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Abstract 

The purpose of the research is to analyse how efficient the internal crisis communica-
tion has been during the Covid-19 pandemic at case company Hämeenmaa and what 
kind of knowledge about crisis communication was gained by the supervisors of the 
units. The aim is to provide valuable and practical information for the case company.  

The theoretical section of the thesis covers four main subjects. Firstly, crisis commu-
nication is covered in which crises are defined, internal communication is briefly ex-
plained, issues of crisis communication are presented, and evaluation is introduced. 
Secondly, special features of Covid-19’s connection to communication are presented. 
Thirdly, supervisor communication during crises is discussed. Fourthly, an introduc-
tion of the case company’s situation regarding internal crisis communication is pro-
vided. 

The empirical part of the thesis utilized a triangulation research method by combining 
quantitative and qualitative methods. This was done by establishing an online survey 
consisting of closed and open questions. The survey provided supervisors with the 
possibility of expressing their views of the topic. The survey was collecting information 
for two and half weeks from the research target group which consisted of 130 supervi-
sors. Results were then analysed and compared to the theoretical framework. 

Valuable information was gained about the efficiency of crisis communication. The sit-
uation in the company has been overall demanding, yet results show that good prac-
tices have been used. Pre-planning and fast reaction have been dominant elements. 
Supervisors felt that the style, content and channels of the communication have been 
efficient. Additionally, the communication was able to help the supervisors succeed in 
their work. 

Supervisors have learned that the most important factors of crisis communication are 
up-to-date information, clarity of communication and swiftness of the initiative. Addi-
tional knowledge was also gained, and the overall image of learning has been posi-
tive. The gained knowledge and experiences are recommended to be shared among 
other supervisors 

The study findings provide a basis for more profound research regarding internal cri-
sis communication within the company and offer a resource for other companies to 
examine while evaluating their crisis communication efforts and plans. 
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1 INTRODUCTION 

1.1 Background of the Study 

Societies, individuals and companies have suffered and felt the consequences in various 

ways during the Covid-19 pandemic. Coronavirus disease (COVID-19) is an infectious dis-

ease that was discovered by the World Health Organisation on 31 December 2019 originat-

ing in the People’s Republic of China (WHO 2020). The disease spread at an accelerating 

rate around the globe momentarily crippling policymakers. The nations of the world are still 

dealing with the pandemic, and it has had a devastating impact with high death tolls. The 

social impact has been huge as unprecedented measures have been taken to protect the 

health of communities by limiting the freedom of movement, daily routines, social contacts 

and working conditions. (Stroebe & Schut 2020.) 

Worldwide the vast majority of companies have been affected by the Covid-19 pandemic at 

varying levels regardless of the industry. This has led to consequences such as a decrease 

in sales, reduced working hours, full and part-time lay-offs, and a temporary shutdown of 

business activities. Topics such as hybrid working models, employee vaccination statuses 

and remote-collaboration tools have become more important. (The World Bank Group 2021; 

Boston Consulting Group 2022; Duc & Souquet 2020.) 

The case company Hämeenmaa is no different from other companies with this surprising 

event and its negative effects. From the beginning of the pandemic, the company experi-

enced a decline in the number of customers in hotel and gas station activities. Furthermore, 

the government demanded the opening hours of restaurants to be shortened. (S-Ryhmä 

Uutisarkisto 2020a.) Occasional difficulties in product availability emerged due to a sudden 

increase in demand for day-to-day products and groceries. (S-Ryhmä Uutisarkisto 2020b.) 

Various efforts have been implemented in all areas of the business to balance the stability 

of company operations and government recommendations and regulations. Remote work-

ing was implemented to whom it was possible, sanitation measures were increased, res-

taurant employees were transferred to grocery market units to support their subsistence 

and communication for employees as well as customers were increased and centralized to 

the abnormal situation. (Hämeenmaa 2021.) 

Corporate communication and corporate strategy are closely linked, and good corporate 

communication serves the business well as its main focus is on the key stakeholders. Cor-

porate communication is a management strategy that determines the importance of differ-

ent stakeholders and what information they need. (Forman & Argenti 2005, 248.) 
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During a time of crisis, importance of communication is heightened. Crises are often de-

scribed as threatening, destructive and overall negative events without any redeeming 

value. Crisis communication is not solely about managing the crisis-induced threat. With 

properly planned and implemented communication the crisis may create potential for op-

portunity, renewal, and growth. By using the right methods, the company may preserve its 

reputation and image. (Ulmer et al. 2011, 1.) 

1.2 Objective and Research Questions 

A research objective supports research questions and allows the author to operationalise 

them. An objective presents how the research is intended to be structured to answer the 

questions and achieve the aim of the project. (Saunders et al. 2016, 46.) 

In this research, the focus is on corporate communication and more specifically on internal 

communications as experienced by supervisors of the case company Hämeenmaa. 

Hämeenmaa operates in an area of 21 municipalities within Kanta- and Päijät-Häme. Busi-

ness operation areas involve grocery, hardware, department, specialty, car, traffic, accom-

modation, and nutrition. The company employs approximately 2950 workers. 

The objective of this research is to understand the efficiency of crisis communication prac-

tised during the Covid-19 crisis and what kind of knowledge was gained from the crisis 

regarding crisis communication, with the focus on supervisor communication. Based on the 

results of the research, recommendations are provided for the company and suggestions 

for further research are presented. 

The research question is the centre of the research project, and it defines what the issue is 

to be studied and what the project seeks to find out, explain and answer (Saunders et al. 

2016, 42). 

Due to the objectives of the research, the following research questions were formed: 

How efficient has the internal crisis communication been during the Covid-19 crisis? 

 

What kind of knowledge was gained by the supervisors about crisis communication? 

1.3 Research Limitations 

Limitations of the research are characteristics of the design or methodology that occur from 

the interpretation of the findings by the author. These can be constraints on generalizability, 

applications to practice or usability of the findings caused by the initial decision to design 

the study. (USC Libraries 2021.) 
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There are a few clear limitations to this specific research. Firstly, the primary data of the 

research is collected from the supervisors of the units and not from all personnel so in the 

results this aspect will be excluded. 

The case company is a rather large chain company with its own communication unit so the 

results may not be directly proportional to the smaller companies which may execute the 

crisis communication in a different manner as the number of staff is lower, physically work-

ing at the place and the communication responsibility solely on the business owner. 

1.4 Research Method 

In quantitative research, the author aims to find answers to research questions based on 

quantities and percentages often acquired through questionnaires. Results can be pre-

sented with charts and graphs. A quantitative method usually gives an insight into the cur-

rent situation but not about the causes. A qualitative research method helps to understand 

the research subject more thoroughly. It is limited to a smaller group of cases, but the aim 

is to analyse them as detailed as possible. This method can be implemented for example 

with interviews. (Heikkilä 2008, 16-17.) 

In this research, the theoretical framework comes from a variety of literature considering the 

topic of crisis communication. Theoretical framework sources include books, e-books, and 

scientific articles as well as relevant information from the organisation. A qualitative re-

search method was applied to gain information about the current situation of the crisis com-

municational efforts at the case company. This was done by sending a pattern of questions 

to the customer relations manager of Hämeenmaa. Questions were formed from the theo-

retical literature. 

Primary data was collected by using a quantitative research method in the form of a survey. 

The survey was sent to the supervisors of the units. The survey includes also a qualitative 

research method as it contains open questions which seek to find out more in-depth infor-

mation. This is called the triangulation method. This method provides a more comprehen-

sive view of the researched topic and potentially increases the validity and reliability of the 

research. (Bhandari 2022.) 

