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Abstract 

 

In an organization, failure is an inevitable occurrence. Organizational responses reflect 

a form of learning that is expected to improve organizational quality in the post-crisis 

period. Organizations are required to integrate crisis communication at both 

managerial and operational levels in order to create synergy and develop effective 

strategies for dealing with future crises and recover the image that caused by the 

previous crisis. Therefore, post-crisis evaluation is essential as a learning process for 

anticipating and managing future crises and should be carried out at all levels of the 

organization. Based on a literature review on post-crisis evaluation and organizational 

resilience, effective post-crisis management requires the development of multi-level 

resilience, transparency, and integration of crisis communication, leadership 

integration, knowledge management, organizational learning, and post-crisis handling 

aimed at rebuilding trust and organizational reputation. By establishing a 

comprehensive crisis evaluation process, organizations are expected to restore public 

legitimacy and trust. 
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INTRODUCTION 

In an organization, post-crisis evaluation serves as a means of disseminating a culture 

of self reflection and learning and is regarded as a highly effective tool for improving the 

quality of rapid response systems after a crisis (Conoscenti et al., 2021). The integration of 

crisis communication and operational crisis management helps to build strong crisis 

preparedness strategies and coordinated crisis responses. Consequently, strengthening crisis 

detection and prevention, particularly in the form of attack-related crises, will support 

organizations in dealing with future crises (Dobosz, 2020). During a crisis, the optimization 

of resource management is vital. Key activities include preparing planning and preparedness 

strategies, allocating available resources, developing technology and data analytics, and 

fostering collaboration among stakeholders. These efforts are undertaken to enhance 

readiness in facing future challenges, as the complexity of subsequent crises is expected to 

continue increasing (Khirfan et al., 2025). Furthermore, evaluations of crisis management 

efforts must be effective and result in actionable and implementable recommendations 

(Conoscenti et al., 2021). 

Organization images will always dynamic, the crisis treatment within organization 

would be differents, a corporation’s image is not unitary or homogenous. Audiences will 

continue to evaluate whether corrective promises into concrete action. Ethnography and 

experimental approaches to solve the post crisis be needed not only depend on the rhetorical 

critism, particularly in advancing image theory (Benoit & Benoit, 2009) Image is the essential 

to organization, image is a central concept to the field of public relations, the key to 

understanding image repair strategies during crisis has 2 components that consist of the 

accussed is held responsible for an action and the act us considered offensive (Benoit, 1997). 

Organizational resilience in dealing with crises cannot be built solely through 

technology or policy measures; rather, it must be cultivated across all organizational levels 

using a multilevel and interdisciplinary approach (Borg et al., 2022). There are three primary 

levels of organizational resilience individual, group, and organizational which together form 

an integrated system of organizational resilience (Raetze et al., 2021). Organizational 

resilience is a critical factor in times of uncertainty, and one of the key actions to strengthen 

it is the development of a set of strategic initiatives prepared by various sub-units within the 

organization (Gečienė, 2020).  Based on the discussion above, a research question emerges 

regarding how organizations can build and implement organizational resilience across all 

levels through post crisis learning in order to survive and remain effective amid uncertainty. 

 

REVIEW OF LITERATURE 

Situational crisis communication theory (SCCT) explain that the effectifity of crisis 

response is depend on how audience see the organization response thorugh the caused of 

crisis and how to response the crisis, since audience never see the crisis from the neutral side 

(Coombs, 2021). Basically SCCT combine instructing and adjusting information to create 

base response. SCCT hold that the ethical base response shoulde be the first communication 

from an organization when the crisis create or has the potential to create victims (Coombs, 

2021). Crisis communication should be viewed as strategic communication as well as a 

chance to demonstrate the organizations as well a chance to demonstrate the organization’s 

crisis performance capabilities, it should be shifted from the threat become to opportunity 

(Coombs, 2021). There are three main categories to response the crisis that consist of 
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adjusting information, instructing information and reputation management. The crisis 

manager should be starting with the ethical response that is ideal for combationg the 

reputational damage (Coombs, 2021). Beside the SCCT, Image restoration theory (IRT) 

should be implementing in related respon the crisis. IRT is the approach that will be used by 

the organization to recover their reputation or image (Benoit & Benoit, 2009). Image is the 

perception that owned by the organization based on how audience see the organization 

(Benoit, 1997). 

