the suggestion by Chin (1998) the f values of 0.02, 0.15 and 0.35 are
respectively denoted as weak, moderate, and strong effects. Table 4.11 presents the

respective effect sizes of the latent variables in the structural model.

4.8 Assessment of Predictive Relevance

Having assessed the predictive accuracy of the model by evaluating the R? valuesof the
path coefficient as well as calculating the effect sizes (f 2), which examinethe specific
impact of each exogenous variable on the endogenous construct, it isalso noteworthy,
for the researcher to examine the predictive relevance of the model. The predictive
relevance of a model has to do with the accuracy of prediction of the indicators data
points of the endogenous construct in a reflective measurement model. This prediction
is often achieved by examining the Stone Geisser‘s Q? value (Stone, 1974, Geisser,
1974). This Stone-Geisser‘scriterion, postulates that a model must be capable of
predicting the indicators of the endogenous variables (Henseler et al., 2009). In PLS-
SEM, Stone-Geisser (Q?) criterion is sometimes, used as a supplementary assessment
of a model ‘s goodness-of-fit (Duarte & Raposo, 2010). The Stone-Geisser (Q?)

criterion is measured through a blindfolding procedure to obtain a cross-validation

108



redundancy. This blindfolding procedure is a form of sample re-use technique in
which, every dot data point is omitted from the endogenous variable‘s indicators,with
the remaining data points being used in the estimation of the parameters (Henseler, et
al., 2009; Chin, 1998a). This form of sample re-use procedure can alternatively be
described as an iterative process, which continuously repeats itselfuntil a point is
reached, where every data point in the construct becomes omitted and the resultant
model is then re-estimated. This iterative process makes the resultant values obtained
from the iteration process becomes useful in predicting the omitted data points in the

construct (Hair et al., 2014).

In this study, the assessment of the predictive relevance was carried out using thePLS-
SEM algorithm and the Stone-Geisser test to determine the research model’spredictive
relevance by employing the blindfolding procedure (Akter et al.,2011).Generally, it is
used as a supplementary evaluation of the goodness-of-fit to obtainbetter outcomes in
the PLS-SEM path model. Despite blindfolding being appliedto ensure the research
model’s predictive relevance, Sattler, Vcilckner, Riediger and Ringle (2010) noted that

“blindfolding is a procedure that can be applied only to the endogenous latent variables

that have a practical reflective potential in the measurement model”.

Figure 4. 3 Q-square
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According to the reflective measurement model, the latent and unobservable concept
leads to variations in the group of observable indicators. The blindfoldingprocedure is
hence employed in this study as the endogenous latent variables are reflective in
nature. However, a cross-validated redundancy measure “Q2” was also applied to
evaluate the predictive relevance of the search model (Hair et al., 2014) “Q?” is a
criterion utilized to measure the extent of the model’s ability to predict the data of
deleted cases (Chin, 1998; Hair et al., 2014). Thus, in accordance with Henseler et al.
(2009), any research model with Q? statistic abovezero is deemed to have achieved
adequate predictive relevance. A research modelwith a high positive value of Q2
suggests an increase in the predictive relevance. The findings of the cross-validated

redundancy test (Q?) are presented in table 4.13.

Table 4. 13
Predictive Relevance
SSO SSE Q? (=1-SSE/SSO)
CLC 3472.000 2225.108 0.359
OCR 1302.000 427.423 0.672
POR 2821.000 1586.077 0.438

4.9 Results summary
The summary of the findings is given in the table 4.1.4. All the hypothesis exceptthe

H7 is accepted significantly.

Table 4. 14

Summary of Findings

No. Statement Results
H1  CRSis related to the ACR. Accepted
H2  The CRS s related to POR Accepted
H3  ACRisrelated to POR. Accepted
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H4  ACR isrelated to the demonstration of the leader’s CLC. Accepted
H5  The leader’s demonstration of CLC is related to POR. Accepted

H6 The CLC mediates the relationship between crisis Accepted
communication and POR.
H7  International learning orientation moderates the relationshipAccepted

between crisis responsibility and POR.

In line with the issues broached in the problem statement section of the chapter 1, the
seven research questions were raised. The question one was raised on the impact of
CRS on crisis responsibility of UAE police. The second question was on the impact
of the CRS on perceived organizational reputation of UAE police. The third questions
were on the relationship between the crisis responsibility perceived organizational reputation
of UAE police. The fourth and fifth questions were about the impact of crisis responsibility
on the CLCand the impact of CLC on the POR. The sixth questions were raised to
understand themediating role of CLC in the relationship between the crisis responsibility
and POR. Lastly, a questionregarding the moderating role of international learning
orientation in the relationship between the crisis responsibility and perceived
organizational reputation was raised. In line with the research questions the seven

research objectives were also developed in the chapter 1.

