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Abstract 

The purpose of the study was to examine the role of internal communication strategies in media 

organizations during health crises. This study employed a qualitative research method, specifically 

semi-structured interviews to collect data from purposely selected eleven participants. The 

research followed an interpretivist paradigm, allowing for an in-depth exploration of how internal 

communication strategies were used in media organizations during health crises. The study was 

guided by the Situational Crisis Communication Theory, and data was collected from The New 

Vision employees, including managers, editors, and reporters, who directly experienced the crisis. 

The findings revealed the pivotal role digital tools play in communication, especially during a 

crisis, and the importance of keeping staff engaged during a crisis with empathetic messaging. The 

study showed the organizational and managerial disconnect that happened during a crisis, which 

caused a misalignment in internal communication. Lastly, the findings revealed crisis-induced 

uncertainty, which stemmed from the ambiguity of the internal communication. The study has 

made a significant contribution to our understanding of media organisations since it highlights the 

internal communication challenges that they face and offers pragmatic solutions, which can be 

used to address them during a crisis situation.
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Chapter One 

Introduction 

1.0 Introduction  

This chapter gives the background to the study, problem statement, purpose of the study, 

objectives of the study, research questions, scope of the study, justification of the study, 

significance of the study, and operational definition of key terms. The study aimed at investigating 

the role of internal communication during the pandemic by print media, by highlighting its 

importance in guiding decision-making, ensuring employee well-being and keeping the public 

informed.  

1.1 Background to the Study 

Globally, internal communication is the structured exchange of information within an 

organization, aimed at ensuring operational efficiency, enhancing employee engagement, and 

providing clarity during times of uncertainty (John et al., 2018). During health crises such as 

pandemics, its role in media organizations becomes particularly vital. Effective internal 

communication enables journalists, editors, and media executives to coordinate responses, 

disseminate accurate information, ensure staff safety, and maintain organizational continuity amid 

disruptions (Koskinen & Pihlanto, 2021). Given the media's role as a key source of public 

information, internal communication strategies directly impact the accuracy and timeliness of 

news reports during pandemics. 

Health crises create an environment of uncertainty where rapid, clear, and consistent 

internal communication becomes essential in media organizations (Seshadri et al., 2020). The 
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COVID-19 pandemic, for example, presented unprecedented challenges to newsrooms globally, 

forcing organizations to adopt new internal communication strategies to sustain operations 

(Mugisha, 2020). The need to transition to remote work, ensure journalists’ safety, and manage 

misinformation increased the demand for real-time digital updates, virtual newsrooms, structured 

briefings, and emergency protocols (Weiner, 2020; Pantic, 2023). Studies show that organizations 

that employed multi-channel internal communication systems were more effective in mitigating 

disruptions and maintaining productivity (Li et al., 2021). 

A study in Finland revealed that 78% of media organizations integrated internal 

communication platforms like Slack and Microsoft Teams to ensure continuous information flow 

among journalists (Koskinen & Pihlanto, 2021). These platforms facilitated real-time collaboration 

between newsroom teams, enabling quick editorial decision-making while working remotely. In 

the United States, 85% of leading news organizations, including The New York Times and CNN, 

adopted multi-channel internal communication strategies such as virtual town halls, emergency 

WhatsApp groups, and internal newsletters to keep staff informed and aligned (Seshadri et al., 

2020). These approaches enhanced organizational resilience, improved employee well-being, and 

ensured that misinformation was swiftly addressed before publication (Warren, 2020). 

In China, where strict lockdowns were enforced, media organizations relied on WeChat-

based internal networks to communicate editorial priorities, assign stories, and provide health 

safety updates to journalists in the field. Over 80% of media companies in the country incorporated 

mobile communication platforms for internal updates, workplace safety guidance, and remote 

monitoring of journalists (Li et al., 2021). However, despite these advancements, challenges such 

as digital literacy gaps and unequal access to reliable internet posed barriers, particularly in rural-

based media houses (Li et al., 2021). 
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In Africa, the role of internal communication during pandemics in media organizations is 

shaped by infrastructural disparities, economic constraints, and technological adoption gaps 

(Michelle & Roman, 2019). Studies indicate that while some large media organizations 

successfully implemented digital communication strategies, smaller media outlets struggled due 

to limited internet connectivity, lack of funding, and inadequate internal communication policies 

(Motsoeneng & Sekhonyane, 2021). For instance, during the Ebola crisis in Nigeria, internal 

communication frameworks helped coordinate responses between journalists and health 

authorities, ensuring the timely dissemination of safety protocols (Ogunsola et al., 2019). 