The organization has to choose their own strategy to evaluate their crisis that match 

with their image restoration (Chen et al., 2023) 

1. Popularity analysis of emergencies  

The effectiveness of corporate image restoration during a crisis can be observed 

through the level of public attention and public opinion before the organization 

issues an official response. This effectiveness is strongly influenced by the speed 

of the organizational response to the crisis. Approximately 80% of organizations 

typically release an initial statement within the first 12 hours, a period in which 

public emotions are generally at their peak. 

2. Sentiment analysis of textual data 

This analysis is conducted to assess whether image restoration strategies are 

capable of reducing negative public emotions before and after a crisis event 

3. Extraction of public opinions in specific industry 

This approach is used to evaluate the suitability of particular crisis response 

strategies within a given industry context. Benoit (1997) proposes that Image 

Restoration Theory consists of five primary strategies: 

a. Denial, a strategy aimed at restoring image by rejecting responsibility, which 

includes two variations, direct and explicit denial of the allegations and 

Shifting blame to another party. 

b. Evading responsibility, which includes Claiming that the organization’s 

actions were merely responses to the offensive actions of others, avoiding 

responsibility by asserting a lack of information or control, framing the 

offensive act as unintentional and claiming that the action was undertaken 

with good intentions. 

c. Reducing offensiveness, whereby an organization accused of wrongdoing 

attempts to lessen the perceived severity of the act. This strategy includes six 

forms : bolstering (emphasizing positive attributes), minimization 

(downplaying the severity of the act), differentiation (distinguishing the act 

from more offensive behaviors), transcendence (placing the act within a more 

favorable context), attacking the accuser, and compensation (providing 

restitution to affected parties). 

d. Mortification, which involves offering an apology as part of image restoration 

efforts. 

e. Corrective action, in which the organization promises the public that the same 

mistake will not be repeated 

4. Public opinion topic mining of specific corporate. Based on these five strategies, 

negative public emotions can effectively be mitigated primarily through two 
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approaches: corrective action and mortification. In contrast, denial, trivializing 

the crisis, and evading responsibility tend to exacerbate reputational damage 

rather than facilitate image recovery. 

Decision-making during crises is influenced by multiple variables. In business 

contexts, timeliness is central to managerial behavior; therefore, management must cultivate 

the capability to act swiftly in order to enter the market before competitors do, as delayed 

responses may disrupt profitability (Coccia, 2020). Effective decision-making must account 

for bounded rationality, as decision makers face limitations stemming from problem 

complexity, human cognitive constraints, and the limited time available to make decisions. 

Under such conditions, organizations tend to pursue satisficing behavior rather than 

maximizing optimal critical decisions (Coccia, 2020). In general, complex problems can 

provide valuable lessons for organizational contingency planning and future crisis training. 

However, the extraction of such lessons is often hindered by cognitive and organizational 

barriers. Consequently, Coccia (2020) identifies three decision-making approaches in crisis 

contexts: 

1. Resolution: applying existing or previously used solutions. 

2. Solution: seeking the most optimal solution available. 

3. Dissolution: redesigning organizational structures to eliminate the root causes of the 

problem an approach considered most effective in addressing complex crises and 

turbulent business environments. 

In responding to future crises, learning during crises serves as a prerequisite for 

developing a learning organization that contributes to organizational memory. The 

establishment of knowledge management systems can function as an infrastructure for rapid 

yet measured decision-making (Buhagiar & Anand, 2023). In post-crisis remedial activities, 

organizations are required to remain consistent with legitimacy theory, whereby 

organizational members voluntarily and substantially increase the disclosure of relevant 

information to restore public legitimacy (Whitehead & Belghitar, 2022).  

 

RESEARCH METHOD 

This study adopts a literature review approach as its primary research method. The 

review is conducted in a concise and focused manner, synthesizing key scholarly works that 

are most relevant to the research topic. Rather than exhaustively covering all available 

sources, the literature review is structured around a detailed analytical framework that 

identifies central themes and potential references for further development, as suggested by 

Creswell (2009).  The selection of literature was carried out using purposive sampling based 

on three main criteria. First, the selected studies demonstrate strong thematic relevance to the 

research focus, particularly in relation to post-crisis management, the development of multi-

level organizational resilience after crises, transparency and integrity in post-crisis 

communication, the integration of leadership, knowledge management, and organizational 

learning, as well as post-crisis efforts aimed at maintaining organizational reputation and 

external trust. These themes reflect the core dimensions of post crisis learning and resilience 

building discussed in contemporary crisis management literature. 