To answer the questions, the seven testable hypotheses were framed with the aid of
theoretical framework based in the underpinning theories. The results of the study have
generally provided support to the hypotheses results and all questions are answered
with the aid of robust statistical techniques and most appropriate methodology. Based
on the empirical findings it can be argued that the majority of questions are answered,

and objectives are achieved in this research.
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4.10 Chapter Summary

The data analysis and results of analysis are presented in this chapter. A total of 226
usable questionnaires were obtained from respondents in UAE Police. The Data
screening is carried out using SPSSv21. The basic results of SPSS analysis such as
descriptive statistics, and respondents’ demographics have confirmed the
meaningfulness and usefulness of dataset in achieving the unique research objectives
of current study thereby, the final set of data than furthered to PLS for the assessment
of structural relationships between the variables through the structural equational
modeling (SEM). Once the assumption for the SEM-PLS were met the instrument
undergone verificationprocess and CFA were sued to determine the reliability of the
instrument. the processis termed as the measurement model assessment. The results of
measurement model assessment confirmed the model fit for further analysis both in
terms of reliability andvalidity. Once the model stands reliable and valid the next step
in SEM-PLS assessment is to determine the structural relationships between and
among the variables. To determine the casual relationship between and among the
endogenous and exogenous latent variables bootstrapping was carried out. The
structural model assessment was divided into two steps first to access the direct and
mediating relationship and second for the assessment of moderating role of ILO. The
results of the study have generally provided support to the hypotheses results and all
questions are answered with the aid of robust statistical techniques and most
appropriate methodology. Based on the empirical findings it can be argued that the
majority of questions are answered, and objectives are achieved in this research. The
relationship between the CRS and crisis responsibility and between the CRS and
perceived organizational reputation is positive and significant. Similarly the CR,

perceived organizational reputation and CLC are in positive andsignificant relationship.
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The CLC appears as a significant mediator and ILO as moderator in our structural

model.
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CHAPTER FIVE

DISCUSSION AND CONCLUSION

5.1 Introduction

In the post-modern era of business, the reputation of any organization is not only
determined by the professionalism of the employees and quality of products or services
being offered, but the crisis management skills of leadership, there charismatic
communication, and the credibility of organization does matter. The crisis
management skills will not only determine the ability and stability of leadership but
also is a hallmark of reputation. As the crisis management in the public sector
organization is of unique nature which involves matters of intelligence, national and
public security, and government authority, thereby, it also needs unique resources such
as excellent, and understandable communication by the leadership (Rosenthal, 2003).
Crisis not only offers a leader an opportunity to pitch himself as a hero of crisis but
also has ability to drag him in an unpleasant situation where he/she can lose everything

(Langewiesche, 2002).

However, in either case the reputation of organization in long run and short are the
role of public administration which must be reaffirmed, and itis crucial as well. Thus,
for an in-depth understanding of the impact of crisis on the reputation of public
organization in particular UAE police, the current study has focused on the crisis

responsibility in UAE police, which is largely an unexplored sector in crisis
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management literature. Meanwhile, it is also examined that how other factor such as
charismatic communication of leadership and the credibility of organization are
integrated in the crisis management process of any public sector organization. The
results of the study have provided support to the conceptual framework explaining the
direct and indirect relationship between and among crisis responsibility, crisis response
strategy, charismatic leadership communication, international learning orientation,

and perception of organizational reputation.

5.2 Discussions of the Research Findings

A comprehensive discussion on the empirical evidence has been presented in this
section of the current study. The sections begin with summary of results, leading
towards the justification of the results and their consistency with the earlier findings
as well their in-depth deliberation. A total of seven research hypothesis were formed

and tested. The discussion of the findings is presented in thefollowing sections.

5.2.1 Relationship between Crisis Responsibility, Crisis Response Strategy, and
Perceived Organizational Reputation
One of the hypothesizes of the study is about the relationship between the crisis
responsibility and perceived organizational reputation of UAE police force. In line with
propositions there is significant relationship between the crisis responsibility of UAE
police and the perceived organizational reputation of UAE police. The results indicate
that the perceived organizational reputation of UAE police force regarding the
reputation of UAE police department is significantly determined by the crisis

responsibility, and the result is positive which indicate that as the crisis responsibility

will increase, so the reputation will also increase.
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Results of the study imply that the perceived reputation of any public sector
organization is based on the attribution of its crisis responsibility. The results are true
as reflected through an argument that the organization usuallystart crisis management
through reactive action even the cause of crisis are unknown. The results of the current
study are in line with the previous findings of Coombs et al. (1995), Watson (2007),
Wester (2009), Weber et al. (2011), and Coombs and Holladay (2010). These studies
have also proven that the crisis responsibility can be attributed with the perception of
perceived organizational reputation as it is evident from our findings that the crisis is
one of the significant factors that can affect or damage the reputation of any

organization.