However, in rural media houses, 60% of organizations lacked digital communication tools, which 

led to delays in relaying crucial health information (Ogunsola et al., 2019). A similar challenge 

was observed in Egypt, where only 25% of media organizations had formalized internal 

communication policies before the COVID-19 pandemic (El-Sayed & Ahmed, 2020). The lack of 

structured internal communication channels hindered crisis response efforts, as most Egyptian 

media organizations relied on printed memos and verbal briefings, which were inefficient during 

lockdowns. In contrast, South African media organizations adapted by integrating digital platforms 

such as Zoom, Microsoft Teams, and workplace intranets. Reports indicate a 40% increase in the 

use of these tools among newsrooms to coordinate remote reporting and ensure journalist safety 

(Motsoeneng & Sekhonyane, 2021). However, challenges such as limited internet access in rural 

areas created disparities, excluding some journalists from critical internal briefings. These findings 

underscore the need for inclusive and accessible internal communication strategies, particularly 

for smaller media organizations. 

In East Africa, internal communication played a critical role in coordinating pandemic 

responses within media organizations, but implementation varied across countries. In Kenya, 68% 
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of media organizations relied on WhatsApp, email bulletins, and virtual town halls for internal 

communication during the COVID-19 pandemic (Mwangi & Ngugi, 2022). Nation Media Group, 

one of the largest media houses, implemented weekly virtual updates to keep journalists informed 

about safety measures and editorial priorities. However, smaller media organizations faced 

financial constraints, limiting their ability to adopt digital communication strategies. In Tanzania, 

studies indicate that only 45% of media houses had formal internal communication policies before 

the pandemic, leading to fragmented and inefficient crisis responses (Mgaya & Mtebe, 2021). 

Many Tanzanian media organizations continued to rely on traditional memos and physical notices, 

delaying timely updates. Rwanda demonstrated notable progress in the use of internal 

communication strategies, with 75% of media organizations utilizing centralized digital platforms 

to enhance coordination (Munyaneza et al., 2023). The Rwanda Broadcasting Agency 

implemented real-time digital dashboards to streamline workflows, manage journalist health 

records, and monitor editorial processes. This proactive approach ensured operational continuity 

and improved crisis response efficiency. These findings suggest that while East African nations 

have made strides in leveraging internal communication during pandemics, disparities in 

technological adoption, resource availability, and organizational preparedness remain significant 

challenges. 

In Uganda, the internal communication landscape within media organizations revealed 

both successes and significant challenges. Studies show that at the onset of the COVID-19 

pandemic, only 40% of media houses had access to digital communication tools, resulting in delays 

in information flow and disruptions in editorial coordination (Tumwesige, 2021). Print media 

outlets such as Daily Monitor and Bukedde attempted to adapt by implementing WhatsApp groups, 

virtual editorial meetings, and internal bulletins, but these efforts were often hindered by 
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insufficient training and low digital literacy among staff (Nabunya & Ssenyonga, 2023). 

Additionally, internet connectivity hampered the effectiveness of these communication tools 

(Akampurira, 2023). 

The Uganda Communications Commission (UCC) issued directives aimed at standardizing 

internal communication during the pandemic, but only 35% of media organizations fully complied, 

with financial limitations and technical capacity cited as primary barriers (Okello & Nabiryo, 

2022). Larger media organizations, such as The New Vision, adopted hybrid communication 

strategies, combining digital platforms like Zoom and Microsoft Teams with traditional printed 

circulars to ensure editorial continuity (Akampurira, 2023). Despite these advancements, 

challenges such as unequal digital adoption, resistance to change, and unreliable internet 

connectivity persisted, exposing gaps in Uganda’s media communication infrastructure during 

pandemics. 

The analysis of internal communication strategies during pandemics highlights a critical 

need for media organizations to invest in resilient communication frameworks. The successes in 

countries like Rwanda and Finland demonstrate the potential of centralized digital platforms in 

managing crisis communication effectively. However, persistent challenges in Uganda, Nigeria, 

and Egypt underscore the need for stronger policies, increased digital literacy, and improved 

technological infrastructure to enhance internal communication resilience during future health 

crises. 