Second, this study includes only peer reviewed journal articles published between 

2020 and 2025, while books published between 2015 and 2025 were also considered to 
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provide foundational theoretical perspectives. This time frame was selected to ensure that the 

analysis reflects the most recent developments and insights in crisis management and 

organizational resilience research. Third, academic validation was ensured by selecting 

publications from reputable and internationally recognized publishers and journals, including 

SAGE, Taylor & Francis, Elsevier, Wiley, Oxford, MDPI, Emerald, as well as other journals 

indexed and accredited by Scopus. This rigorous selection process was intended to maintain 

the quality, credibility, and academic robustness of the literature reviewed. 

 

RESULTS AND DISCUSSION 

1. Post-Crisis Management 

In essence, organizations inevitably experience crises; some fail, while others 

successfully navigate them. The most critical aspect for organizations is their ability to 

draw lessons from past crises (Ulmer et al., 2019). Although risks cannot be entirely 

avoided after a crisis, they must be managed dynamically (Das & Wong, 2014). 

Organizations are therefore required to maintain continuous readiness for crises that 

may permanently disrupt organizational stability and, where possible, to prevent crises 

from occurring (Vašíčková, 2020). Post-crisis planning is essential as both an 

evaluative and strategic tool, enabling organizations to adapt, recover, and strengthen 

remaining systems following a crisis (Khirfan et al., 2025). Figure X illustrates how 

crisis management operates as a process (Vašíčková, 2020). 

Crisis management as a process involves a sequence of steps and procedures that guide 

crisis prediction and identification. A crisis management approach refers to the strategy 

selected to resolve a crisis. A reactive approach aims to restore business stability 

through clear procedures initiated after crisis identification, whereas a proactive 

approach anticipates future crises based on analysis and lessons learned from previous 

events (Vašíčková, 2020). 

Crises can be categorized into predictable surprises, which can be anticipated and 

prepared for, and unpredictable surprises, which occur unexpectedly and are often 

associated with attack-related crises that may threaten organizational reputation 

(Dobosz, 2020; Ulmer et al., 2019). According to Buhagiar and Anand (2023), every 

crisis must be anticipated through three key dimensions: 

a. Organizational personnel: Organizational leaders, occupying strategic positions, must 

proactively manage crisis processes by balancing paradoxes and tensions, fostering 

organizational flexibility, regulatory compliance, employee voice, and preventing 

opinion isolation. 

b. Organizational learning: Leaders in crisis contexts are required to demonstrate 

commitment to creating a continuous learning environment grounded in past 

organizational experiences or organizational memory. 

c. Knowledge management: Knowledge management functions as a guideline for 

decision-making based on organizational history. 

To support post-crisis learning, evaluation is indispensable in determining which 

practices remain applicable and which should be discontinued. Such evaluations must be 

crisis-specific and adopt tailored approaches depending on the nature of the crisis, for 

example, by involving stakeholders and clearly communicating post-evaluation 
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recommendations. These approaches are applicable across organizational domains, and 

recommendations must be disseminated to all organizational members, as employees 

generally recognize the importance of learning from crises (Björnqvist et al., 2025; 

Conoscenti et al., 2021). It is also important to recognize two organizational models: 

organizations that implement pre-damage minimization can significantly reduce crisis 

impacts, particularly when complemented by post-crisis actions. Conversely, organizations 

lacking pre-damage minimization experience greater negative effects, which are further 

amplified in the absence of post-damage minimization. This demonstrates that both pre-crisis 

and post-crisis preparedness significantly influence crisis outcomes (Sato, 2015; Sokol et al., 

2021). 

Crises may also trigger organizational learning by highlighting the importance of both 

internal and external resources. Learning can occur indirectly through vicarious learning or 

directly through experiential learning (Islam et al., 2022). Externally, government policies 

may contribute to post-crisis recovery by protecting society at large, including affected 

organizations (Kudej et al., 2021). Internally, shared understanding and collective mental 

models regarding organizational development and change initiatives are critical to effective 

learning and organizational growth (Nyström et al., 2018). Public attention to crises reflects 

an ongoing process of public evaluation. As stakeholders assess crisis responses, 

organizations must engage in continued communication and crisis monitoring to mitigate 

residual risks, particularly when crises generate crisis hooks that prolong public scrutiny 

(Coombs, 2021; Hendriks et al., 2020). In some cases, organizations employ corporate crisis 

advertising, typically involving apologies and disclosures of mitigation efforts. However, 

organizations must exercise caution, as such communication may backfire if perceived as 

insincere or inconsistent with actual practices (Ho et al., 2017). 