The focus of the survey was to find out if the communication was successful and clear or if 

something was challenging or if there was something that would need to be examined and 

adjusted. Additionally, the aim was to find out what the supervisors learned from the crisis 

communication and if it was supportive enough to enable their capability to execute their 

tasks. The survey was established in cooperation with Hämeenmaa. 
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The research group was the supervisors of the units at Hämeenmaa. The research target 

group was large which led to a decision on emphasizing the quantitative method. This target 

group was chosen because their role demanded them to process and deliver the data on-

wards to the teams and because they are not just information receivers. Another reason to 

select supervisors to be the research group was to gain a higher answer rate and therefore 

more reliable results. The risk in including all the employees would have been a lower an-

swer rate as the survey was not made mandatory for the target group and there was not a 

possible reward to provide for the answering as sometimes Hämeenmaa may provide on 

its self-made personnel surveys. 

1.5 Structure and Timetable of the Thesis 

The thesis consists of five main parts. These are the introduction, theoretical framework, 

empirical research & data analysis, conclusions, and references. The structure is presented 

in figure 1. 

 

 

Figure 1 Thesis Structure 

The first part includes the background information and introduces the essential parts such 

as research objectives and methods. The second part provides the theoretical framework 

for the thesis. It consists of four chapters. Firstly, internal crisis communication is introduced. 

Secondly, special features of the Covid-19 pandemic’s effects on crisis communication are 

discussed. Thirdly, the theory regarding supervisor communication is provided. Fourthly, 

the situation of internal crisis communication in the case company is introduced. The third 

part explains the methods of the research, presents the results, and provides recommen-

dations. The fourth part concludes the thesis by answering the research questions and an-

alysing validity, reliability and ethics. Suggestions for further research are also provided. 

The fifth part contains the references followed by appendices.  
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The theoretical framework was gathered during the years 2021 and 2022. The survey was 

sent out on 9.3.2022 which was collecting data until 27.3.2022. During the spring of 2022, 

the data was analyzed and results with recommendations and suggestions were imple-

mented. 
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2 CRISIS COMMUNICATION 

2.1 Definition of Crises 

We live in a society affected by natural disasters, organizational crises, public health threats 

and terrorism as well as other types of crises that have the potential to disrupt our lives. 

Different governmental departments need professional crisis communicators. Companies 

and organizations are recognizing the need for these professionals, who have crisis com-

munication skills to implement into their human resources, public relations, and leadership 

teams.  

Crisis can be viewed as opportunities for learning and improvement at turning points in an 

organization’s life cycle. If crisis communication is not studied and planned the stakeholders 

associated with the organization are likely to be stunned, frightened and depressed which 

may lead to everlasting decreased confidence in the organization. (Ulmer et al. 2011, 2-4.) 

IIKK-Model presented by Kortesuo (2016, 32-36) aims to explain the origin of a crisis event. 

It starts from a phenomenon which may be anything from a single post on social media to 

a slightly increased number of infections of a new virus somewhere in the world. Some of 

these phenomena then progress to spark debate making them an issue and depending on 

the effects and level of seriousness, they may create a crisis. This progression of the model 

may happen in seconds or take even years. A common statement states that it is hard to 

prepare for crises as all of them are different, but in fact, they tend to follow the same pattern 

(Karhu & Henriksson 2008, 120). 

 

Figure 2 Phases of a Crisis (Kortesuo 2016, 32) 

Figure 2 demonstrates four stages of a crisis. Before the actual crisis, it is possible to notice 

pre-warnings by sounding the phenomena and debating issues. All negative events may 

not evolve into crises but with poor preparations and preparedness crisis may develop sud-

denly and unnoticeably. (Kortesuo 2016, 32.)  

Crises can be classified according to organization type, activity and environment. There can 

be both internal and external as well as tangible and intangible crises. Tangible crises in-

volve physical damages, risk in profitability and problems with equipment and property. In-

tangible crises present threats to reputation and knowledge capital. Fundamental charac-

teristics are the element of surprise, threat and short response time. In addition, there are 
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also unexpected slowly evolving crises, such as illnesses, frauds and crimes. (Kortetjärvi-

Nurmi & Murtola 2015, 110.) 

Coombs (2004) presents three additional types of crises in his Situational Crisis Communi-

cation Theory (SCCT). A victim crisis is a type of crisis that is not the company’s fault and 

could have not been prevented. These may be for example rumours or natural disasters. In 

an accidental crisis, the company is at fault, but it comes from an unintended mistake such 

as product or equipment failure. An Intentional crisis which may be also called a preventable 

crisis means that the company has made a purposeful action that resulted in negative con-

sequences. Business involves risk-taking and it may lead to devastating events making this 

type of crisis the worst threat to the company’s reputation. 

2.2 Fundamentals of Internal Communication 

Communication is a basic function within communities, companies, associations and net-

works to make ground for working conditions. It belongs to the core of operations, and it is 

fundamentally linked to other activities in an organization. When utilized well, it can be an 

essential resource for the community. (Kortetjärvi-Nurmi & Murtola 2015, 9.) 

Core principles of communication are:  

1. all organizations need managed day-to-day communication 

2. exchange of information 

3. enhancement of sense of community. 

The most important target segments are personnel and stakeholders closely connected to 

the organization. (Kortetjärvi-Nurmi & Murtola 2015, 9-11.) 

Association of communication professionals ProCom e.V. stated in 2012 that the main tasks 

of organizational communication are to be goal-oriented and interactive. Interactive and 

transparent communication makes a common vision and makes objectives clear. Sounding 

provides the organization insight into planning and decision-making. Communication pro-

fessionals tune, advise and guide their community to communicate via consultation and 

communication education. (Juholin 2013, 28.)  

Communication is interaction and the language has an important role in that. According to 

Kortetjärvi-Nurmi and Murtola (2015), there is a sequence for arranging the language. This 

sequence focuses on the selection of content and tone, and the arrangement of how it is 

presented 
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2.3 Crisis Communication Strategy 

Planning of communication is based on the community’s operational strategy, in which the 

community has defined its basic purpose (mission), future will and aspect (vision) and val-

ues (Kortetjärvi-Nurmi & Murtola 2015, 54-56). 

 

Figure 3 Community’s Communication Planning (Kortetjärvi-Nurmi & Murtola 2015, 54-56) 

The planning consists of strategic and operative levels. The strategic level is often called 

communication strategy and it promotes the community’s efforts to achieve the overall 

goals. A communication plan is established from the strategy. The plan defines practical 

actions on an operative level for a certain period of time. By establishing clear objectives, 

the results can be measured and evaluated. (Kortetjärvi-Nurmi & Murtola 2015, 54-56.) 

SCCT is an efficient tool for the public but may equally be used for internal communication. 

It gives an outline for crisis communication, but a decision on the necessary actions is based 

on the situation and the knowledge that the company has of its stakeholders and their ex-

pected responses. 

Firstly, a company needs to identify the type of crisis it is facing which was defined in sub-

chapter 2.1. Secondly, a company should choose an internal crisis communication strategy. 

There are four different options for communication strategies. A company cannot predict 

the exact reaction of the stakeholders, so it should prepare and be ready to use a different 

strategy based on the reaction of the initial strategy implemented. Examples of strategies 

are rebuilding, diminishing, denying and bolstering. (Coombs 2014, 5-6; Amaresan 2022.) 

With the Covid-19 crisis the bolster strategy could be seen as a fitting option. The strategy 

on internal communication aims to remind employees of the business’ past successful way 

of operating and to call out for loyalty and dedication. John Capodanno (2020) further states 
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that highlighting of employee efforts reassures that their dedication is greatly appreciated 

and valued. 

It should be noted that not every crisis needs to be communicated to the public at all. The 

message to the stakeholders can be different from the message to the public, but still main-

tain consistency on fundamental issues. (Amaresan 2022; Sommerfeld 2017.) 

Whenever possible, internal crisis communication should precede communication with ex-

ternal stakeholders. It is for example vital that employees do not hear negative Covid-19 

news affecting their organization and employment from outside sources first. This will alien-

ate them and hinder otherwise successful pandemic response and recovery efforts. 