In case of UAE police, the arguments appear to be true as any crisis situation offers a
direct threat on the reputation of the organization and UAE police has no exception to
it. The findings of the study have provided support to the SCCT framework, of Coombs
(2012), who is among the pioneers, who broached that the reputation of any

organization is basically dependent upon the crisis management strategy.

The positive relationship between the crisis responsibility and perceived
organizational reputationindicates that theorganizational researchers, consider
the crisis responsibility as something related to internal functioning of an organization.
Considering the fact, another important factor considered in theoretical framework is
crisis responsibility strategy. Crisis responsibility strategy not only determines the
crisis responsibility butalso affect the reputation of the organization. In this study as

the model is based on SCCT, which declares crisis response strategy as an important
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determinant of both the crisis responsibility and perceived organizational reputation

(Coombs, 2011).

The SCCT argues that a timely crisis response strategy could be used to enhance
perceived organizational reputation as well as to enhance the crisis responsibility. In
current study the positive relationship between the crisis responsibility and CRS
indicates that the crisis is something internalmanageable event as identified by Marconi
(2002). As noted by Marconi (2002, p.114) “a bad reputation does not necessarily
mean that the organization is at fault; it means a widespread perception exists that the
organization is guilty”. Thereby it suggests that the employees of any organization in
a critical situation can better develop the crisis response strategy as compared
to the outsiders. They can develop a most suitable crisis responsibility strategy by
owing the responsibility and considering the importance of perceived organizational

reputation.

5.2.2 Relationship between Crisis Responsibility, Charismatic Leadership
Communication, and Perceived Organization Reputation
The hypothesis 4, and 5 are proposed to determine the impact of crisis responsibility
onthe charismatic leadership communication and the impact of charismatic leadership
communication on the perceived organizational reputation. The study has broached
arguments that the charismatic leadership communication is a significant determinant
of the crisis responsibility as well as it has the capability to determine the reputation
of UAE police. The findings of study are in line with the proposed hypothesis that
crisis responsibility is a significant determinant of the of charismatic leadership

communication. The findings are also in line with several prior studies where it is

claimed that crisis responsibility and charismatic leadership communication have the
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capability to determine perceived organizational reputation Hamdi & Rajablu 2012;
Abd-El-Salam et al., 2013). The results indicatethat the stronger charismatic leadership
communication exhibit by the leadership of public organization during crisiswill help
the government servants in attributing the crisis responsibility. Thus, the results reveal
that the attribution of UAE police towards the crisis responsibility is a significant

determinant of charismatic leadership communication in UAE police.

The findings of the study are in line with the prior studies of Pillai (1996), Walter and
Bruch (2009), Choi (2006), and Madlock (2008), who argued that the crisis
responsibility is a significant determinant of leader’s charismatic communication
skills. Similarly, Seegar et al. (2003) and Gibson et al. (2000) also foundthat the crisis
responsibility has significant impact on the communication and charisma exhibited by
leaders in crisis situations. The results highlighted that the crisis responsibility is a
hallmark of charismatic leadership communication, by allowing the organization to
utilize and exploit the employee side of UAE police,which has the capability to handle
crisis (Pillai, 1996; Waldman et al., 1990; O’Toole et al., 2009; Townsend &

Nassoppo-Mayo, 1996).

According to Hackman and Johnson, (1996) and Tatone (2020) the employees of any
organization under crisis are more amenable to new charisma of leadership, which in
turn allows them to establish a stronger communication with leadership and also helps
the leadership in installing the charismatic leadership communication. In line with
the findings of the Walter and Bruch (2009), Hansen et al., (2020) Coombs (2007),
Claeys, and Coombs (2020) Bligh et al. (2004), Halverson et al. (2004a) Klebe et al.

(2021) and Halverson et al. (2004b) argued that the crisis situation in general and the
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crisis responsibility in particular is a significant determinantof charismatic leadership

communication.

Hypothesis five (Hs) is proposed to test the relationship between the charismatic
leadership communication and perceived organizational reputation of UAE police.
The findings of the study have shown a great deal of consistency with the proposed
results as the two variables are in significant and positive relationship with each other,
which demonstrate that charismatic leadership communication helps the crisis affected
organization in focusing on the reputation by reducing the negative impact of thecrisis.
Davis (2012) and recently Fox et al. (2020), argued that the use of charismatic
leadership communication bya leader helps him or her in effectively and efficiently

managing the OCR and maintaining the reputation of the organization in crisis.