2. Multilevel Resilience Development 

Post-crisis management cannot be conducted by a single organizational actor, 

particularly from a communication perspective. Effective integration of crisis 

communication and operational crisis management facilitates cohesive crisis responses 

and robust preparedness strategies (Dobosz, 2020). Organizational member 

participation in crisis response is influenced by internal communication practices, 

servant leadership, and transparent communication, which encourage post-crisis 

learning and adaptation, thereby strengthening organizational resilience, legitimacy, 

and trust (Elshaer & Saad, 2022; Hendriks et al., 2020). 

The development of professional principles at both personal and systemic levels, along 

with the implementation of monitoring systems, supports effective organizational 

governance (Jambarsang et al., 2025). To cultivate positive organizational character, 

leaders must model exemplary behavior by empowering employees, providing 

recognition, respecting individual interests, and granting autonomy, thereby enabling 

employees to adapt and build resilience (Elshaer & Saad, 2022). 

Organizational resilience operates across individual, team, and organizational levels. 

At the individual level, resilience is shaped by optimism, coping skills, self-efficacy, 

leadership support, and emotional regulation. Team-level resilience reflects collective 

responses to pressure, emerging through shared beliefs, mutual trust, and adaptive 

coordination that enhance performance, innovation, and learning capacity. At the 

organizational level, resilience is defined as adaptive capacity to sustain core functions 
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and engage in critical learning, resulting in empirically demonstrated positive 

relationships between resilience, firm performance, product innovation, and 

organizational effectiveness (Raetze et al., 2021). 

3. Transparency and Integration of Crisis Communication 

Transparent organizational communication during crises positively influences the 

development and reinforcement of employee resilience, contributing to a constructive 

work climate in which employees participate in decision-making and face future 

challenges with confidence (Elshaer & Saad, 2022). Communication transparency 

emerges through interdisciplinary integration that enriches organizational knowledge 

regarding resilience (Elshaer & Saad, 2022). Ideally, crisis communication should 

prioritize transparency and public safety; however, sensitive information is often 

withheld within organizations (Dobosz, 2020). 

4. Integration of Leadership, Knowledge Management, and Organizational 

Learning 

In market contexts, consumers are frequently exposed to negative information about 

organizations or individuals, triggering adverse reactions that influence negative word-

of-mouth through vicarious learning. To mitigate such damage, organizations must 

implement strategies encompassing pre-crisis damage alleviation, such as reputational 

insurance, and post-crisis damage alleviation through public statements and recovery 

actions (Sato, 2015; Ulmer et al., 2019). 

Stronger integration between crisis communication and operational crisis management 

promotes cohesive crisis responses and enhanced preparedness. Consequently, 

communication practitioners add organizational value in post-crisis contexts by 

supporting reputation building and stakeholder engagement, which directly affect 

organizational outcomes (Dobosz, 2020). Learning during crises is a prerequisite for 

developing learning-oriented organizations and contributes to organizational memory. 

Knowledge management systems serve as infrastructure for rapid yet measured 

decision-making (Buhagiar & Anand, 2023). 

5. Post-Crisis Management in Building Trust and Reputation 

Organizational reputation is constructed through public evaluation based on criticism, 

support, and contestation. Positive evaluations can benefit organizations through 

improved product ratings and customer satisfaction, whereas negative assessments 

make reputational recovery increasingly difficult (Stanton, 2020). Crises generate 

affective and cognitive responses that shape reputation, necessitating remedial efforts 

(Ho et al., 2017; Sato, 2015; Vašíčková, 2020; Whitehead & Belghitar, 2022). 

Public trust recovery can be achieved through transparent communication and 

leadership practices (Dobosz, 2020; Elshaer & Saad, 2022; Ulmer et al., 2019). 