(Schmidt 2020.) 

From another perspective, personnel is also a remarkable announcement channel to the 

outside of the company, for example, to media. This means that bad internal communication 

can also ruin the crisis communication to the public. This is why it is important to keep the 

personnel up to date on the situation and its impacts on the company right from the begin-

ning. (Karhu & Henriksson 2008, 63.) 

Thirdly, consideration should be done on whether some degree of external consultation is 

needed. This can enhance the company’s ability to respond and recover. A few trusted 

advisors may also help to brainstorm the picked strategy. (Coombs 2014, 5-6; Schmidt 

2020.) 

According to Juholin (2013), a crisis communication plan should avoid being too theoretical, 

detailed, narrow and outdated. The plan also should not be established on the old plan prior 

to the “online-time” as it demands 24-hour implementation readiness. The implementation 

is also difficult if the plan is never tested in practice. 

If the communication chain will not work fast enough and the people in key roles won’t 

receive an accurate picture of the situation fast enough, it may lead to bad results. The 

reaction will be viewed as too little which gives an undermining image. On the other hand, 

too hurried actions may result in faulty information which is hard to correct. (Karhu & Hen-

riksson 2008, 37-38.)  

2.4 Style 

Fundamentals of crisis communication are swiftness, openness, honesty and initiativeness. 

Often undermined attributes are also responsibility and humanness. (Karhu & Henriksson 
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2008, 27.) Honest and clear communication helps to avoid giving an untrusted image and 

it should be provided for all involved in the crisis (Coombs, 2014 5-6). 

Telang and Deshpande (2016) refer to 5Cs in their study of crisis communication. The 

framework lists the main factors to be care (the company empathizes with those who are 

affected and show care about their problems), commitment (by showing the willingness to 

solve the problem, seek the cause and prevent it from repeating), consistency and coher-

ence (everyone in a responsible position has the same line in their messages) and clarity 

(problems of the crisis should be addressed and the company’s position and actions should 

be clarified). 

There is not a “one size fits all” in crisis response as the situations are surprising by their 

basic nature, but the pattern should be researched to develop a more efficient crisis com-

munication. One good method is to research other companies’ crises situations and study 

their best practices. 

Allen Sommerfeld’s (2017) research suggests that a company should focus its internal crisis 

communication on regular communication in all phases of the crisis, favour face-to-face 

communication, establish opportunities for employee dialogue and compose trustworthy 

messages. 

Research also recommends best practices for communicators which focus on proper timing, 

the content of the messages and connection. Regarding timing, impulsiveness should be 

avoided, a schedule should be made involving consistent updates, employees need to com-

municated first, and also after the crisis. 

When creating messages, the communicator should have an internal sounding board for 

ideas. Messages should reflect the values of the organization and the communicators 

should learn from the internal audience. Karhu and Henriksson (2008, 27) add that a com-

pany should avoid too technical professional language to keep to the message easily un-

derstandable. 

Employees who are communicated in an open, timely and truthful way are not only able but 

also often willing to represent their company and support its goals internally as well as ex-

ternally. This is especially true in the time of Covid-19. (Schmidt 2020.) 
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2.5 Two-Way Communication 

Traditionally the line between internal and external communication has been that the “mes-

sage receivers” or “parties of interaction” could be divided into inner and outer circles. Em-

ployees, managers, executives and relatable partners would be the inner circle as then 

customers and other segments or partners would be the outer circle. (Juholin 2013, 51.) 

The traditional line is fading as in the modern world stakeholders are communicating more 

efficiently and creating more networks among each other. Stakeholders and staff may need 

to influence the company’s matters which could then lead to more proactive relations em-

bracing discussion and interaction. (Juholin 2013, 53.) 

Employees are likely to be vested in helping the company to overcome the disruption and 

maintain its competitiveness. Some of the employees may be willing to put extra effort and 

time to improve the situation. These employees should be guided to speak up externally 

and internally. This empowerment reinforces messages within the organization and helps 

to carry them into the community. (Schmidt 2020.) 

Especially during a crisis, communication should be viewed as two-way communication. 

There are three methods to approach this and are best when applied altogether: interper-

sonal, horizontal and cross-functional communication. Interpersonal communication is an 

exchange of messages between two people. Horizontal communication means information 

sharing between groups of people on the same level within the organization. Cross-func-

tional communication locates between different departments or functions within the organi-

zation. (Coombs 2014, 5-6.) 
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Figure 4 from Frandsen and Johansen (2011) gives an example of relation in terms of two-

way communication during a crisis cycle.  

Figure 4 Staged Approach to Internal Crisis Communication (Frandsen & Johansen 2011) 

Stages of crisis are presented on the horizontal axis which is defined by focal points. Vertical 

axis distinguishes between communicative situations. The distinction demonstrates how 

employees are to be mobilized during each stage of a crisis. 
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2.6 Evaluation 

2.6.1 Evaluation of Communication 

Approximately half of all organizations measure their communication but the connection to 

the organization’s goals and strategy is not always obvious. Traditional measurement meth-

ods are focused on media hits and different kinds of feedback and staff surveys. The chal-

lenge is to answer the question of how communication has helped the company achieve its 

goals. (Juholin 2010, 15.) 

ROI (Return on Investment) is an essential business measurement tool that is used to 

measure the profitability percentage coming from a company’s certain investment (Beattie 

2021). This should be utilized in communication as well, even though it is viewed as chal-

lenging in that area. For example sales results or crisis prevention is often affected by mul-

tiple factors. Results of communication can be measured by focusing on notoriety, reputa-

tion, trust, commitment and the effectiveness of work community communication. (Juholin 

2013, 416-417.) 

Figure 5 Dynamic Cycle of Evaluation (Juholin 2013, 417) 

Figure 5 presents the continuing linkage of evaluation. Evaluation of the plans focuses on 

the future and questions if the company is doing the right things and if the plans are based 

on real challenges in the future? Tracking and evaluation of the processes focuses on the 

current moment asking what is happening and are we acting smart? Evaluation of the ef-

fectiveness may be evaluated within a certain frequency by finding out what was accom-

plished and if the goals were achieved. These three steps are done for the development, 

making it the most important phase. It aims to find out strengths, weaknesses and issues 

to develop. 
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In critical events companies should also ask themselves during the cycle, what led to suc-

cess, what led to failure, how should have we acted in order to succeed and what attitudes, 

values, skills, knowledge and procedures led to success or failure? (Juholin 2013, 417-421.) 

Additionally, the following questions highlight key points from the communications aspect: 

Was the crisis detected early enough? How did the communication start? Did the message 

remain intact, and if not, was incorrect information corrected? (Kortesuo, 2016, 171-172.) 

2.6.2 Data Collection 

Data collection is the first step of the evaluation. Data comes from sources such as crisis 

records, stakeholder feedback and organizational performance measures. The records 

should be reviewed for any noticeable mistakes. Examples of these mistakes could be: was 

the important information not processed, were there inappropriate messages sent to the 

stakeholders or were stakeholder inquiries ignored. 

Feedback from employees gives management insight into whether messages have reached 

the employees and reached desired goals. Management can learn from their employees’ 

perceptions, opinions and expectations. Additionally, it may reveal what external stakehold-

ers and colleagues are sharing with them. Feedback often offers valuable suggestions to 

seize opportunities, minimize damage and enable critical changes. (Mendy, Stewart & Van 

Akin, 2020.) 

This information alone does not present the overall performance of crisis management. It 

describes the final impact of the crisis. Crisis managers must compare the outcome to the 

objectives of the crisis management team and to the projections of what the impact would 

have been if no actions would have been taken to manage the crisis. (Coombs 2014, 169.) 