Other researchers such asthe Men and Stack (2013) and Van der Jagt (2005) also coined
and argued that thespecialized behavioral style communication helps a leader in
enhancing thereputation of any organization. The finding also confirmed the argument
broachedby the SCCT theory which argues the communication is among the key
factors determine the impact of Leadership in crisis and their role in enhancing the

reputation of the organization in crisis (Kim & Cameron, 2011).

Hypothesis six (H6) explains our proposition on the mediating role of CLC in the
relationship between the crisis responsibility and reputation of UAE police is
examined. The findings of the study have confirmed that the charismatic leadership
communication mediates the relationship between the crisis responsibility and the

reputation of the UAE police. The findings indicate that crisis responsibility in the
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presence of charismatic leadership communication has significant impact on the

reputation of UAE police.

The perception of internal stakeholder in term of the workforce helps the organizations
inexhibiting an effective role of charismatic leadership communication, which also
framed as a strategic tool in the crisis management. The mediating role of charismatic
leadership communication in the relationship between the crisis responsibility and
reputation of the UAE implies that when a leader of an organization in crisis appears
in front of public and stakeholders, owing the responsibility of crisisand managing the
reputation through his or her chromatic communication and style of actions (Littlefield

& Quennette, 2007; Goel, & Sharma, 2020; Lucero etal., 2009).

Hypothesis seven (H;) is about the moderating role of international learning
orientation in the relationship between the crisis responsibility and the reputation of
the UAE police. The findings of the study have provided support to the proposition
and ILO appears a significant moderator. A stream of research on the issues related to
the reputation of the organizations operating in the public sector has revealed that the
credibility during the time of crisis and the responsibility shown by leadership which
has ability to jeopardize the reputation of public sector organization play vital roles in

managing the reputation of public sector organization.

In the same view, international learning orientation is a process of understanding
market or technology with the aim of achieving organizational performance by turning
opportunities into actions. It is, therefore, an act of influencing behavior through

knowledge development or knowledge acquiring process (Hakala, 2013). In addition,
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international learning orientation relates to the creation of knowledge, arranging the
activities of the organization and members’ responsibilities that may support the

activities of the organization to achieve organizational reputation (Hakala, 2013).

Thisis in line with the argument of Slater and Narver (1995) that ILO is a process of
acquiring knowledge, skills, and abilities, which will enable the organization to have
an edge. Therefore, it is necessary for public organizations to be internationally
learning oriented if they want to compete in the long term and be successful according
to international standards. Due to the importance of ILO in achieving competitive
advantage, it has been considered by many as the capacity to learn faster than
competitors and as the only way to achieve competitive advantage (Brockman &

Morgan, 2003).

Idowu (2013) opines that organizations with high levels of international learning
orientation are expected to have a high level of innovation and higher responsibility.
In other words, the ability of organizations to create new knowledge, and effectively
spread it through the organization, influences their reputation. As a result, international
learning orientation is an additional vital strategic orientation used to study perceived

organizational reputation (Keskin, 2006).

5.2 Research Contributions
This section of the present study is of three folds; namely the practical contributions,
theoretical contributions and methodological contributions, which are explained in the

following sections.
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5.2.1 Theoretical Contributions

The study is among the pioneer studies on crisis management. The study has employed
and extended framework encircling the literature on the crisis responsibility strategy,
Crisis responsibility, charismatic leadership communication and perceived organizational
reputation. Furthermore the study added to SCCT by identifying the moderating role of
international learning orientation over the relationship between crisis responsibility and
perceived organizational reputation. Theoretically, the study has extendedthe SCCT
framework by incorporating the charismatic leadership communication, international
learning orientation, and crisis responsibility strategy in the framework. In particular the
study has used charismatic leadership communication as mediating and international
learning orientation as moderating variable.It is evident from the findings of the study
that the interaction between international learning orientation play a significant
moderating role between crisis responsibility and perceived organizational reputation,

by enriching the existing literature led us to different outcome.

Furthermore, instead of solely relying on the charismatic leadership of management,
the study has focused on the communication of charismatic leadership along with the
charisma in the personality of the leader. Thus, the extension in the SCCT has offered
a unique perspective in understanding and conceptualization the reputation of

organizationin crisis.

5.2.2 Methodological Contributions
Current study has made several methodological contributions. Past studies mostly
depend upon traditional methods of establishing a direct relationship as established by

SCCT. However, this study added the mediating as well as moderating variable and
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tested it using structural equation modeling. The application of structural equation

modeling over this framework is the methodological contribution.

Secondly, majority of the studied that have been conducted over the perceived
reputation followed and involved external stakeholders. This study is unique as it is
measuring the perceived reputation using the internal stakeholders. The methodology

adopted is first of its kind while studying government office perceived reputation.