The Uganda Communications Commission (UCC) played a pivotal role by issuing 

directives to standardize internal communication during the pandemic. However, Okello and 

Nabiryo (2022) noted that only 35% of media organizations complied fully, citing financial 

constraints and a lack of technical capacity as major barriers. Even with these directives, 
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discrepancies in implementation were evident, as smaller media houses struggled to transition to 

digital platforms while larger organizations like The New Vision leveraged their resources to adopt 

hybrid communication strategies. However, despite its relative success, challenges such as uneven 

digital adoption and resistance to change among staff members persisted, highlighting significant 

gaps in Uganda's internal communication landscape during pandemics. This study examined the 

role of internal communication strategies in Ugandan media organizations during health crises, 

assessing their effectiveness, challenges, and areas for improvement. 

1.2 Problem Statement 

Internal communication is critical for managing health crises, particularly in print media, 

as it ensures timely and accurate dissemination of information, fosters collaboration, and enhances 

decision-making (Kanti et al., 2023; Weiner, 2020; Argenti, 2017). However, several barriers 

hinder its effectiveness during pandemics, especially technological limitations (Ruck &Men, 2021; 

Pantic, 2023). Tumwesige (2021) highlights that 60% of print media outlets in Uganda, including 

Bukedde and The Daily Monitor, lacked robust digital tools for internal communication during the 

COVID-19 pandemic, leading to delays in coordinating responses and sharing updates. Nabunya 

and Ssenyonga (2023) found that insufficient training in using digital platforms like Zoom and 

Slack among employees further exacerbated these delays, undermining organizational cohesion 

during the crisis. Additionally, regulatory efforts by the Uganda Communications Commission 

(UCC) to standardize internal communication protocols were poorly implemented. Okello and 

Nabiryo (2022) reported that only 35% of media organizations complied with these directives, 

citing limited financial resources and inadequate infrastructure as significant barriers. Akampurira 

(2023) adds that while larger media houses like The New Vision were better positioned to adapt by 

leveraging hybrid communication strategies, smaller outlets struggled due to a lack of resources 
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and resistance to technological change. These challenges highlight a critical gap in understanding 

how internal communication can be optimized to support crisis management in print media. 

Despite the fact that internal communication during crises is acknowledged to be crucial, there has 

been little empirical study on the subject, with most of the literature concentrating on external 

crisis communication (Verčič & Špoljarić, 2020). It is against this backdrop that the current study 

examined the role of internal communication strategies during pandemics in media organizations 

in Uganda. 

 1.3 Purpose of the Study 

The purpose of the study was to examine the role of internal communication strategies in 

a media organization during pandemics. The study examined the internal communication strategies 

utilized by The New Vision from March to June, 2020 and assess the staff perceptions employed 

by The New Vision’s internal communication strategies. Additionally, the study investigated the 

challenges The New Vision encountered in implementing internal communication initiatives 

amidst the uncertainties and disruptions caused by the pandemic, and made recommendations from 

The New Vision’s internal communication experiences during the Covid-19 pandemic.  

 1.4 Specific Objectives of the Study 

i. To examine the internal communication strategies utilized by The New Vision during the 

period from March to June 2020. 

ii. To examine the challenges encountered by The New Vision in implementing internal 

communication strategies amid the uncertainties and disruptions caused by the pandemic 
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1.5 Research Questions                                                                     

i. What internal communication strategies were used by The New Vision during the period 

from March to June 2020? 

ii. What challenges were encountered by The New Vision in implementing internal 

communication strategies amid the uncertainties and disruptions caused by the 

pandemic? 

1.6 Scope of the Study 

1.6.1 Content Scope 

The study focused on investigating the role of internal communication in print media 

during a crisis, specifically during the COVID-19 pandemic. It examined the internal 

communication mechanisms employed by The New Vision Uganda from March to June 2020, with 

a particular emphasis on how internal communication strategies were used to disseminate critical 

information, ensure employee safety, and maintain organizational cohesion. The study also 

addressed the challenges faced by The New Vision in implementing these communication 

strategies during the crisis. The study aimed to provide practical recommendations based on the 

findings to improve internal communication strategies for future crises. 