Crisis managers should keep stakeholders updated on possible changes, as they are com-

pleted and how well the changes are working. Investigation and tracking of the crisis should 

be continued to prevent future crises. This leads to natural transmission from the post-crisis 

phase to precrisis phase making the crisis management an ongoing process. (Coombs 

2014, 173-177.) 
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3 SPECIAL FEATURES OF COVID-19 TO COMMUNICATION 

 

3.1 Stages and Actions 

McKinsey’s article has framed the Covid-19 crisis in five stages: resolve, resilience, return, 

reimagination and reform. These phases take place at different points of the life cycle of the 

crisis. Each phase requires a different kind of communication. These phases are presented 

in figure 6. 

 

Figure 6 Crisis Communication Life Cycle (Mendy, Stewarts & Van Akin 2020) 

In the early stages, communicators are providing instructing information to stay safe and 

calm. 

As fundamental instructions are understood and followed the communication shifts the fo-

cus on adjusting for the change and uncertainty. 



16 

 

Finally, the information received is to be shared to help people understand the crisis and its 

impact better. (Mendy, Stewarts & Van Akin, 2020.) 

3.2 Corporate Social Responsibility 

Corporate Social Responsibility’s basic idea is to give and take. Every company exists be-

cause of the society around it. Society consists of such groups as customers, employees 

and habitats of the local area. The practice of CSR is done by contributing something back 

to that society. This may include actions toward environmental development, sustainability, 

education or health and sanitation. CSR can benefit a company in form of innovations, op-

portunities and fresh prospects. (Sharma 2020.) 

According to Christina Bertinelli (2020), an increasing number of companies have ex-

pressed their desire to practice better CSR during the Covid-19 pandemic. From the per-

spective of internal communication, she advises companies with the following practices; 

demonstration of appreciation in form of even a simple “thank you”. Reassurance that the 

situation is temporary. Reminders of the resources available to help cope with the crisis, 

such as mental health services, wellness programs or flexibility with childcare. Providing 

platforms and space for employees to show how they are giving back by posting photos 

and updates on social media. 

3.3 Sources of Information 

One-voice policy has become a more popular method of communicating in pursuit of coher-

ent and simultaneous communication. This policy may be difficult to maintain during Covid-

19 as employees tend to talk about stressful work-related matters with the community 

around them. 

A disgruntled employee poses a potentially serious threat by sharing damaging information 

with reporters or on social media. This could harm the one-voice policy and erase crisis 

response efforts. Company-wide one-voice policy can therefore be a beneficial investment. 

(Schmidt 2020.) 

3.4 Channels 

The covid-19 pandemic forced many to work from home offices. This may affect communi-

cation but channels that employees are used to should be favoured. Adjustment of these 

existing channels may be needed, as well as developing, testing and implementation of new 
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ones which are facilitating two-way communication with employees throughout the organi-

zation better. (Schmidt 2020.) 

Slack, Yammer and Zoom provide examples of online communication solutions to facilitate 

the new way of communicating. Such tools are essential to connecting employees remotely. 

(Schmidt 2020.) 

3.5 Style of Communication 

Due to the Covid-19 crisis, the demand from employees for updated information and con-

tinuous feedback has increased. Therefore, the volume and frequency of internal commu-

nication should meet these needs. 

The following questions should be examined before communicating with the employees: 

1. What is the desired outcome of the communication? 

2. What will be communicated? 

3. Who will initiate the communication? 

4. Which employees will be communicated with?  

5. How and (or) where is the communication going to happen? 

6. When will the communication take place? 

After the communication, as a part of evaluation and improvement, communicators should 

examine whether the communication objectives were met and what could be done better. 

As employees’ trust in management’s ability to handle the pandemic is critical, even seem-

ingly unimportant concerns should be addressed on systematical and ongoing basis. 

Managers and supervisors must carefully listen to employees and openly communicate 

what is known (facts), how they feel about it (feelings), and what they are doing about it 

(actions). 

Covid-19 effects on employees are pressure and uncertainty. This creates panic, false in-

formation and rumours. Guidance, relevant information, and motivation provided across the 

organizational hierarchies by the senior management reduce the possibility of these emerg-

ing. Particularly important issues to cover are concerns relating to the health and safety of 

employees and the company’s future. 
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Despite the wealth of sophisticated technology at the disposal of today’s professionals, 

face-to-face communication between supervisors and their direct reports remains one of 

the most effective communication tools. 

Even though many negative outcomes of the Covid-19 are out of a single company’s reach 

and cannot be affected, there are some things the company is responsible for. An example 

of this is a situation involving a positive Covid-19 result in the workplace. Communication 

should include empathy as well as a clear presentation of steps to be taken to handle the 

situation and prevent recurrences. Communication should not be solely viewed from the 

management’s perspective. The opinions, perceptions and expectations of employee 

groups should also be considered. (Schmidt 2020.) 
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4 SUPERVISOR COMMUNICATION DURING CRISIS 

 

Figure 7 presents the main sectors of an ongoing cycle for an ethical communicating leader. 

 

Figure 7 Cycle of Communicative and Ethical Leader (Juholin 2017, 268) 

A leader who handles these sectors knows himself and is there for the employees. He lis-

tens and leads dialog. He also recognises experts around him and utilises the technology. 

(Juholin 2017, 268.) 

When dividing the roles in crisis communication, senior management is often in charge of 

the external public side, and supervisors are responsible for the daily communication. Chain 

companies of greater size may also have different departments or units devoted to commu-

nication. In crisis communication own personnel is a particularly important stakeholder. A 

supervisor should avoid unnecessary speculation, cover-ups and underestimation and aim 

for swift, open, up-to-date and regular communication. There should be enough time re-

served for face-to-face interaction. Time of crisis is often physically and mentally burdening 

so supervisors need to ensure the time to care for their own basic needs, so they can appear 

humane, considerate and balanced in terms of words and body language in front of their 

staff. (Kortetjärvi-Nurmi & Murtola 2015, 112-113.) 
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A crisis is a test of loyalty. Common goals and team spirit are obvious features during normal 

times. During a time of crisis, employees tend to shift their thinking more towards their own 

position and safety. This results in negligence towards instructions, misinterpreting infor-

mation, pulling aside and an attitude of turning against their managers. A company should 

provide a way to express extreme feelings. Loyalty can also be increased with empathy, 

which means the ability to put yourself into the other side’s position. Importance lies not 

only in the content of the message but also in the style the messages are presented. (Karhu 

& Henriksson 2008, 108.) 

Mark Dancer (2020) argues that supervisors are critical for finding solutions during crises. 

One beneficial way is to gather ideas that may be helpful for the company’s survival. His 

research proposes four priorities for supervisors. These priorities are advocation, innova-

tion, renovation and communication. Communication should focus to share practical infor-

mation among other supervisors. Essential topics are functionalities of methods, availability 

for support and channels to voice out fears, and space for ideas and feedback. 

Supervisor support directed to the employees is based on social interaction, information 

exchange and quality of the relationship. This support crucially lessens the psychological 

impacts and uncertainty during a time of crisis and organizational change process. If the 

supervisor support is successful, the role of crisis communication from the organization may 

reduce. Counter-wise, if the support is low, employees need to rely more heavily upon the 

organization’s communication. (Charoensukmongkol & Phungsoonthorn 2020.) 

Shaun Martin (2020) states in his article that one major challenge during the Covid-19 crisis 

is information overload. This is caused by multiple external parties such as news, brands, 

government and health officials. Regardless, often it is better to over-communicate than 

under-communicate so in supervising position it is efficient to concentrate communication 

on guiding questions of “what, when and how”. This helps to keep the communication less 

burdening.  

Information is to be shared promptly as it’s received, but if there is something essential that 

is not known, that should be shared as well. Reinforcing the organisation’s core commit-

ments and values instill meaning and purpose. 

Information should be reviewed, repeated and reinforced. This is a way to make sure im-

portant messages are heard and understood by everyone. During a crisis, employees’ ca-

pacity to voice out their questions and concerns may be lessened so initiative from manag-

ers is needed before the concerns arise.  
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Connection on the human level reduces the threat response and communicates care. 