Reputation can be restored through remedial actions aimed at re-establishing 

organizational legitimacy (Whitehead & Belghitar, 2022). Organizations may also 

leverage technology to support reputational recovery, as integrated crisis strategies 

influence response acceptance and strengthen public trust (Dobosz, 2020). 
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Social media represents a key mechanism for crisis communication, enabling public 

access to information and facilitating public discourse. During crises, social media 

allows publics to (a) communicate with others, (b) communicate about others, (c) 

engage in oppositional communication, (d) discuss past events, and (e) evaluate one 

another (Baniya, 2024). In implementing post-crisis remedial actions, organizations 

must remain consistent with legitimacy theory, whereby organizational actors 

voluntarily and substantially increase relevant disclosures to restore public legitimacy 

(Whitehead & Belghitar, 2022). 

 

CONCLUSION 

This study concludes that post crisis evaluation plays a critical role in transforming 

crises into valuable learning opportunities for organizations. Through systematic reflection 

and evaluation, organizations are able to identify weaknesses, improve crisis response 

mechanisms, and strengthen organizational resilience across individual, group, and 

organizational levels. The integration of post-crisis evaluation with effective leadership, 

transparent crisis communication, knowledge management, and organizational learning 

significantly enhances an organization’s capacity to adapt to and respond to future 

uncertainties. Ultimately, organizations that institutionalize post-crisis learning are better 

positioned to restore legitimacy, rebuild public trust, and sustain long-term resilience in an 

increasingly complex and unpredictable environment. 

Recommendations 

Based on the discussion, several reflections and implications emerge, leading to a set 

of practical recommendations. Post-crisis situations represent a critical turning point for 

organizations to ensure their survival. To develop effective recovery strategies, organizations 

need to conduct comprehensive evaluations and institutionalize post-crisis assessments 

through standardized operating procedures (SOPs). Formalizing evaluation standards not 

only strengthens reflection and organizational learning but also enables organizations to 

repeatedly apply lessons learned when facing future crises (Conoscenti et al., 2021; Sokol et 

al., 2021). In efforts to restore organizational reputation after a crisis, the strategic use of 

social media can serve as an effective crisis communication tool by providing transparent 

information and regular updates to the public (Dobosz, 2020). Additionally, engaging 

directly with specific communities can support reputation recovery by rebuilding 

relationships and public perception (Hurtado Illanes, 2024). 

Post-crisis management should be recognized as a shared responsibility across all 

organizational levels. Conducting training programs and crisis drills tailored to each 

organizational role can enhance preparedness and clarify responsibilities in anticipating 

future crises (Ho et al., 2017; Raetze et al., 2021). Furthermore, maintaining transparency 

and open dialogue with stakeholders is a more effective approach to reputation recovery than 

denying or avoiding acknowledgment of past crises. Honest communication can significantly 

contribute to restoring public trust (Hendriks et al., 2020; Whitehead & Belghitar, 2022). 

Complementary actions, such as implementing corporate social responsibility (CSR) 

initiatives, may also function as symbolic and practical expressions of accountability and 

apology (Sato, 2015). Organizational leaders are expected to adopt a service-oriented 

mindset toward employees, which can be fostered through targeted leadership development 
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programs based on the outcomes of leadership evaluations (Elshaer & Saad, 2022; 

Jambarsang et al., 2025). Where feasible, post-crisis strategies derived from evaluation 

processes should be further examined through empirical research to assess the effectiveness 

of integrated crisis management frameworks. 

From a scholarly perspective, several implications can be highlighted. Crisis 

management should not be viewed solely as operational recovery but as a long-term process 

aimed at restoring legitimacy and public trust (Sato, 2015). Organizational resilience cannot 

be achieved through a single dimension; instead, it requires the development of multi-level 

resilience encompassing individuals, groups, and organizational systems (Nyström et al., 

2018; Raetze et al., 2021). Transparent crisis communication plays a crucial role in repairing 

trust, as post-crisis reputation is shaped not only by organizational image but also by 

voluntary stakeholder support and the quality of organizational relationships (Buhagiar & 

Anand, 2023; Dobosz, 2020; Whitehead & Belghitar, 2022). Moreover, leaders’ ability to 

learn from failure enhances organizational readiness in dealing with predictable surprise 

crises and fosters a culture of integrity-based communication (Buhagiar & Anand, 2023; 

Elshaer & Saad, 2022; Hendriks et al., 2020; Ulmer et al., 2019). Finally, improvements in 

organizational reputation are strongly influenced by transparency and honesty, while the 

integration of leadership, knowledge management, and organizational learning remains a key 

determinant of effective post crisis management (Hendriks et al., 2020; Ulmer et al., 2019; 

Buhagiar & Anand, 2023). 
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