1.6.2 Geographical Scope 

The geographical scope of this study was limited to The New Vision Uganda, a major print 

media house located in Kampala, Uganda. The study focused on the internal communication 

practices within the organization. The research gathered data from staff members within The New 

Vision who were directly involved or impacted by internal communication during this period. 
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1.6.3 Time Scope 

The time scope of the study focused on the period between March and June 2020, when 

the COVID-19 pandemic significantly disrupted global and local operations. This period marks 

the peak of the pandemic's early impact on the print media sector in Uganda, especially in terms 

of internal communication. 

 1.7 Justification of the Study 

The choice of The New Vision as a case study subject stems from its significance as a major 

player in Uganda's media landscape and its unique position as a print media house amidst the 

digital transformation sweeping the industry, locally and globally. The period under review, from 

March to June, 2020, is the onset and escalation of the COVID-19 pandemic, presents a compelling 

context to examine the challenges, strategies, and outcomes of internal communication within the 

organization. This is because it was a time of uncertainty as the world grappled with the pandemic 

that was described as a “generational-defining pandemic affecting families and communities in 

every country on the planet” (Radcliffe, 2021). 

1.8 Significance of the study 

This study will help media organizations, particularly The New Vision, enhance their 

internal communication strategies during crises like pandemics. By examining the mechanisms 

and challenges of internal communication during COVID-19, media houses will gain practical 

recommendations to improve organizational resilience, ensuring timely information dissemination 

and smoother operations in future crises. 

The study will offer valuable insights to employees by highlighting the importance of 

effective internal communication during uncertain times. Understanding these strategies will 
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empower staff to engage more actively and feel supported in crisis situations, improving overall 

morale and collaboration within the organization. 

Policymakers in the media and communications sectors will benefit from the study's 

findings on the effectiveness of internal communication frameworks during pandemics. The study 

will provide evidence to guide the creation of policies and regulations that ensure media houses 

are well-prepared for crises, fostering more resilient communication systems across the sector. 

This research will contribute to the academic understanding of internal communication 

within the context of crisis management in the print media sector, particularly in Uganda. It will 

address gaps in existing literature and offer a foundation for future studies on the role of 

communication during crises in developing countries. 

The study’s recommendations will be beneficial to other media organizations, both in 

Uganda and elsewhere, in enhancing their crisis communication strategies. By learning from The 

New Vision’s experiences, these organizations can better manage internal communication during 

future pandemics, ensuring smoother transitions and more effective crisis response. 

1.9 Operational Definitions of Key Terms 

Internal Communication refers to the exchange of information among employees within 

an organization through formal and informal channels. 

Crisis Communication refers to the management and dissemination of information during 

a crisis to mitigate damage and maintain clarity and coordination. 

Crisis refers to an event or situation that disrupts normal operations, creating uncertainty 

and challenges that require immediate attention. 

Employee Engagement refers to the level of enthusiasm, commitment, and involvement 

that employees have towards their work and the organization. 
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Communication Strategy refers to a planned approach for conveying messages within an 

organization, especially during a crisis, to achieve specific objectives. 
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Chapter Two 

Literature Review 

2.0 Introduction 

“This section presents reviewed literature from books, scholarly articles, journals, and also 

provides empirical evidence from researchers. For example, authors such as Cleary (2023), Men 

and Stacks (2013), and Baker and Walsh (2020) discuss the role technology plays in facilitating 

internal communication during a crisis. Additionally, authors [Mhlanga and Moloi (2020); 

Anagnostopoulos and Van den Bulck (2020); and Zakiri (2020)] discuss the internal 

communication challenges organisations face during a crisis.   

The section also delves into the theory the study was anchored on, which is the Situational Crisis 

Communication Theory by W. Timonthy Coombs (2007) and Coombs & Holladay (2005; 2012). 

2.1 Theoretical Review 

The study was guided by the Situational Crisis Communication Theory (SCCT), developed 

by W. Timothy Coombs in 2007. This theory provides a framework for organizations to navigate 

the complex process of crisis communication, helping them maintain their reputation through the 

effective management of internal and external communications during crises. Internal 

communication plays a crucial role in crisis communication, as it directly affects how employees 

perceive the crisis and how well they can manage the situation. Coombs (2007) emphasizes that 

during crises, organizations must communicate effectively with internal stakeholders (such as 

employees) to ensure a sense of coherence, alignment, and trust. This is particularly important in 

media organizations like The New Vision, where clear and timely communication can mitigate 

anxiety, confusion, and misinformation among staff (Seeger & Ulmer, 2001).  
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Furthermore, as crises can create uncertainty, internal communication serves as a vital 

mechanism to provide updates, explain the crisis's impact on operations, and reassure employees 

about safety measures (Coombs, 2007). Thus, internal communication is directly linked to crisis 

communication because it ensures that employees remain informed and engaged, helping the 

organization maintain a positive reputation even in times of adversity. 