Demonstration of vulnerability such a way as introducing a discussion topic of emotions 

experienced at a given moment lead to a much richer conversation. When attention is fo-

cused on listening to the facts, values and feelings, the intended message can be more 

efficiently delivered and people feel that they’ve been heard. 

Research done by Charoensukmongkol and Phungsoonthorn (2020) proposes that 

coworker support regards as a key social resource to reduce work stress. Coworkers infor-

mally share information, and it fills the possible gap lacking in the formal communication 

from the organization.  

This may be an efficient and stress-relieving method of sharing information but there is a 

higher risk of misinformation and speculation leading to negative outcomes, increasing the 

anxiety and uncertainty of the employees. Content of this communication should be taken 

into consideration and formal communication should be comprehensive and consistent. 
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5 INTERNAL CRISIS COMMUNICATION AT HÄMEENMAA DURING COVID-

19 PANDEMIC 

The case company exercises sounding for weak external signals and internal change sig-

nals. These are noticed in the planning of the communication. The company noticed the 

signals of a possible crisis and recognized the special need for internal and external com-

munication in the early phase of the Covid-19 pandemic. The crisis expanded faster than 

expected but the executive team had time to be partially prepared for the necessary 

measures.  

The Crisis Management Team (CMT) was established on 17.3.2020. The team had been 

predetermined. Effects of the upcoming crisis were evaluated at first by CEO and CFO. 

After this, business directors were involved, and the effects of different scenarios were to 

be estimated. 

Hämeenmaa has got crisis communication plan. It defines the CMT and guides actions in 

different crisis situations in form of status cards. The plan is based on operating model of 

the crisis management team and a pre-prepared crisis management and preparedness 

plan. 

Crisis communication is practiced regularly with the experts of Suomen Osuuskauppojen 

Keskuskunta (SOK). SOK and regional co-operative enterprises such as Osuuskauppa 

Hämeenmaa belong to the retailing cooperative organization S-ryhmä. 

The overall picture of the crisis communication was not clear in advance, but Hämeenmaa 

got remarkable support from SOK to promote the necessary measures. Hämeenmaa had 

active cooperation with SOK, and the aim was to synchronize and coordinate the commu-

nicational entities to avoid potential discrepancies. 

The responsibilities of the communication were agreed upon beforehand but specifications 

came along the way. Market support, Human resources (HR) and product communication 

had their own team.  

The division between executives and HR was that the HR was responsible for communica-

tion concerning activities and safety of the staff. The role of the executives was to reassure, 

ensure the operational capability, ensure the implementation of made decisions and lead 

by example.  

Especially the activity and positive encouragement of the staff were highlighted. CEO em-

phasized the style of communication to honesty, openness and encouragement which were 

supported by active communication by the executive team. 
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Objectives of the crisis communication were fast situational awareness, a feeling of security 

for customers and staff as well as maintaining trust and reduction of fear and uncertainty. 

In addition, crisis communication for the supervisors of the units provided operating instruc-

tions for daily actions and support for customer communication.  

The main aspect of the personnel strategy was to retain the jobs of the staff, relocate staff 

between industries and ensure future continuity. 

Cooperation with the authorities focused on customer safety and communication of the in-

fection situation for quarantines and infections. Communication was done between hospi-

tals and the communication expert of Hämeenmaa. 

The channels of communication were the company’s website, email, newspaper advertising 

and social media. Inside the stores, audio advertising, posters and digital displays were 

used.  

Hämeenmaa has internal communication channels “Workplace” and “Workchat”. Work-

place functions in a similar way as the social media platform Facebook. Workchat is a more 

direct messaging platform for smaller groups. By centralizing internal communication to 

Workplace and Workchat the company has enhanced two-way communication with the staff 

and reduced communication via email.  

The importance of this personnel communication system increased during the crisis, and it 

was selected to be the primary information-sharing channel. This system saved time and 

resources as the information, discussions and refinements promptly reached the whole 

staff.  

Due to the crisis, a separate chat group was established for the CMT as well as a Q&A 

group concerning Covid-19 in which the experts of the company answered the questions of 

the staff. From the Q&A group company could recognize more efficiently weak signals and 

specify the responsibilities of the executives and roles in the communication.  

In the past, crisis communication has been assessed by job satisfaction surveys and cus-

tomer feedback. Company views that the crisis communication was executed on a good 

level. (Personal Communication Järvenselkä 2021.) 
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6 EMPIRICAL RESEARCH AND DATA ANALYSIS 

6.1 Data Acquisition 

A structured survey is a common way to collect feedback. A survey is most effective when 

it is kept simple and not too time-consuming. A typical survey is seeking information about 

specific strengths and weaknesses, level of satisfaction and suggestions for improvement. 

(Coombs 2014, 163.) 

The questions of the survey may repeat a similar pattern over time to achieve comparable 

information, but they can also include unique questions if the issue is acute and important. 

There are different methods on how to form a survey such as opposite adjectives, scaling 

from 1 to 5 and open questions. The survey should avoid things such as asking too personal 

background questions as it may reduce the willingness to respond or implementing too 

many questions as analysis of qualitative material could be difficult. (Juholin 2013, 427.) 

The survey for this research had a pattern of statements and questions. The survey con-

sisted of a total of 16 questions or statements and it was established with the Webropol 

survey program. All the questions or statements fell under four categories. The categories 

were Style, Channel, Content and Supervisor work. 

There were two questions to obtain background information of the respondents regarding 

age and years of experience in supervising position. 

10 statements used Likert’s scale in which the respondent is asked to present his/her per-

sonal opinion for a given statement (Heikkilä 2014). The scale was structured in the follow-

ing manner: 

1) Täysin samaa mieltä (Fully agree) 

2) Osittain samaa mieltä (Partially agree) 

3) En osaa sanoa (I don’t know) 

4) Osittain eri mieltä (Partially disagree) 

5) Täysin eri mieltä (Fully disagree) 

In one statement the respondent could express his/her opinion on the number of communi-

cation channels. In this statement options were, too few, good amount and too many. 
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Four of the questions were open-ended questions in which the respondents could express 

their thoughts more broadly about the presented issue. In one of these questions, the re-

spondent may freely express his/her suggestions for the development of internal crisis com-

munication in the company. 

The survey was published in the internal communication service Workplace on supervisors’ 

group “Hämeenmaa tiedotteet esimiehille”. It was collecting information from 9.3.2022 to 

27.3.2022. 

6.2 Results 

26 out of 130 supervisors answered the survey. This represents 20% of the research target 

group. 

Background 

Table 1 shows that 42% of the respondents were under 40-years-old and 58% were older 

than that. Table 2 shows that 23% of the respondents had worked in supervising position 

at Hämeenmaa for less than 6 years. Equally 23% had worked for 6 to 10 years and the 

rest 54% had over 10 years of experience. 

 

 

Table 1 Age of Respondents 
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Table 2 Experience as a Supervisor at Hämeenmaa 

 

Crisis communication statements 

The following statements and results are presented in categories 

Style 

Kriisiviestintä alkoi koronatilanteen alkaessa riittävän nopeasti (The crisis communication 

started fast enough as the corona situation started). Table 3 shows that 58% of the respond-

ents fully agreed and 34% partially agreed. 4% of the respondents had no opinion and 4% 

partially disagreed. According to the data, it can be stated that the crisis communication 

started fast enough at the beginning of the corona situation, as the majority of the respond-

ents fully agree and a third partially agree.  

 

Table 3 The Start of Crisis Communication 
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Viestintä on ollut tarpeeksi säännöllistä (Communication has been frequent enough). Table 

4 shows that 58% of the respondents fully agreed and 31% partially agreed. 11% of the 

respondents partially disagreed. According to the data, the communication has been fre-

quent enough as the majority fully or partially agreed with the statement. 