5.2.3 Practical Contributions

The result of the study offers unique implications for the policy makers and in
particular employees of public sector organizations. By incorporating charismatic
leadership communication and international learning orientation in SCCT, the study
has extended the normal scope of crisis management by offering new insights of SCCT
in UAE police. The extended model coupled with the newinsights offered in studies
equipped the policy makers with tools of managing crisis as well as managing
perceived reputation. The practical contributions of the study are multifold:

The findings of the study have revealed that the conceptualization of charismatic
leadership communication in unique settings of UAE is different from the western
settings as the study has conceptualized the leader as man of crisis with powerful
oration skill and command of language and formal communication. This guides the
policy makers that if they want to improve the reputation of the government offices,
they need to pay special attention towards the leadership and communication of the
leadership. This study guides the only charismatic personality is not enough, however,

charisma in the communication skills is also necessary. The study not only considers
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the communication of charismatic leader, but also has considered the crisis

management strategy.

The study confirms that it’s not only the government offices should pay special
attention towards their employees for developing their communication skills and
incorporating leadership skills in them. In past it has been observed that maximum
focus has always been given over the development of crisis responsibility or crisis
management skills. This study identified that a very important aspect is crisis
management strategy which has the power to predict crisis responsibility.
Furthermore, along with development of the crisis management strategy, more
important is to develop charismatic communication which can help in the management

of crisis which enhancing the reputation.

Another important practical contribution of the study is regarding the use of internal
stakeholders which can better explain the issue. Usually reputation related variables
are measured, and respondents are chosen who are the external stakeholders. This
study guides the researchers as well as the practitioners that internal stakeholders are
better in identifying the reason or causes that may determine the perceived
organizational reputation. Thus, involving internal stakeholders is beneficial when any
activity related to perceived reputation has to be design especially regarding crisis

management or crisis responsibility.

5.3 Limitations of the Study

The results of the research have shed light on ways of improving perceived

organizational reputation and crisis responsibility. There is a need to consider these
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aspects with particular reference to research processes such as generalizability,

research approach, and limitations of the study.

5.3.1 Limitations of Methodology

The current study has investigated the association between crisis responsibility,
charismaticleadership, and perceived organizational responsibility. Any other variable
that may influence the association between these variables has not been analyzed by
this research. The environmental factors, which have the potential to influence the
perceived organizational reputation perceived by public can be influenced by climate
and the culture of an organization. These factors have not been incorporated into the
study. The study has adopted quantitative research methodology, as it is suitable to
fulfill the research objective and provide an in-depth understanding of the topic under

study.The qualitative method using interviews has not been adopting in the study.

The instruments of measurement have been changed in the current research to comply
with the public sector. The research has validated the instruments, but revalidation is
important to develop the measurement within the given situation of public sector in
UAE. Further, the overall style of leader communication has been treated by the
measures of CLC (Levine et al., 2010). To investigate the different communicative
behaviors of a leader, several alternative measures can be constructed. The potential
issues of every construct limit the methodology because of errors of attribution in
determining other variables. Cognitive biases can occur in perceptions because of their
subjective nature. The locus of control is not determined. Whether the nature of the
crisis is from within or outside the organization, it will influence the responsibility

attribution. The crisis cause is unknown in the sufferer case. Thus, the research has no
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specific conclusion about the cause of the incident. The research analyzed the

perceptions of employees, whichcan differ from actual facts and happening.

5.3.2 Generalizability Limitations

The study has worked on the public sector organizations in a given situation. Theresults
of the study are limited in their application. The findings cannot be appliedto any other
sector or organizations experiencing a different crisis. Similarly, therespondents of
UAE have been targeted in the study, which narrows down the scope. The results can
differ for any other part of the economy. In other countries, the public sector
organizations may have difference in values, which can yield different results. Thus,
the outcomes of this study cannot be applied to any other sector or organizations. The
organizations possessing similar values in any other sector or economy can take
advantage of the findings of this study, as the public sector organizations in Asian

countries have many resemblances with the public sector of UAE.

5.4 Future Recommendations
Based on the findings of the study, a few recommendations have been given for

practicing managers and researchers to work in future.

The charismatic role leadership communication is central in this research in the
processes of perceived organizational reputation. The outcomes of reputation can be
altered by the changing nature of charismatic leadership communication, which can
modify the influence of crisis responsibility on perceived organizational reputation.
Policy makers and senior management in public organizations need to consider the

charismatic role of leadership communication and the crisis responsibility strategy of
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an organization to deal with a crisis situation. Crisis responsibility strategy and
charismatic leadership communication have been found to be linked with each other.
Both of the variables influence the perceived organizational reputation to a certain
extent. Lack of maximizing charismatic leadership communication and improving
crisis responsibility can be damaging for the reputation of an organization in crisis

situations.