       2.1.1 Application of SCCT to the Study 

This study applied SCCT to examine how The New Vision employed internal 

communication strategies during the Covid-19 pandemic. According to Coombs (2007), the theory 

categorizes crises into three types: victim crises, accidental crises, and intentional crises. This 

categorization helps organizations determine the most appropriate communication strategies to 

use. During the Covid-19 pandemic, The New Vision faced a crisis that could be considered a 

victim crisis, as it was caused by an external factor (the global pandemic) rather than any fault of 

the organization. SCCT suggests that for victim crises, organizations should focus on providing 

bolstering strategies that enhance their reputation by showing empathy, providing support, and 

maintaining transparency (Coombs & Holladay, 2012). The study explored how The New Vision 

employed these strategies, focusing on their internal communication mechanisms and channels, 

such as emails, meetings, and newsletters, to keep employees informed and emotionally supported 

during the pandemic. 

Furthermore, SCCT stresses the importance of attribution of responsibility during a crisis. 

How employees attribute the crisis to the organization or external factors can affect their reactions 

to the organization’s communication (Coombs & Holladay, 2005). This study investigated how 

The New Vision managed the attribution of responsibility for the crisis and whether employees 

perceived the internal communication efforts as adequate in addressing their concerns. Did The 
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New Vision take responsibility for internal challenges, or did they blame external factors? 

Understanding how the attribution of responsibility was communicated will provide insights into 

the organization's internal crisis management approach. 

Lastly, empathy and support are crucial components of effective crisis communication 

(Coombs, 2007). During the pandemic, employees of The New Vision were likely experiencing 

heightened stress, fear, and uncertainty. SCCT advises organizations to express empathy and offer 

support, which could include emotional messaging, clear communication on safety measures, and 

resources for mental well-being. The study examined how The New Vision addressed its 

employees' emotional and psychological needs through its internal communication channels. 

In general, by applying the SCCT, the study examined how internal communication at The 

New Vision was structured during the Covid-19 pandemic. Specifically, it assessed the 

communication strategies employed, how these strategies were perceived by employees, and 

whether the organization successfully mitigated the crisis's impact on staff morale and trust.  

2.2 Empirical Review 

      2.2.1 Internal Communication Mechanisms 

The COVID-19 pandemic forced organizations to adapt their communication strategies 

rapidly as Welch and Jackson (2007) argue that adaptive internal communication is crucial in crisis 

management because it allows organizations to maintain employee engagement and operational 

continuity. Digital tools and platforms became crucial during the pandemic as noted by Men and 

Stacks (2013), who emphasize the role of technology in facilitating effective internal 

communication. According to Men and Stacks (2013), technology serves as an essential enabler 

for effective communication, especially when face-to-face interactions are limited. For print media 

houses like The New Vision, Mhlanga and Moloi (2020) suggest that adopting remote working 
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environments and utilizing digital communication mechanisms became critical to overcoming 

operational disruptions caused by the pandemic. Research by Baker and Walsh (2020) further 

underscores the importance of virtual meetings, transparent leadership communication, and the 

use of collaborative platforms in maintaining organizational workflow and employee morale. In 

light of these insights, this study investigated whether The New Vision swiftly adopted digital 

communication mechanisms during the pandemic and assess whether these mechanisms helped 

bolster internal communication and enhance employee morale. 

Shi et al. (2022) define communication mechanisms as the unity of communication forms, 

methods, and processes, which include disseminators, channels, information, and receivers. These 

elements are vital in ensuring effective communication, particularly in crises, where the efficiency 

of communication mechanisms is crucial to managing uncertainty. De Pablos-Heredero et al. 

(2015) emphasize that the effectiveness of communication mechanisms can be measured by factors 

such as frequency, accuracy, and problem-solving. Internal communication channels, as Cleary 

(2023) notes, include emails, internal memos, employee newsletters, surveys, intranets, and digital 

noticeboards. During the pandemic, organizations like The New Vision needed to rely heavily on 

these channels to ensure timely and accurate information dissemination. This study explored which 

communication mechanisms The New Vision employed to manage internal information flow and 

how these mechanisms were adapted to the unique challenges posed by the pandemic. 