 

Table 4 Frequency of Communication 

Informaatio on ollut helposti ymmärrettävää (Information has been easy to understand). 

Table 5 shows that 27% of the respondents fully agreed and 54% partially agreed. 15% of 

the respondents partially disagreed and 4% fully disagreed. Approximately four-fifths of re-

spondents were agreeing from which majority of them just partially agreeing. Fifth were in 

some level disagreeing. According to the data, the vast majority found the information easy 

to understand. 

 

Table 5 Clarity of Information 
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Content 

Viestintä on ollut ajankohtaista (Communication has been up to date). Table 6 shows that 

48% of the respondents fully agreed and 52% partially agreed. According to the data, the 

communication has been up to date and the statement can be viewed to present an accu-

rate representation of the current situation as all the respondents agreed with the statement. 

 

Table 6 The Timeliness of Communication 

Lisätietoa on ollut helposti saatavilla (Additional information has been easy to access). Ta-

ble 7 shows that 52% of the respondents fully agreed and 40% partially agreed. 8% of the 

respondents partially disagreed. According to the data, additional information has been 

easy to access as the vast majority agrees with the statement indicating it to be accurate to 

represent the current situation. 

 

Table 7 Access to Additional Information 
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Mistä asiasta olisit kaivannut lisää viestintää? (From what issue would you have wanted 

more communication?). 9 respondents chose to answer this question. The opinions con-

nected to the actual question seem to be on a satisfying level, expressing that no further 

information has been needed. One respondent suggested that at some point the communi-

cation could have been more clear on which official orders and recommendations each 

operating instruction is based on.  

There were few remarks not necessarily straightly connected to the provided question. The 

main points are translated from Finnish as follows: 

“Messages came often on Fridays and during the afternoon when I had already left work” 

“Problem was not the adequacy of messages but the fact that they were scattered in differ-

ent channels” 

“Corona teams would have been efficient” 

 

Channel 

Viestintäkanavia on ollut a) Liikaa b) Sopivasti c) Liian vähän (There has been a) Too many 

b) Good amount c) Too few communication channels. Table 8 shows that 4% of the re-

spondents thought that there have been too many channels and 96% thought there has  

been a good amount. This strongly indicates that no less or more channels have been 

needed. 

 

Table 8 Amount of Channels 
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Mitkä tiedonvälityskanavat ovat olleet sinulle tärkeimmät? (Which communication channels 

have been most important for you?) 21 of the respondents answered this open-ended ques-

tion. Single answers consisted of one or two channels. An equal number of respondents 

answered “Workplace” and “Email” as being the most important channels for them. One 

respondent added that Workplace works well as it is a real-time communication channel. 

Another respondent stated also that the media has been an important channel. Results 

show that Workplace and Email are the most favored channels. 

 

Supervisor work 

Koen, että viestintä tuki työstäni suoriutumista (I feel that the communication supported my 

ability to succeed in my work). Table 9 shows that 69% of the respondents fully agreed and 

23% partially agreed. 8% of the respondents partially disagreed. According to the date the 

crisis communication has been able to support the supervisors’ ability to succeed in their 

work. 

 

Table 9 Communication Support for Work 
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Informaatiota on ollut helppo käsitellä ja välittää eteenpäin (Information has been easy to 

process and deliver forward). Table 10 shows that 32% of the respondents fully agreed and 

48% partially agreed. 20% of the respondents partially disagreed. As half of the respondents 

are just partially agreeing and fifth partially disagreeing, data gives the impression that there 

have been challenges relating to this issue. Regardless, the majority of the respondents 

found the information easy to process and deliver forward. 

 

Table 10 Processability of Information 

 

Minulle on ollut selvää kenelle, ja minkälaista tietoa saan välittää eteenpäin (It has been 

clear to me, to whom and what kind of information I am allowed to deliver forward). Table 

11 shows that 58% of the respondents fully agreed and 38% partially agreed. 4% of the 

respondents partially disagreed. According to the data, the instructions regarding infor-

mation privacy have mostly been clear to the respondents. 

 

Table 11 Rights and Restrictions of Communication 
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Koen, että kriisin jatkuessa viestintä on pystynyt vastaamaan minun ja tiimini sen hetkisiin 

tarpeisiin (I feel that as the crisis has continued, the communication has been able to meet 

the current needs of me and my team). Table 12 shows that 58% of the respondents fully 

agreed and 31% partially agreed. 11% of the respondents partially disagreed. According to 

the data, the communication has been able to meet the current needs of the respondents 

and their team with occasional setbacks as the majority of the respondents fully agree with 

the statement. 

 

Table 12 The Current Needs from Communication 

 

Mitä olet oppinut kriisiviestinnästä tiedon välittäjänä? (What have you learned from crisis 

communication as a transmitter of information).  

14 respondents answered the question. The following results are translated into English. 

Original full answers in Finnish can be found in appendix 2 at the end of the document. 

Instructions and guidelines may change very rapidly and there may be regional differences. 

Communication must be monitored continuously. 

I have learned to keep myself calm and fully trust that I will receive all relevant information 

concerning my work, from Human Resources, Market support, etc. as soon as they have 

the information. 

Speed is a trump card. 

Speed is a trump card. Instructions made by Human Resources, from which you can clearly 

find things that have changed, have been excellent. 
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Deliver precise information clearly and concisely. Information is to be delivered at regular 

intervals, not too often. 

Communication must happen immediately. Announcement of changed issues also immedi-

ately. 

Deliver information fast, directly and without speculation. 

You shouldn’t hesitate with crisis communication (which has not happened here though), 

but you have to immediately communicate something. Communication must be based on 

facts, which can be proved. 

Expressing the matter as simply as possible. 

I’ve learned that it is important to share updated information still forward because even 

though everyone is in the groups, in which matters have been announced at every point, 

still they are not read or heard of. 

How important announcing is. 

To read a message with care, and if necessary, even twice before delivering it to the field. 

People understand messages differently, some faster than others. 

Ensure timeliness, distribution list and validity in your sector. Focus on the essentials and 

think about how the messages are delivered forward to the workgroup. Stick to the relevant, 

stay up to date and ask if you feel contradiction in instructions.  

 

The last question did not fall under the main categories. Its purpose was to give respondents 

a chance to suggest improvements for crisis communication. This question was answered 

by 9 respondents and was presented as follows: 

Mitä kehittämistoiveita sinulla on liittyen kriisiviestintään? (What kind of development sug-

gestions do you have regarding crisis communication?) 

Suggestions and feedback are summarized and translated into English. Original full an-

swers in Finnish can be found in appendix 2 at the end of the document. 

Internal communication should be faster and synchronized better with the decision-making 

of the official authorities to establish a shorter response time. 

Information was not delivered fast enough. 
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There were difficulties in delivering information to the team because too much information 

was received. Especially in the beginning, the updates and changes were difficult to deliver 

as information was often received outside of office hours. 

Preferably only one or two parties to provide communication. The information came with 

different frequencies and was sometimes contradicting. Some instructions required a lot of 

additional information on how to implement instructions to practice. 

Sometimes information was hard to understand, which may be due to the ambiguity of gov-

ernmental communication. I believe the communication has been as good as can be. No 

development suggestions. 

All material such as store and staff communication as well as latest instructions to one place. 

For example to S-point or verkkolevy (network drive) to ensure access to the latest reliable 

information. 

Clear instructions to the whole regional cooperative area (Osuuskauppa). More information 

sharing on good practices. 

No wishes. Job well done. 

Workplace chat group with the topic of crisis communication for the staff of the regional 

cooperative area. (Osuuskauppa) 

 

6.3 Discussion of the Results 

STYLE 

Regarding the style of communication, the majority of the respondents agreed that crisis 

communication started fast enough. As theory suggests, this is a fundamental issue in crisis 

communication to avoid giving an undermining image of the situation (Karhu & Henriksson 

2008, 37-38). Employees are also a remarkable channel to the outside of the company, 

making swiftness right from the beginning an important matter (Karhu & Henriksson 2008, 

63). 