Communication should be done by a charismatic leader with internal stakeholders
through interpersonal patterns of communication. The verbal, as wellas non-verbal
communication, can improve perceived organizational reputation. Furthermore, it is
crucial to note that charismatic leadership communication and organizational crisis
responsibility can improve perceived organizational reputation. A significant role is
played by charismatic leadership communication in managing the perceived reputation

of an organization.

The current study has incorporated charismatic leadership communication, while
future studies can work on other variables which may help in improving or are equally
relevant for the perceived organizational reputation. Improving the crisis responsibility
skills of employees includes reassessment of culture andengagement of media along
with stakeholders’ repositioning. The future studies can work on exploring the impact
of organizational credibility and charismatic leadership on the relation of crisis
responsibility and possible consequences of perceived organizational reputation. The
relationship between the members and a leader, work commitment, communication,

change in the organization, and commitment of employees can be incorporated in
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future research. Further, the actual interaction between higher management and

employees can be investigated in the future.

The revalidation of the modified Quotient instrument of reputation can be validated
on some other non-profit organizations in UAE. To increase the generalizability of
findings, a different sample from any other country can be used. The specific acts of
communication and behaviors that are considered duringa crisis by the management
can be investigated for the purpose of training. Organizational outcomes can be
improved through the training related to charismatic leadership communication. In
accordance with the context of the crisis in this study, it can be concluded that
employees consider political controversy, media scrutiny, to be manageable.

Moreover, these do not affect their perception of the reputation of an organization.

The causal relationship is reversed that results in greater attribution for a crisis related
to the POR. There is a need for highlighting that an employees give a weakattribution
for CR. Thus, the origin of crisis is still to be determined. Some questions have been
left unexplored by this research, i.e. to determine the directionof causal association

established in this research.

5.5 Summary of the Study

The purpose of the study was to evaluate the perceptions of employees related tothe
UAE’s police reputation. These perceptions are formed in the public domain, but the
study has focused on the determining the reputation and credibility of theCommission
by public sector employees. The employees working in any organization are well

aware of all the facts and information. Thus, they are the best respondents to be
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incorporated for researching on any organizational aspect.The negative perceptions
directly affect them, as highlighted by the media. Therefore, it is crucial to analyze

their perceptions related to the organizations.

The findings of the research reveal that mediating impact of variables on the
relationship between perceived organizational reputation and crisis responsibility. In
this way, the current study will contribute to the literature on reputation and crisis

domain.

The study has analyzed the way in which UAE police develops trust and confidence
of its employees through organizational credibility and charismatic leadership
communication. The situational crisis has been selected by the study for theoretical
framework development. This theory has been used widely in research studies based
on communication related to crisis for investigating the association between crisis

response strategies and crisis responsibility.

For the expansion of SCCT, a structural model has been proposed to better analyzethe
perspectives of an organization where charismatic leadership communication act as a
partial mediator in the relation of perceived crisis responsibility and perceived
organizational reputation. The theoretical framework has been empirically validated
for reputation and crisis communication that consider threevariables. These are
charismatic leadership communication, crisis responsibility, and perceived

organizational reputation.
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The perceptions of employees related to the perceived organizational reputation are a
surprising finding of the study, which is positively associated with the attribution
developed for responsibility of crisis. The results are contradictory with the research
work of Coombs and Holladay (2002, 2004, 2010), where researchers found that there
is a negative influence of crisis responsibility on perceived organizational
responsibility. This is in line with the findings of (Coombs & Holladay, 2006) and
Helm and Tudolf’s (2013) that the reputation of an organization can be protected along
with mitigation of threats of crisis. The positive perceptions of employees are due to
the fact that crisis is perceived as manageable and control able by the organization.
The reputation of an organization is dynamic (Clardy, 2005). It is expected by a
dynamic process of corporate communication that by including meaningful variables
in the research,organizations can improve their reputation. The stability and strength of
reputation are the most valuable assets for any public sector organization (Cheung,

2013).

A positive and favorable reputation is considered an intangible resource that can help
public sector organizations in achieving and sustaining a competitive edge. The
survival of public organizations is among the benefits of developing a good public
reputation. The best and talented employees can be attracted through a strong POR,
which also helps in the retention of employees, customer satisfaction, and trust in the
products/services (Schwaiger, 2004). Moreover, the organization can attract investors
and enter new markets as well (Tucker & Melewar, 2005). Increased sales and
sustainable profits are also witnessed by a well-reputedorganization (Inglis et al., 2006;
Schwaiger, 2004). Further, it has been indicatedby the literature on crisis management

that a strong reputation is referred to as reputational capital that creates a halo effect.
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This effect protects an organizationin a crisis (Coombs & Holladay, 2006, Coombs, &

Holladay, 2021).