Moden (2008) argues that communication during a crisis is more complex than in everyday 

operations, as it involves not only the dissemination of information but also the coordination and 

collaboration between various levels of an organization. Zakiri (2020) also stresses that effective 

crisis communication requires a high level of coordination and cooperation, emphasizing that 

organizations must prioritize consistent and persistent communication. As Coombs (2007) 
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suggests, the specific nature of the crisis will guide the selection of communication strategies. 

Thus, in response to the COVID-19 crisis, The New Vision's communication strategies should have 

been carefully tailored to meet the needs of the organization’s various stakeholders. This study 

assessed The New Vision’s internal communication mechanisms, including how they managed 

information flow and whether the strategies employed helped in managing the crisis effectively. 

Wright (2009) identifies three internal communication strategies often used by 

organizations: information openness, supportive climate, and performance-based communication. 

Information openness involves sharing details openly with staff, which can be a powerful tool in 

demystifying decisions made at higher levels of the organization. However, as Wright (2009) note, 

this strategy can sometimes lead to a top-down approach that limits employee input. The 

supportive climate strategy focuses on encouraging positive behaviors among managers, which 

can have a trickle-down effect on staff morale. This approach can help create a more cohesive 

work environment, particularly when employees are under stress. Lastly, the performance-based 

communication strategy focuses on aligning communication efforts with organizational goals, 

which can be beneficial when resources are limited. Given the constraints faced by media houses 

like The New Vision during the pandemic, this study explored how these strategies were applied 

to manage internal communication during the crisis. 

Benoit (2010) and Coombs (2007) offer several communication strategies that 

organizations can adopt during a crisis, including denial, diminishment, bolstering, and rebuilding. 

These strategies, depending on the crisis's severity, can help mitigate reputational damage and 

improve stakeholder relationships. The study assessed how The New Vision employed these 

strategies, particularly focusing on the effectiveness of internal communication mechanisms used 

to address employee concerns and morale during the pandemic. Coombs (2007) argues that clear, 
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consistent communication is essential in maintaining an organization's reputation during a crisis. 

Therefore, examining the channels and strategies employed by The New Vision will offer insights 

into how internal communication mechanisms can help manage employee perception during a 

crisis. 

Duncan and Moriaty (1998) argue that effective communication is central to the success of 

any organization, particularly in crisis situations. They note that management functions such as 

planning, organizing, and controlling cannot be performed effectively without strong 

communication channels. This is especially relevant in media organizations like The New Vision, 

where internal communication plays a pivotal role in aligning employees with organizational 

objectives. This study investigated the communication mechanisms employed by The New Vision 

during the COVID-19 pandemic and examined how these mechanisms impacted the organization’s 

ability to maintain operational continuity and employee engagement. 

Zakiri (2020) argues that open communication channels are essential for reducing negative 

reactions among employees, particularly during a crisis. By ensuring a free flow of information 

from top to bottom and vice versa, management can prevent the spread of misinformation and 

alleviate employee anxiety. This study explored the open communication channels that The New 

Vision used to avoid negative reactions from employees during the COVID-19 pandemic. 

Additionally, Cloke and Goldsmith (2000) highlight that organizations that focus on conflict 

resolution and employee engagement during crises are more likely to build trust and loyalty. The 

study examined how The New Vision's internal communication mechanisms helped foster a sense 

of security and engagement among its staff during the pandemic. 

Research by Anagnostopoulos & Van den Bulck (2015) emphasizes the role of internal 

communication in enhancing organizational commitment and employee engagement, particularly 
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during times of crisis. This is especially true for print media houses like The New Vision, where 

transparent and effective communication is crucial for aligning employees with organizational 

goals. In the context of the pandemic, this study investigated how The New Vision used internal 

communication mechanisms to keep its employees engaged and informed, ensuring that they 

remain motivated to fulfill their roles during the crisis. Mishra et al. (2014) argue that empathetic 

and supportive communication is essential in maintaining employee well-being, especially in high-

stress situations. This study assessed how The New Vision addressed the well-being of its staff 

through internal communication, particularly in the context of the pandemic's unique challenges 

for media professionals. 