Satisfaction towards the frequency of the communication was almost as equally high as 

towards the initiation of the communication. This is yet another important issue due to the 

increased demand for information during the Covid-19 pandemic (Schmidt 2020). Answers 

from open questions offered additional feedback relating to the topic from three respond-
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ents. One respondent suggested that internal communication should be synchronized bet-

ter with official authorities to establish a shorter response time. Another respondent also 

stated that information was not being delivered fast enough.  

One respondent felt that information was contradicting and came in different frequencies 

because too many parties were producing the communication. This opinion did not arise in 

any other answer, but it doesn’t mean no one else from the target group would have expe-

rienced it. It is not clear to the author how crisis communication was exactly practiced. A 

one-voice policy may increase coherent and simultaneous communication (Shmidt 2020) 

and there is a possibility that at some point the information providers were not aligned 

properly with each other. Another reason for the respondent’s opinion may be as mentioned 

in one open question stating that instructions may change rapidly and there may be regional 

differences. 

The answers to the statement of understandability of the information differed slightly from 

the previously mentioned. 81% of the respondents were agreeing that information was easy 

to understand of which 27% fully agreed. 19% of the respondents were disagreeing with 

the statement while 4% fully disagreed. One respondent suggested that this may have been 

due to the ambiguity of governmental communication. This opinion may provide a significant 

factor for the results. As some supervisors have found the information difficult to understand 

and follow, the company’s executives may have felt the same. From the author’s knowledge 

and interpretation, the Covid-19 crisis has shown as a very complicated issue to handle by 

the government as well as other nations of the world. Instructions may have been, from time 

to time, unclear and rushed. 

Additionally, one respondent was not satisfied with the timing of the communication, ex-

pressing that the messages often came outside of office hours.  

Overall, the satisfaction with the style of the communication was high but based on the 

results there have been difficulties to understand the provided information by several su-

pervisors.  

CONTENT 

Regarding the content of the information majority of the respondents agreed on some level 

that the information has been up to date and that additional information has been easy to 

access. Answers to the open questions provided more details about the topic. One respond-

ent suggested that all material, such as store and staff communication as well as the latest 

instructions, should be placed in one place to ensure access to reliable information. Another 

respondent pointed out that a lot of additional information was required on how to implement 
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instructions in practice as they were so “high-class” information. To maintain understanda-

bility in the messages, a company should avoid too technical professional language (Karhu 

& Henriksson 2008, 27). 

Additionally, one respondent suggested that there should be more information sharing on 

good practices. This is a recommended practice during Covid-19 and within the crisis com-

munications life cycle. This will help people to understand the crisis and its impacts (Mendy, 

Stewarts & Van Akin 2020.) By sharing information, supervisors and employees may also 

share topics regarding the availability of support and otherwise express feelings regarding 

the whole situation (Dancer 2020). 

One respondent gave compliments to human resources’ communication for providing up-

dated information. Respondents furthermore expressed satisfaction with the content of the 

communication in an open question. None of the respondents expressed a need for com-

munication on additional topics except for one respondent who stated that the communica-

tion could have been more clear on which official orders and recommendations each oper-

ating instruction is based on.  

Results show that the supervisors have been highly satisfied with the content of the crisis 

communication with few improvement suggestions provided. 

CHANNEL 

Almost all of the respondents expressed satisfaction with the number of communication 

channels. Only 4% of the respondents felt that there have been too many channels. One 

respondent stated that messages were scattered in different channels, which was experi-

enced as problematic. Two respondents suggested additions to channels. The other sug-

gested that “Korona teams” would have been efficient as in other suggested implementation 

of a Workplace chat group for the whole staff of the regional cooperative area. As Schmidt 

(2020) states, the Covid-19 pandemic may create a need for adjustment to existing chan-

nels to facilitate better two-way communication. 

Results clearly show that the selected number of channels was good, adding that some 

modifications could be beneficial.  

Schmidt (2020) furthermore suggests that the channels that employees are used to, should 

be favored and this was shown in the results as the respondents equally weighed Work-

place and email being their most favored channels.  
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SUPERVISOR WORK 

Regarding the supervisor work, the majority fully agreed that the communication has been 

able to support their ability to succeed in their work. For an almost equal amount of the 

respondents, it was clear to who and what kind of information they have been allowed to 

deliver onwards. 

89% of the respondents agreed from which the majority fully agreed that the crisis commu-

nication has been able to meet their current needs. These results indicate that the commu-

nication has been able to follow the pattern provided by Mendy, Stewarts & Van Akin (2020) 

regarding how crisis communication should react to different stages of the crisis. 

An increased number of respondents felt difficulties in processing and delivering infor-

mation. The majority did agree that the information was easy to process. Yet, the majority 

of them only partially agreeing. 20% of the respondents partially disagreed that it was easy. 

One respondent expressed the difficulty in this being that too much information was re-

ceived. The reason at least partially contributing to this answer may lay in the statement of 

Shaun Martin (2020). Information overload has been one of the major challenges of Covid-

19. This is not just because of the increased amount of internal communication but also 

because of the increase in communication from external parties. The results of this topic 

align with the results regarding the understandability of information.  

Overall, the respondents felt that the crisis communication has been supportive, has been 

able to meet the current needs and mostly been clear. More clarity on the information is 

desired. In addition, the respondents expressed to have learned a vast array of key points 

as a part of the crisis communication chain. 

The results showed three clear main themes. Up to date information, clarity and speed. The 

themes are supported in theory as being important aspects in crisis communication (Karhu 

& Henriksson 2008, 27, 37-38, 63; Coombs 2014, 5-6, 173-177; Telang & Deshpande 2016; 

Schmidt 2020; Kortetjärvi-Nurmi & Murtola 2015, 112-113; Martin 2020).  

Respondents have learned that it is important to keep the delivered information updated. 

To achieve this, you should keep yourself updated, communicate with a decent amount of 

frequency and ensure the messages are understood. 

Communication should focus on the essentials and be clear, precise, simple and concise. 

In addition, unnecessary speculation should be avoided, and information should be able to 

substantiate with facts. 
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Crisis communication should start as fast as possible, and it should be renewed as soon as 

new information is available. 

A couple of answers related to thoughtfulness and support. You should process the given 

information with thought and then plan your message well. If something is unclear, you can 

get support from, for example, the Human Resources department. Acknowledgment of 

available expert support is an important feature of a communicative and ethical leader 

(Juholin 2017, 268). 

In addition to the above-mentioned findings, there were single mentions about keeping your-

self calm, noticing the individual differences in the ability to receive and process information 

within the team, outlining the distribution group and how the instructions are implemented 

in your operational environment. 

6.4 Recommendations 

As theory suggests, Covid-19 has increased the demand for updated information and con-

tinuous feedback (Schmidt 2020). The theory also encourages sharing information, good 

practices and thoughts in general concerning the topic. This may provide new insights and 

ideas for the future. (Mendy, Stewarts & Akin 2020; Dancer 2020.) As supervisors have 

shown to learn the important factors of crisis communication, this knowledge, as well as 

experiences, could be shared among other supervisors. 

Theory shows that supervisor support fills the gap of that is lacking in crisis communication 

(Charoensukmongkol & Phungsoonthorn 2020). If the information provided by crisis com-

municators is hard to understand and process for whatever reason, a supervisor equipped 

with proper crisis communication skills could be capable of making the situation better within 

the team. Horizontal information sharing of feelings, challenges and efficient day-to-day 

practices among supervisors could enhance the individual and independent crisis commu-

nication capabilities. 
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7 CONCLUSION 

7.1 Answer to the Research Questions 

How efficient has the internal crisis communication been during the Covid-19 crisis? 