Researchers have not denied the utmost benefits associated with a good reputationof a
public organization. However, the issues related to the several differences between the
private and public sectors, which are yet to be answered. There is a difference of
characteristics between the public and private sectors. Public sectororganizations have
more stakeholders, governmental policies, rigorous organizational dynamics, and
greater bureaucracy (Fauzi et al., 2021; Sminia & Van Nistelrooij, 2006). According
to Patchett (2005, pp. 598-9), public sector organizations have the political nature of
the legal and representative process along with efficiency orientation and financial

expertise of the administrative process.

Specific demands for reputation management are required by public organizationsto
deal with different authorities of the government. This helps in ensuring smooth
cooperation. Therefore, serious attention is required by public organizations to

establish and maintain their reputation in this specific area.

It has become a top priority of public sector organizations to establish and maintain a
favorable reputation (Canel et al., 2020; Luoma-aho & Makikangas, 2014). However,
the development of a strong reputation is restricted or constrained by the intrinsic
political nature of public sector organizations (Weraas& Byrkjeflot, 2012; Suomi et
al., 2020). Such restrictions include critical issues including political pressures and

issues that limit the freedom to make strategic decisions, charisma in the ability of an
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organization and consistency in the reputation. These limitations create a struggling
situation for public sector organizations to create and maintain an excellent reputation.
Cheung (2013) regarded crisis as perception and the perception of the public is areality.
In the case of UAE police, it is considered true because the UAE police’scredibility
and reputation in front of government officials suggest favorablesupport for the police
to deal with difficult circumstances. By considering the level of international
recognition by the UAE police, a good reputation can be developed by such

outstanding achievements.
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APPENDICES

Our Valuable Participant

YOUR FEEDBACK IS VERY IMPORTANT TO HELP IN IMPROVING
CRISIS MANAGEMENT PRACTICES AND ORGANISATIONAL
REPUTATION

Remember; this survey is about your perceptions in some factors related to Good
Reputation of RpdtatSharjah Police and the Leadership and Practices in Crisis
Management and not related to any other perceptions or practices related to other
personal or organizational issues.

This survey is part of an extensive academic research study and analysis to understand
the phenomenon of “Crisis Response Strategy, crisis responsibility, and Perceived
Organizational Reputation - The Mediating of Charismatic Leadership Communication
and Moderating of International Learning Orientation”

Filling up this survey is strictly voluntary and there are no foreseeable risks associated

with it, so feel free to provide your honest answer.

Remember your opinion is very important to us.
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For any inquiries, contact

Thanks for your time and support.

SECTION-A: Demographic portfolio - Please tick on the appropriate box.

1- Gender Male Female

2- Age 18t025 [26t035 [36to45 [46to55 |Above55

3- Marital Status [Single  [Married |Divorce |Widowed

4-  Your Education'Cevel [High School 'Diploma [Bachelor [Postgraduate [Other

Organizational Crisis Responsibility

1The crisis responsibility is not associated
to conditions,because Fujairah and Sharjah
Police is responsible for the crisis

2The blame for the crisis lies with the
Fujairah and Sharjah Police.

3The blame for the crisis does not lie in the
conditions, but in the Fujairah and Sharjah
Police.

4The crisis was preventable by the Fujairah
and Sharjah Police.

5The Fujairah and Sharjah Police could have

avoided different crises.

6The Fujairah and Sharjah Police had the
capability to stop the crisis fromoccurring.

’

Organizational reputation
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The Fujairah and Sharjah Police corporate
reputation promises goodquality services
to residents.

The Fujairah and Sharjah Police compete
by creating the correct servicesattributes
for the residents.

The Fujairah and Sharjah Police value-
chain activity is consistent withfunctional
value creation.

The Fujairah and Sharjah Police resource
allocation is consistent with functional
value creation.

The Fujairah and Sharjah Police competes
by creating appropriate emotions (e.g. fun,
pleasure, excitement, relaxation, etc.)

The Fujairah and Sharjah Police competes
by facilitating social relationships (e.g.
bonds, attachments and togetherness).
The Fujairah and Sharjah Police compete
by creating epistemic value (e.g.
knowledge and novelty).

The Fujairah and Sharjah Police value-

chain activity is consistent  with
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experiential value creation (e.g. happiness,
affection and excitement...)

9 The Fujairah and Sharjah Police resource
allocation is consistent with experiential
value creation.

The Fujairah and Sharjah Police compete
10by simplifying the services offering for
residents (ease of use, ease of doing
business, simplicity, availability of

purchasing, and accessibility).
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11

12

13

14

15

16

17

18

19

The Fujairah and Sharjah Police compete by
enabling ease of use of itsservices (time, effort,
energy).

The Fujairah and Sharjah Police compete by
minimizing  customer  risk  (personal,
technological, strategic).