2.2.2 Perceptions of Internal Communication Strategies in Disseminating Critical Information 

During a Crisis 

According to Parker (2023), employee perception refers to how employees interpret 

information and experiences in the workplace. It is also the best aspect to know how much an 

employee is satisfied towards the organization, and it is the most essential aspect that can drive 

the employees towards the organization (Thiruvenkatraj and Ramya, 2017). It is affected by 

several things such as: past experiences, personal values, and expectations. Additionally, it can 

also be affected by the company’s communication strategies, feedback mechanisms, and 

recognition programmes. Parker adds that since perception is subjective, each employee may 

have a different interpretation of the same work situation. Therefore, the study sought out The 

New staff to assess their perceptions of the company’s internal communication strategies 

during the pandemic of 2020. 
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Mishra et al. (2018) argue that effective communication during a crisis is essential for 

maintaining employee engagement and organizational commitment. They found that transparent 

and empathetic communication not only helps to reduce anxiety among employees but also 

strengthens their connection to the organization. During a crisis, such as the COVID-19 pandemic, 

employees often experience heightened stress and confusion, making clear and concise 

communication more critical. Mishra et al. (2018) emphasize that organizations with well-

structured internal communication strategies are better positioned to manage crises and ensure that 

employees remain aligned with organizational goals. 

Vermillion (2018) stresses that communication during a crisis must be strategic to avoid 

confusion and conflicting messages. She argues that during times of crisis, a centralized 

communication point is crucial. Vermillion recommends that organizations provide information 

early and frequently, as this can help prevent the spread of conflicting messages. She emphasizes 

that when an organization’s communication is coordinated, it fosters a unified response to the 

crisis, which can mitigate uncertainty and align employees with the organization’s objectives. 

Vermillion (2018) highlights that a failure to centralize communication during a crisis can lead to 

confusion, eroding trust among employees and external stakeholders. 

Wright and Robertson (2019) argue that information openness during a crisis can be highly 

beneficial. They suggest that an open communication environment encourages employees to ask 

questions, share concerns, and seek clarification. This transparency fosters trust and a sense of 

security among employees, ensuring they feel informed and supported. However, they also caution 

that openness must be managed carefully to avoid oversharing sensitive information. According 

to Wright and Robertson, open communication needs to be balanced with strategic messaging that 

aligns with the organization’s crisis management plan. 
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Moden (2020) asserts that internal communication during a crisis requires a balance 

between transparency and discretion. He argues that while it is important to communicate essential 

information, it is equally important to manage the dissemination of that information across various 

levels of the organization. Moden (2020) emphasizes that crisis communication must be focused 

and efficient, ensuring that all employees receive consistent messages, while also addressing their 

concerns in a timely manner. This structured approach, according to Moden, helps prevent 

unnecessary panic and ensures that employees remain engaged with the organization’s crisis 

management efforts. 

Coombs (2020) highlights several crisis communication strategies, including denial, 

minimization, and rebuilding. He argues that organizations must tailor their communication 

strategies to the specific nature of the crisis and the audience they are addressing. Coombs suggests 

that during a crisis, the communication strategy should evolve based on the circumstances. For 

instance, minimizing the severity of a crisis may help reduce panic, but it must be accompanied by 

honesty and clarity about the steps the organization is taking to address the issue. Coombs (2020) 

underscores the need for flexibility in crisis communication, where different strategies can be 

applied at various stages of the crisis. 

Anagnostopoulos & Van den Bulck (2020) emphasize the critical role of leadership in 

internal communication during a crisis. Their research found that when leaders are visible, 

transparent, and approachable, employees are more likely to feel secure and supported. 

Anagnostopoulos and Van den Bulck argue that effective leadership communication during a crisis 

can help alleviate feelings of uncertainty and enhance organizational commitment. Clear and 

empathetic communication from leadership not only helps employees navigate the crisis but also 

fosters a sense of loyalty and trust, even during difficult times. 
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Mishra et al. (2020) further discuss the role of empathy in crisis communication. They 

argue that during a crisis, organizations must adopt empathetic communication practices to address 

the emotional and psychological impacts on employees. Empathy in communication helps 

employees feel valued and understood, which strengthens their connection to the organization. 

Mishra et al. (2020) emphasize that organizations that communicate with empathy are better able 

to retain employee trust and engagement, even when faced with challenging circumstances. 