The supervisors viewed the internal crisis communication overall as being efficient. The 

results show a high level of satisfaction in fundamental categories of crisis communication. 

Communication has been executed with efficient style, the content has been easily available 

and up to date, and the number and selection of channels have been good. In addition, 

communication has proved to be helpful for the vast majority of the supervisors to succeed 

in their work. Supervisors did express difficulties in understanding and processing the infor-

mation. 

 

What kind of knowledge was gained by the supervisors about crisis communication? 

Supervisors have learned the importance of keeping themselves and the team linked to the 

latest information, the importance of the clarity of communication and messages, and the 

swiftness of taking initiative and providing information. Additional practices were also dis-

covered which proved to be beneficial. These practices include the acknowledgment of the 

support available, carefulness in processing information, calm mentality, acknowledgment 

of individual differences among people and their ability to process information. 

 

7.2 Summary 

The thesis analyses how efficient has the internal crisis communication has been at the 

case company Hämeenmaa during the Covid-19 pandemic and what kind of knowledge 

was gained by the supervisors of the units. 

The theoretical framework provides supporting data for the research. The element of sur-

prise, threat and short response time are common characteristics of crises (Kortetjärvi-

Nurmi & Murtola 2015, 110). They often follow a pattern starting from pre warnings and 

ending with exhaustion (Kortesuo 2016, 32). Pre-planned crisis communication strategies 

and plans help the company to quickly initiate crisis communication efforts and maintain a 

reliable image (Coombs 2014, 5-6; Karhu & Henriksson 2008, 37-38). 

The Covid-19 crisis can be divided into multiple stages and different kind of crisis commu-

nication is required based on the stage. Communication should start with an instructing and 
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calming way in the early phases, then shift to focus on adjustment for the change and un-

certainty, and ultimately learning and sharing of information and experiences. (Mendy, 

Stewarts & Van Akin 2020.) 

Hämeenmaa recognized the special need for internal communication in early phase of the 

Covid-19 crisis. It had an existing crisis communication plan which has been practiced reg-

ularly. Important objectives were to secure the operational capability and safety of the staff. 

The crisis communication targeted specifically to supervisors provided instructions for daily 

actions and support for customer communication. (Personal Communication Järvenselkä 

2021.) 

Empirical research shows that the supervisors are highly satisfied with the crisis communi-

cation. Issues such as speed, frequency, channels and support for the supervisor’s capa-

bilities received appreciation from the vast majority of the respondents. Supervisors felt 

clarity and processability of the information to be more difficult issues. The Covid-19 pan-

demic has been a difficult crisis for governments around the world which has demanded 

fast actions and changes in legislation. Regardless, based on the results received by the 

supervisors, Hämeenmaa has practiced highly efficient internal crisis communication. 

Additionally, supervisors have learned important issues involved in crisis communication. 

Three main themes being up to date information, clarity and speed. Additional issues con-

cerned thoughtfulness, support, calm mentality and individual differences. All previously 

mentioned issues are supported by theoretical framework to be as efficient practices and 

focus points.  

7.3 Validity, Reliability and Ethics 

Valid research measures what was intended, does not include systematic errors and gives 

on average right results. Validity is reached by establishing questions that are simple and 

cover the research questions. The answer rate must be high. Reliable research gives pre-

cise results which are repeatable with the same results. There must be a wide enough sam-

ple, and it needs to present the target group well to have a reliable research. Also, the 

gathering and handling of information must be done with care and without errors. (Heikkilä 

2014.) 

The research was conducted by using several theoretical references. This included aca-

demic literature on fundamental concepts of crisis communication and supervisor work as 

well as the latest articles to provide newly discovered information concerning Covid-19. 
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References within the main body of the text are marked clearly and corresponding refer-

ences can be found from the list of references to review suggested theories. 

The majority of the theoretical framework was compared among each other to obtain relia-

ble information. To gain additional information for the theoretical framework, the customer 

relations manager of Hämeenmaa was interviewed via email to gain better knowledge of 

the current situation of internal crisis communication within the company. This information 

is backed by theoretical literature, because of this, the author was able to conduct a com-

prehensive survey for the research. 

The research covered the fundamental issues related to crisis communication thus, giving 

a reliable view of the crisis communication experienced by the supervisors. Furthermore, 

the open questions provided information on more specific opinions of the respondents. The 

theory has been able to be linked to the results, making it possible to evaluate the efficiency 

of the crisis communication. 

Questions of the survey were simple, reducing the possibility of misinterpretation. Author 

recons that the middle answer option “En osaa sanoa” (I don’t know) could have been the 

sixth answer option. To give respondents a better option to describe their feelings replacing 

it could have been the option “Neutraali kanta” (Neutral stance). In this way, respondents 

could have expressed whether they have a neutral opinion about the issue or that they 

simply are not familiar enough with the statement and therefore cannot contribute to an-

swering. Although it is possible that respondents regardless of the answering options form, 

viewed it as a neutral stance, meaning they do not agree nor disagree with the statement. 

The survey should only have a limited number of questions, and this is why some more 

detailed questions had to be left out of the survey. Semi-structured interviews could be 

beneficial to get more in-depth thoughts and give better aspects on how to adjust the com-

munication if necessary. 

The research can be viewed as a reliable representation of the state of the internal crisis 

communications performance and possessed knowledge from the aspect of the units’ su-

pervisors as data was obtained from 20% of the research group. 

The outcome of the results is the author’s interpretation of the collected data, which may 

differ from the perception of another researcher. 

During the process of the thesis, the author acknowledged that more emphasis could have 

been on the research of the supervisors specifically. Regardless, the topic gave aspiration 
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for the thesis and the data gained from supervisors’ work and knowledge did add value to 

the research. 

The research’s objective was to provide information for Hämeenmaa concerning the internal 

crisis communication during Covid-19. This was done by seeking answers to research ques-

tions presented in the report. The design of the research and results supported the author’s 

ability to answer these questions and provide information to the company. 

The results do not present a reliable view on how the internal crisis communication has 

been viewed by the whole personnel, which is a pre-acknowledged and agreed aspect. The 

results are comparable to potential research made with the focus on the whole staff by 

excluding issues concerning supervisor work. 

Ethics in research involves the application of fundamental ethical principles to research ac-

tivities. These are for example respect towards society and others, design and implemen-

tation of research, the use of resources and scientific misconduct. (University of Stirling 

2022.) 

The referencing of the resources respect the ethics of research, by marking them correctly 

and maintaining the original thoughts and opinions. The results are analyzed carefully to 

avoid overinterpretation and speculation. Respondents’ anonymousness is respected by 

not asking too personal background questions or other personal details. Responding to the 

survey was equally possible for every respondent in the target group. 

7.4 Suggestions for Further Research 

Research targeted for the whole personnel would give a more comprehensive insight into 

how the crisis communication has been viewed within the organization. A topic to consider 

to add in further research could be concerning how and from where the information most 

often reaches an employee, as well as does it reach them uncompromised. 

Functionality and reachability of Workplace could also be researched. During the author’s 

career at Hämeenmaa, he had very little knowledge of Workplace and its channels and the 

majority of information came through the supervisor of the unit. This view was shared with 

some other colleagues as well. 

Interviews with supervisors could provide more in-depth data and provide a better under-

standing of the crisis management capabilities and possibly reveal useful tips and practices. 
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Appendix 1. Online Survey 
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Appendix 2 Full answers for open questions 

 

Mitkä tiedotuskanavat ovat olleet sinulle tärkeimmät? 

 

 

 

Mistä asiasta olisit kaivannut lisää viestintää? 
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Mitä olet oppinut kriisiviestinnästä tiedon välittäjänä? 
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Mitä kehittämistoiveita sinulla on liittyen kriisiviestintään? 

 

 

 

Appendix 3 Questions for background information 
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