The Fujairah and Sharjah Police value-chain
activity is consistent with symbolic value
creation.

The Fujairah and Sharjah Police resource
allocation is consistent with symbolic value
creation.

In Fujairah and Sharjah Police, corporate
reputation serves as acompetitive advantage.
Our Fujairah and Sharjah Police corporate
reputation sends a strong signalto the residents.
Our Fujairah and Sharjah Police corporate
reputation implies its advancedR&D.

Our Fujairah and Sharjah Police corporate
reputation shapes the perceptions of
shareholders and other stakeholders.

Our Fujairah and Sharjah Police corporate
reputation builds a relationship between the

residents.
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20 Our Fujairah and Sharjah Police corporate

reputation influences residentschoices.

Charismatic Leadership

Communication

1Provides inspiring strategic and
organizational goals .
2Inspirational; able to motivate by

articulating effectively the
importance of what organizational

members are doing.

3Consistently generates new ideas

for the future of the organization.
4Exciting public speaker.

5Has vision; often brings up ideas

about possibilities for the future.

6Entrepreneurial; seizes new

opportunities in order to achieve
goals.

Readily recognizes new

7environmental opportunities

(favorable physical and social

conditions) that may facilitate
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achievement of organizational

objectives.

Readily recognizes constraints in
8the physical environment

(technological limitations, lack of

resources, etc.) that may stand in the
way of achieving organizational
objectives.

Readily recognizes constraints in
Othe organization's social and
cultural  environment  (cultural
norms, lack of grassroots support,
etc.) that may stand in the way of
achieving organizational

objectives.
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Charismatic Leadership

Communication

10Recognizes the abilities and skills

of other members of the
organization.

11Recognizes the limitations of other
members of the organization.

12Influences others by developing
mutual liking and respect.

13Shows sensitivity for the needs and
feelings of the other members in
the organization.

140ften expresses personal concern
for the needs and feelings of other
members in the organization.

15Takes high personal risks for the
sake of the organization.

160ften incurs high personal cost for
the good of the organization.

17In pursuing organizational

objectives, engages in activities

involving considerable personal

risk.
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18Engages in unconventional

behavior in order to achieve

organizational goals.

19Uses nontraditional means to

achieve organizational goals.

200ften  exhibits very unique

behavior that surprises other

members of the organization.

Crisis Response Strategy

1The Fujairah and Sharjah Police do
no strive to remove any connections
an organization had with a crisis by
Attacking the accuser

2The Fujairah and Sharjah Police do
no strive to remove any connections
an organization had with a crisis by
Simple denial

3The Fujairah and Sharjah Police
does no strive to remove any

connectionsan organization had with

a crisis by Scapegoating

171

e o '\;
o

.o ‘i N ’




The Fujairah and Sharjah Police
dattempts to reduce attributions of
organizational control and reduce
negative effects of the crisis by
Excusing

The Fujairah and Sharjah Police
Sattempts to reduce attributions of
organizational control and reduce
negative effects of the crisis by
Justification

6The Fujairah and Sharjah Police
attempts to improve the
organization’s reputation providing
benefits

7The Fujairah and Sharjah Police
attempts to improve the

organization’sreputation by apology
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Crisis Response Strategy

\ )

8 The Fujairah and Sharjah Police

attempt to improve the
organization’s reputation by
Recapping

9 The Fujairah and Sharjah Police seek
to build a positive connection
between an organization and its
publics by Ingratiation

10The Fujairah and Sharjah Police
seeks to build a positive connection
between an organization and its

publics by Victim age

International Learning Orientation

1 Managers basically agree that our
organization’s ability tolearn is the
key to our competitive advantage.

2 The basic values of this organization
include learning as key to

improvement.
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The sense around here is that
employee learning is an investment,
not an expense.

Learning in my organization is seen
as a key commodity necessary to
guarantee organizational survival.
There is a commonality of purpose in
my organization.

There is total agreement on our
organizational vision across all levels,
functions, and divisions.

All employees are committed to the
goals of this organization.

Employees view themselves as
partners in charting the direction of
this organization.

We are not afraid to reflect critically
on the shared assumptions we have
made about our customers.
10Personnel in this enterprise realize
that the very way they perceive the
marketplace must be continually

questioned.

174




11We often collectively question our
own bias about the way we interpret
customer information.

12We continually judge the quality of
our decisions and activities taken over
time.

13There is a good deal of organizational
conversation that keeps alive the
lessons learned from history.

14We always analyze unsuccessful
organizational endeavors and
communicate the lessons learned
widely.
We have specific mechanisms for

15sharing lessons learned in
organizational activities from
department to department (unitto unit,
team to team).

16Top management repeatedly
emphasizes the importance of
knowledge sharing in our company.

17We put significant effort in sharing

lessons and experiences.
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