In addition, the role of digital communication tools has become increasingly important in 

crisis communication. Men and Stacks (2019) argue that during crises such as the COVID-19 

pandemic, digital platforms are essential for maintaining communication with employees. They 

found that organizations with well-established digital communication infrastructures were better 

able to disseminate timely information and keep employees informed. However, Men and Stacks 

(2019) also note that organizations must ensure that employees have access to the necessary 

technology and training to engage with these digital tools effectively. 

Cleary (2023) highlights the importance of inclusivity and accessibility in digital 

communication. She argues that digital communication should not be viewed as a one-size-fits-all 

solution but should be integrated into a broader communication strategy that considers the diverse 

needs of the workforce. Cleary (2023) points out that employees have varying levels of digital 

literacy, and organizations must ensure that digital tools are accompanied by adequate support and 

training. This approach helps ensure that employees can effectively navigate digital platforms, 

reducing the risk of information gaps and confusion. 

Kigambo (2020) emphasizes the importance of internal communication strategies that 

prioritize employee well-being during a crisis. He notes that the COVID-19 pandemic posed 

unique challenges for Ugandan media workers, who faced increased workloads and stress. 
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Kigambo (2020) argues that organizations should implement communication strategies that 

provide regular updates, offer mental health support, and maintain open lines of communication. 

Such strategies not only help manage the immediate effects of the crisis but also contribute to long-

term employee resilience and organizational loyalty. 

Moreover, Zakiri (2020) asserts that open communication channels are crucial for 

preventing negative reactions from employees during a crisis. He suggests that when information 

flows freely between management and staff, it helps to reduce anxiety and fosters a more 

supportive work environment. Zakiri (2020) argues that transparency and openness during a crisis 

are essential for maintaining employee trust and engagement, especially when employees are 

concerned about their safety or job security. 

2.2.3 Challenges Encountered by Print Media in Implementing Internal Communication 

Initiatives Amid the Uncertainties and Disruptions Caused by the Pandemic 

The COVID-19 pandemic presented numerous challenges for print media organizations, 

particularly in the implementation of internal communication initiatives. These challenges were 

primarily driven by the abrupt shift to remote work, a decline in operational resources, and the 

increased complexity of managing communication flows within organizations. According to Men 

and Stacks (2019), the transition to remote working, which was a direct result of the pandemic, 

caused significant disruptions in internal communication practices. The closure of physical offices, 

coupled with the limitations of digital platforms, made it difficult for media organizations to 

maintain consistent and effective communication with employees. This disruption was 

exacerbated by the lack of preparedness for a large-scale remote work environment, leaving many 

organizations struggling to adapt their communication strategies to the new reality (Cleary, 2023). 
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Furthermore, Mhlanga and Moloi (2020) argue that the reliance on digital tools and 

platforms during the pandemic posed additional challenges for print media organizations. While 

digital communication tools are essential for maintaining communication during a crisis, many 

media houses, especially in developing countries, faced difficulties in accessing reliable 

technology. This lack of access to digital infrastructure, as highlighted by Mhlanga and Moloi 

(2020), led to gaps in information dissemination and hindered the ability of media organizations 

to effectively engage their employees. Additionally, employees with limited access to the internet 

or inadequate digital skills were often left out of crucial communications, further exacerbating the 

challenges faced by organizations during the pandemic. 

The rapid changes and uncertainties caused by the pandemic also led to difficulties in 

managing the volume and complexity of information. Vermillion (2018) highlights that one of the 

key challenges in crisis communication is the overwhelming amount of information that needs to 

be communicated. In the case of print media organizations, the constant flow of updates related to 

government regulations, health guidelines, and operational changes created a chaotic 

communication environment. Vermillion (2018) suggests that organizations must adopt a strategic 

approach to information management, ensuring that only relevant and necessary information is 

communicated to employees. However, this was often difficult for media houses, where the sheer 

volume of information contributed to confusion and disorientation among employees. 

In addition, internal communication in print media organizations was further complicated 

by the need to maintain employee morale during a period of heightened uncertainty. According to 

Mishra et al. (2018), maintaining employee morale during a crisis is a major challenge for 

organizations. In print media houses, employees faced increased workloads and stress due to the 

disruptions caused by the pandemic, as well as the constant need to adjust to rapidly changing 


