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Introduct�on

Global�zat�on�� advancements� �n� �nformat�on� and�

commun�cat�on� technolog�es�� and� the� process�

of� modern�zat�on� have� �ncreas�ngly� exposed�

�nd�v�duals�� �nst�tut�ons�� and� states� to� greater�

r�sks�and�cr�ses�than�ever�before��Although�cr�ses�

have� pers�sted� throughout� h�story� �n� soc�et�es�

of� uncerta�nty�� the� �n�uence� of� commun�cat�on�

and� technology� �n� the� ��st� century�has� rendered�

these� cr�ses� more� v�s�ble� and� enhanced� the�r�

potent�al� to� create� rap�d� and� destruct�ve� effects�

on� stakeholders� �Rodríguez� et�� al��� ������� In� th�s�

context��the�cr�ses�exper�enced�by�compan�es�and�

brands�today�create�an�env�ronment�of�s�gn�f�cant�

uncerta�nty� and� threats�� represent�ng� cr�t�cal�

turn�ng� po�nts� for� the�r� surv�val�� The� statements�

of� compan�es� at� such� cr�t�cal� per�ods� and� the�r�

cr�s�s� management� processes� have� become�

fundamental� determ�nants� of� the�r� potent�al� to�

susta�n�themselves��Lagadec��������pp�������Haase��

������� Organ�zat�ons� that� fa�l� to� develop� effect�ve�

cr�s�s�management�and�commun�cat�on�strateg�es�

or� take� necessary� steps� at� the� r�ght� t�me� face�

severe� �mage�damage� �n� the� eyes� of� the�r� target�

aud�ences��stakeholders��and�the�publ�c��lead�ng�to�

long�term��nearly��rreparable�losses��n�reputat�on��

Prev�ous� stud�es� have� shown� that� the� CEO�s�

aggress�ve� and� �awed� cr�s�s� management�

strateg�es� caused� s�gn�f�cant� damage� to� the�

Pat�sw�ss� brand� �Ekmekç��� ������ Koca�� �������

Research� has� emphas�zed� that� empathy��

transparency�� and� t�mely� responses� are� cruc�al�

�n� cr�s�s� management�� h�ghl�ght�ng� the� role� of�

soc�al� med�a� �n� the� cr�s�s�s� escalat�on� and� the�

CEO�s� commun�cat�on� style� �n� shap�ng� cr�s�s�

dynam�cs��Armutlu���������Açıkgöz��������analyzed�

user� comments� dur�ng� the� cr�s�s� and� found� that�

m�ssteps� �n� cr�s�s� commun�cat�on� he�ghtened�

negat�ve� percept�ons� of� Pat�sw�ss�s� corporate�

reputat�on�� lead�ng� to� long�term� adverse� effects�

on�brand�loyalty�and�customer�sat�sfact�on�

On� Apr�l� ���� ������ a� soc�al� med�a� response� by�

the� former� CEO� of� the� Pat�sw�ss� brand� to� a�

product� compla�nt�� w�th� an� �nappropr�ate� tone�

and� language�� tr�ggered� a� s�gn�f�cant� publ�c�

backlash��consequently�push�ng� the�brand� �nto�a�

cr�s�s�� Th�s� study� a�ms� to� analyze� th�s� s�tuat�on�

where�the�CEO�herself�acted�as�a�catalyst�for�the�

cr�s�s�� stemm�ng� from� a� customer� relat�onsh�p�

management� �ssue�through� the� case� study�

method��W�th�n� the� frames�of� corporate�apology�

and��mage�restorat�on�theor�es��th�s�research�seeks�

to�address� the� follow�ng�quest�ons��Wh�ch�actors�

were� �nvolved� �n� the� cr�s�s�� On� wh�ch� platforms�

and�under�what� themes�was� the� cr�s�s� debated��

What� cr�s�s� response� strateg�es� were� employed�

by� the� organ�zat�on�� Based� on� Coombs�� �������

three�stage� cr�s�s� management� model�pre�

cr�s�s��cr�s�s��and�post�cr�s�s�phases�the�study�w�ll�

analyze�the�factors��n�t�at�ng�the�cr�s�s��the�factors�

escalat�ng�the�cr�s�s��and�the�long�term�outcomes�

for� the� company� �n� the� post�cr�s�s� phase�� Th�s�

study� makes� a� s�gn�f�cant� contr�but�on� to� the�

cr�s�s� commun�cat�on� l�terature� by� h�ghl�ght�ng�

the�cr�t�cal�role�of�leadersh�p�and�dec�s�on�mak�ng�

processes� �n� cr�s�s� management�� Wh�le� ex�st�ng�

approaches� �n� the� l�terature� pr�mar�ly� exam�ne�

the� Pat�sw�ss� cr�s�s� through� the� lens� of� soc�al�

med�a� and� d�g�tal� commun�cat�on� �Armutlu��

������ Ekmekç��� ������ Koca�� ������Özdem�r�� �������

�t� �s� �ntended� �n� th�s� research� to� emphas�ze� that�

cr�ses� are� shaped� not� only� on� d�g�tal� dynam�cs�

but�also�by�the�commun�cat�on�style�and�leaders��

competence� �n� dec�s�on�mak�ng�� Add�t�onally��

the�study�w�ll�analyze�onl�ne�news�med�a�content�

related� to� Pat�sw�ss� us�ng� themat�c� analys�s� to�

reveal� how� the� med�a� responded� to� the� brand�s�

act�ons�dur�ng�the�cr�s�s�

Conceptual�Framework�

Chang�ng�env�ronmental�cond�t�ons�and��ncreased�

compet�t�on� have� compelled� organ�zat�ons� to�

establ�sh� effect�ve� commun�cat�on� w�th� d�verse�

target� aud�ences�� wh�le� soc�etal� transformat�ons�

and�developments�have�brought�about�uncerta�nty�

and� r�sks� beyond� �nd�v�duals�� control�� As� a� result�

of�global�zat�on�and�neol�beral�econom�c�pol�c�es��

�nd�v�duals�cons�stently�face��ncreas�ng�systemat�c�

r�sks�and�uncerta�nt�es��Beck��������p�������However��

for� organ�zat�ons�� potent�al� r�sks� may� not� always�

escalate� �nto� cr�ses� �f� �dent�f�ed� accurately� and�

managed�effect�vely�
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Fearn�Banks� ������� def�nes� a� cr�s�s� as� �a� major�

event�that�has�potent�ally�negat�ve�consequences��

affect�ng� target� aud�ences� and� �nst�tut�onal�

reputat�on� �p������ S�m�larly�� Coombs� et� al�� �������

conceptual�ze�a� cr�s�s� as� a�process�of�uncerta�nty�

and� �ntervent�ons� a�m�ng� to� rega�n�ng� control�

�Coombs�et�al���������p�������

Commun�cat�on� scholar� Hermann� ������� asserts�

that��n�order�to�descr�be�an�event�as�a�cr�s�s��three�

cond�t�ons�must�s�multaneously�be�met�

��The�organ�zat�on�s�reputat�on�must�be�at�stake�

�� The� t�me� requ�red� to� resolve� the� �ssue�must�be�

l�m�ted�

�� The� event�must� occur� unexpectedly� �Hermann��

������p������

Coombs�et�al�� ������� further�def�ne�a�cr�s�s�as� "an 

unforeseen�percept�on�of�an�event�that�threatens�

stakeholders�� cr�t�cal� expectat�ons�� severely�

�mpact�ng� an� organ�zat�on�s� performance� and�

potent�ally�y�eld�ng�negat�ve� outcomes�� �Coombs�

et�al���������p�����

For��t�to�be�cons�dered�as�a�cr�s�s��the�s�tuat�on�must�

be� threaten�ng� the� organ�zat�on�s� goals�� allow�ng�

only�a�l�m�ted�amount�of�t�me�for�dec�s�on�mak�ng��

and� must� have� emerged� unexpectedly�� Keown�

McMullan� ������� descr�bes� a� cr�s�s� as� a� turn�ng�

po�nt�that�occurs�dur�ng�a�per�od�of��mbalance�or�

w�th�n�normal�processes��but�result�ng� �n�d�st�nct�

changes� �Keown�McMullan�� ������ p�� ���� All� cr�s�s�

def�n�t�ons� converge� on� the� �dea� that� a� cr�s�s�

d�srupts� the� normal� and� necess�tates� urgent�

resolut�on�� At� such� turn�ng� po�nts�� organ�zat�ons�

must� employ� cr�s�s� management� strateg�es�

and� cr�s�s� commun�cat�on� plans� to� m�t�gate� the�

destruct�ve��mpact�of�the�cr�s�s�

Cr�s�s�Management�and�Cr�s�s�

Commun�cat�on

Cr�s�s�management��s�a�systemat�c�process�a�m�ng�

to�m�t�gate�the��mpacts�of�a�cr�s�s�and�determ�ne�

solut�ons�� The� process� �nvolves� analyz�ng� the�

or�g�ns� of� the� cr�s�s� and� the� affected� target�

aud�ences��act�vat�ng�pre�establ�shed�cr�s�s�plans��

and��nform�ng�the�publ�c�through�a�spokesperson�

Cr�ses��by�def�n�t�on��pose�threats�to�the�reputat�on�

of��nst�tut�ons�and�brands��and�the�sever�ty�of�these�

threats� plays� a� cr�t�cal� role� �n� determ�n�ng�wh�ch�

commun�cat�on� strateg�es� should� be� employed�

dur�ng�cr�s�s�management��Coombs�and�Holladay��

������ p�� ������ Strateg�c� management� of� a� cr�s�s�

process� �s� essent�al� for� organ�zat�ons� to� return� to�

normalcy�and�m�n�m�ze�the�damage�caused�by�the�

cr�s�s��Çınarlı��������p�������Effect�ve��dent�f�cat�on�of�

strateg�es�and�tact�cs�dur�ng�th�s�per�od��s�cruc�al�

for� the�success�of� the�process��Rather�than�solely�

focus�ng� on� �dent�fy�ng� and� prevent�ng� potent�al�

�ssues�or�l�m�t�ng�the�r�consequences�beforehand��

cr�s�s� management� requ�res� rap�d� and� effect�ve�

responses� when� problems� ar�se�� Fearn�Banks�

������� emphas�zes� that� cr�s�s� commun�cat�on�

should� a�m� to�m�n�m�ze� the� damage� �n��cted�on�

an�organ�zat�on�s��mage��p�����

Cr�s�s� commun�cat�on� �s� one� of� the� most�

cr�t�cal� components� of� the� cr�s�s� management�

process�� and� �nvolves� collect�ng�� process�ng�� and�

publ�c�s�ng� necessary� �nformat�on� dur�ng� cr�ses��

Th�s�type�of�commun�cat�on�focuses�on�the�nature�

of�the�cr�s�s�and�the�responses�to��t���nclud�ng�the�

organ�zat�on�s� statements� and� act�ons� follow�ng�

the�cr�s�s��Coombs��������p������

Coombs�� three�stage� cr�s�s� management� model�

�s�one�of�the�most�w�dely�adopted�frames��n�cr�s�s�

management� �Coombs�� ������� In� th�s� model�� a�

cr�s�s��s�addressed��n�three�phases��pre�cr�s�s��cr�s�s��

and� post�cr�s�s�� Dur�ng� the� pre�cr�s�s� phase�� the�

early�warn�ng� s�gns� of� a� cr�s�s� are� �dent�f�ed�� and�

prevent�ve� measures� are� taken�� The� cr�s�s� phase�

compr�ses�of�efforts�a�m�ng�to�keep�the�cr�s�s�under�

control�� The� post�cr�s�s� phase� �nvolves� der�v�ng�

lessons� from� m�stakes� and� conduct�ng� �mage�

restorat�on� act�v�t�es�� �n� order� to� be� prepared� for�

future� cr�ses� �Coombs� and� Holladay�� ������ pp��

�������

Cr�s�s� commun�cat�on� fundamentally� a�ms� to�

expla�n� a� part�cular� event�� outl�ne� �ts� poss�ble�

consequences�� and� prov�de� accurate�� �mpart�al��
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prompt��and�complete��nformat�on�to�m�n�m�ze�the�

damage�to�affected�part�es��Reynolds�and�Seeger��

������p�������In�th�s�context��cr�s�s�commun�cat�on�

refers� to� the� d�alogue� between� the� organ�zat�on�

and� �ts� stakeholders� before�� dur�ng�� and� after� an�

adverse�s�tuat�on��D�alogue�strateg�es�and�tact�cs�

are� determ�ned� to� m�n�m�ze� damage� to� the�

corporate��mage��Fearn�Banks��������p�����

�Cr�s�s�commun�cat�on�emphas�zes�the��mportance�

of�establ�sh�ng�trustworthy�relat�onsh�ps�w�th�the�

publ�c� before� a� cr�s�s� occurs�� Cr�s�s�management�

bases�on�the�elements�of�trust��transparency��and�

empathy��Th�s�also��ncludes�the�capac�ty�to�expla�n�

the�rat�onale�beh�nd�dec�s�ons��Palttala�et�al���������

pp���������One�of�the�most�cruc�al�elements�of�cr�s�s�

commun�cat�on� �s� hav�ng� a� comprehens�ve� and�

effect�ve�cr�s�s�commun�cat�on�plan��and�th�s�plan�

should�be�regarded�as�a�recovery�process��Effect�ve�

�mplementat�on� of� a� cr�s�s� commun�cat�on� plan�

depends�on�collaborat�ve�and�coord�nated�efforts�

of� team� members�� Although� commun�cat�on�

management� �s� of� great� �mportance� �n� t�mes� of�

cr�s�s��many�compan�es�have�not�managed�to�take�

decent�steps��n�th�s�regard��Bowman��������p������

Peltekoğlu� underl�nes� a� number� of� key� steps�

for� prepar�ng� an� effect�ve� cr�s�s� commun�cat�on�

plan�� and� outl�nes� these� steps� as�� �dent�fy�ng�

potent�al�types�of�cr�ses��analyz�ng�var�ous�pol�c�es��

develop�ng� strateg�es� and� tact�cs� to� overcome�

the�cr�s�s��determ�n�ng�the�part�es�affected�by�the�

cr�s�s��hav�ng�a� team� that� �s�well�tra�ned� for� such�

scenar�os� and� organ�z�ng� �t�� and� rev�ew�ng� the�

plan��Peltekoğlu��������p��������The�spokesperson�s�

cr�t�cal�role��n��mplement�ng�the�plan�s�gn�f�cantly�

�n�uences�the�success�of�the�cr�s�s�commun�cat�on�

Cr�s�s�Spokesperson�and�Leadersh�p�

Commun�cat�on

In� case� of� a� cr�s�s�� �t� �s� of� great� s�gn�f�cance� to�

commun�cate�w�th�the�med�a�as�soon�as�poss�ble��

to� prevent� the� cr�s�s� from� escalat�ng� further��

The� med�a� should� be� �nformed� qu�ckly�� and� the�

developments� on� the�matter� should� be�updated�

frequently�� Coord�nat�on� of� a� cr�s�s� team� and�

conveyance�of� �nformat�on� to� the�med�a� through�

a� harmon�zed� vo�ce� are� also� cruc�al� for� rega�n�ng�

trust�and�establ�sh�ng�a�pos�t�ve�reputat�on��Çınarlı��

������

A�cr�s�s�spokesperson��s�the��nd�v�dual�respons�ble�

for� commun�cat�ng� w�th� the� publ�c� dur�ng� th�s�

process��therefore���t��s�essent�al�to�select�and�tra�n�

the�r�ght�person�for�the�role��As�a�key�member�of�

the� cr�s�s� team�� the� spokesperson� �s� tasked�w�th�

ensur�ng� the� accurate� and� prompt� transm�ss�on�

of� �nformat�on� to� the� med�a�� Dec�s�ons� on� the�

�ssue� should� be� conveyed� through� the� cr�s�s�

spokesperson�� Ideally�� th�s� �nd�v�dual� should�

be� a� sen�or� execut�ve� or� a� CEO� educated� �n�

commun�cat�on� and� med�a� relat�ons� �Coombs�

and� Holladay�� ������� It� should� not� be� �gnored�

that� �n� such� s�tuat�ons�� the�publ�c� expects� sen�or�

execut�ves�to�make�the�statements�� �n�person��as�

f�gures�cons�dered�to�be�good�commun�cators��to�

have�comprehens�ve�knowledge�of�the��ssue��and�

to�rema�n�calm�under�pressure�

Adapt�ng� to� the� upheavals� caused� by� a� cr�s�s��

and� convey�ng� the� r�ght�messages� to� the�med�a�

regard�ng� the� �ssue�� requ�res� competence� �n�

commun�cat�on�� In� that� regard�� a�CEO�� or� a� cr�s�s�

spokesperson��who�are�sk�lled� �n�commun�cat�on��

are�undoubtedly�go�ng�to�cement�the�effect�veness�

of�the�process��However���n�th�s�case��the�al�keness�

of� the� roles�� br�ngs� about� the� necess�ty� to�

d�st�ngu�sh�between�the�terms��a�manager��and�a�

leader��Çınarlı��������

Although� �n� general� terms�� a� manager� can� be�

def�ned�as�an� �nd�v�dual�who�possess�power�over�

organ�zat�onal� structures� to� carry�out�procedures�

to� ach�eve� the� company� goals�� whereas� a� leader�

can� be� def�ned� as� a� person� who� can� �n�uence�

others� around� them� through� �nterpersonal� sk�lls��

�Uğur� and� Uğur�� ������ p�� ����� Var�ous� researchers�

class�fy�the�d�st�nct�on�between�a�manager�and�a�

leader��n�a�number�of�d�fferent�ways��Koçel��������

l�sts�these�d�st�nct�ons�as�follows�

�� Management� �s� a� profess�onal� pos�t�on�� wh�le�

leadersh�p� �s� about� �n�uenc�ng� and� mob�l�z�ng�

people�
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��Management�occurs�w�th�n�the�formal�structure�

of� an� organ�zat�on�� whereas� leadersh�p� does� not�

requ�re�such�a�structure�

�� A� manager�s� �n�uence� �s� der�ved� from� the�r�

pos�t�onal� author�ty� and� enforcement� power��

whereas�a�leader�s��n�uence�stems�from�personal�

tra�ts��behav�or��v�s�on��trust��and��nsp�rat�on�

��Managers�have�certa�n� job�descr�pt�ons�� leaders�

do�not�have�f�xed�roles�

��Management�focuses�on�ach�ev�ng�predeterm�ned�

goals��wh�le�leadersh�p�seeks�to�create�change�and�

transformat�on�

��Managers� concentrate�on� the� �nternal� structure�

and� dynam�cs� of� an� organ�zat�on�� wh�le� leaders�

focus�on�the�dynam�cs�of�the�external�env�ronment�

��A�manager��s�someone�who��always�does�th�ngs�

r�ght���whereas�a�leader��s�someone�who��does�the�

r�ght�th�ngs��Koçel��������p�������

The� �mportance� of� effect�ve� and� respected�

leadersh�p� �n� cr�s�s� management� �s� �nd�sputable��

Dur�ng� t�mes� of� cr�s�s�� people� need� a� strong��

capable�� conf�dent�� and� approachable� leader��

who� focuses� on� solv�ng� problems�� and� re�ects�

these� qual�t�es� to� others� around� them� �Luecke�

and�Sarıkaya��������p��������As�well�as�ma�nta�n�ng�

composure��n�publ�c���t��s�also�expected�of�a�leader�

to� �n�uence� stakeholders�� and� w�der� aud�ences��

Gu�d�ng� stakeholders� and� ensur�ng� that� they�

see� themselves� as� part� of� the� solut�on�� leaders�

contr�bute� to� foster�ng� a� pos�t�ve� percept�on� of�

the�organ�zat�on��Canöz�and�Öndoğan��������p�������

At� th�s� po�nt�� �t� would� be� appropr�ate� to� d�scuss�

the� theor�es� of� corporate� apolog�a� and� �mage�

restorat�on�� wh�ch� hold� a� s�gn�f�cant� place� �n�

effect�ve�leadersh�p�commun�cat�on�

Theoret�cal�Frame��Theor�es�of�Corporate�

Apolog�a�and�Image�Restorat�on

The�theory�of�Corporate�Apolog�a��n�t�ally�focused�

on� �nd�v�dual� responses�� but� the� scope� was�

later� expanded� to� also� �nclude� an� organ�zat�onal�

perspect�ve�� w�th�n�� Corporate� Apolog�a� �s� a�

rhetor�cal� concept� ut�l�zed� by� organ�zat�ons�

to� defend� themselves�� pr�mar�ly� serv�ng� as� a�

reputat�on� protect�on� strategy� �Coombs�� ������

p�� ����� Essent�ally�� the� d�scourse� of� corporate�

apolog�a� �s� regarded� as� a� form� of� self�defense��

as� part� of� wh�ch�� the� way� organ�zat�ons� defend�

themselves��n�s�tuat�ons�of�a�m�stake�or�a�cr�s�s���s�

d�scussed�� Apolog�a�� �n� lex�cal� mean�ng�� denotes�

self�defense�� Ware� and� L�nkugel� ������� were� the�

f�rst�to�comprehens�vely�def�ne�the�term��Apolog�a�

beg�ns� w�th� a� d�rect� attack� on� an� �nd�v�dual�s� or�

an�organ�zat�on�s� character� or�� �n�other�words�� �ts�

reputat�on� �Coombs�� ������ p�� ������ However�� �n�

t�me�� the� scope� of� the� concept� was� broadened�

to� cover� all� methods� employed� to� protect� an�

organ�zat�on�follow�ng�a�cr�s�s�that�are�cons�dered�

acts�of�corporate�apolog�a��Coombs��������p�������

Once� every� stakeholder� affected� �s� addresed�

through� a� corporate� apolog�a�� the� process� of�

reconstruct�ng�the�organ�zat�on�s�tarn�shed��mage�

beg�ns��At� th�s�po�nt�� �t� �s�essent�al� to�d�scuss� the�

Image� Restorat�on� Theory� developed� by� Beno�t�

��������n�the�l�terature��In�th�s�theory���t��s�sought�to�

restore�damaged�reputat�on�through�efforts�a�m�ng�

to�preserve�and� rebu�ld�a�pos�t�ve� �mage� �Beno�t��

�������Through�ut�l�zat�on�of�commun�cat�on�tools�

and�methods��the�theory�a�ms�to�the��mprove�the�

organ�zat�on�s�reputat�on�

The�Image�Restorat�on�Theory�focuses�on�the�efforts�

organ�zat�ons�carry�out�to�prevent��reputat�on�loss��

The��mage�restorat�on�strategy��s�d�v�ded��nto�f�ve�

stages��den�al��evas�on�of�respons�b�l�ty�� reduct�on�

of�the�offens�ve�act��correct�ve�act�on��and�apology�

�Beno�t�� ������ p�� ������ Beno�t� emphas�zes� that�� �n�

the� f�nal� stage� of� rebu�ld�ng� a� pos�t�ve� �mage�� �t�

�s�essent�al�to�accept�the�m�stake��express�regret��

and� seek� pardon�ng�� Beno�t� also� stresses� that�

organ�zat�ons� a�m�ng� to� repa�r� the�r� damaged�

reputat�ons�must�pr�mar�ly�determ�ne�the�r�target�

aud�ence��A�company�may�have� to�commun�cate�

w�th�a�w�de�range�of�addressees�w�th�non��dent�cal�

expectat�ons� and� that� w�ll� react� d�fferently� � to�

apology� messages�� Th�s� theory� underscores� the�

use� of� commun�cat�on� as� a� fundamental� means�
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for�protect�ng�reputat�on��Coombs��������pp����������

Focus�ng�on�the�messages�to�be�conveyed�dur�ng�

the� cr�s�s� process� and� f�nd�ng� an� answer� to� the�

quest�on�� �What� needs� to� be� sa�d��� are� cruc�al�

elements��n�th�s�approach�

Methodology

Employ�ng�case�study�method��th�s�study�a�ms�to�

analyze� a� s�tuat�on� �n�wh�ch� a� CEO� herself�who�

�s�expected� to�act�as�both�the�spokesperson�and�

the� manager� dur�ng� a� cr�s�s�� caused� the� cr�s�s��

through� the� Pat�sw�ss� �nd�cent�� as� well� as�� by�

th�s� means�� shedd�ng� l�ght� on� the� complex�t�es�

of� commun�cat�on� f�eld�� W�th�n� the� frames�

of� corporate� apolog�a� and� �mage� restorat�on�

theor�es�� the� study� exam�nes� the� company�s�

pr�mary� corporate� defense� strateg�es� and� seeks�

to� answer� the� follow�ng� quest�ons��Wh�ch� actors�

were� �nvolved� �n� the� cr�s�s�� On� wh�ch� platforms�

and�under�what�mot�ves�was� the�cr�s�s�debated��

What� were� the� organ�zat�on�s� cr�s�s� response�

strateg�es��The�case�study��s�go�ng�to�analyse�the�

s�tuat�on� based� on� Coombs�� ������� three�stage�

model�of�cr�s�s�management���pre�cr�s�s��cr�s�s��and�

post�cr�s�s��phases��Coombs��������

Coombs� bases� the� three�stage� model� on� the�

spec�f�c� cycl�cal� nature� of� cr�ses�� and� for� that�

reason��some�scholars�cons�der��t�arguable�to�apply�

for�every�s�ngle�cr�s�s��Drenan�et�al����������however��

the�model�actually�prov�des�a�strateg�c��proact�ve��

and�process�or�ented�frame�that�comprehens�vely�

covers�the�cr�s�s�cycle��Frandsen���Johansen��������

pp�� �������� S�nce� F�nk�s� ������� four�stage� model�

bas�ng�on� a�d�sease�metaphor� �pr�mar�ly� focuses�

on�break�ng�po�nts�of�a�cr�s�s��and�M�troff�s� �������

f�ve�stage�model��s�m�larly��focuses�more�on�cr�s�s�

response�strateg�es�rather�than�on�the�cr�s�s�cycle��

these�models�are�not�go�ng�to�be�employed��n�th�s�

study� �Marker�� ������ Frandsen� �� Johansen�� �������

In� contrary� to� the� abovement�oned�� Coombs�s�

model��seek�ng�to�expla�n�the�way�and�the�reason�

why� � a� cr�s�s� occurs�� offers� a� systemat�c� and�

structured� approach� to� cr�s�s� management�� By�

gu�d�ng�organ�zat�ons�through�the�d�fferent�stages�

of� cr�s�s� commun�cat�on�pre�cr�s�s�� cr�s�s�� and�

post�cr�s�s��t�enables�a�hol�st�c�understand�ng�of�

the�correlat�ons�among�these�phases�� The�model�

also�serves�as�a�valuable�means�s�nce��t�helps�learn�

from�m�stakes�through�case�stud�es��Abbas��������

Furthermore�� �n� order� to� comprehend� onl�ne�

med�a�re�ect�ons�from�the�Pat�sw�ss��nd�cent�and�

therefore�analyze�the�cr�s�s�management�process�

more�effect�vely�� the�themat�c�analys�s�method��s�

employed� �n� th�s� study�� The� reason� the� themat�c�

analys�s� method� �s� adopted� �n� the� study� �s� that�

�t� helps� keep�ng� up� w�th� the� developments�� as�

well� as�w�th� the� strateg�es� pursued� to� overcome�

the� cr�s�s�� and� s�nce� �t� conven�ent� for� �dent�fy�ng��

analyz�ng�� and� �nterpret�ng� themes� �n� qual�tat�ve�

data��Braun�and�Clarke��������pp��������Programm�ng�

of� the� structure� also� ass�sts� �nterpret�ng� dataset��

develop�ng� �ns�ghts�� and� sett�ng� up� a� robust�

foundat�on�for�analys�s��Terry�et�al���������� In�other�

words�� themat�c� analys�s�� rather� than� gather�ng�

words� and� numbers� only�� renders� �t� poss�ble� to�

focus� on� �nterpret�ng� the� expl�c�t� and� �mpl�c�t�

not�on� w�th�n� the� qual�tat�ve� data� �Guest� et� al���

������pp��������

Source��Terry�et�al�������

Figure��

Thematic�Analysis�Protocol
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The�themat�c�analys�s�protocol�appl�ed��n�th�s�study�

cons�sts�of�a�s�x�stage�process��as�can�be�seen� �n�

F�gure����Th�s�process�was��mplemented�w�th�n�the�

frame�of�the�search�cr�ter�a�outl�ned��n�F�gure����In�

our�study��onl�ne�art�cles�publ�shed��n�Engl�sh�and�

Turk�sh� dur�ng� the� s�x�month� per�od� from� Apr�l�

��� to� October� ���� ������ regard�ng� the� Pat�sw�ss�

cr�s�s� were� �ncluded� based� on� predeterm�ned�

keywords�related�to�the�cr�s�s��The�scope�of�onl�ne�

art�cle�sources�covers�news�webs�tes��n�the�Turk�sh�

med�a��as�well�as�sectoral�webs�tes��n�the�f�elds�of�

market�ng� and� publ�c� relat�ons�� Repet�t�ve� news�

art�cles� w�th� �dent�cal� headl�nes� were� excluded�

from� the� analys�s� to� ensure� data� �ntegr�ty� and�

avo�d�redundancy�

Themat�c�Analys�s�Protocol�Process�

Phase����Data�Collect�on

Dur�ng� the� data� collect�on� phase�� a� total� of� ����

news� art�cles� were� systemat�cally� gathered� from�

var�ous�d�g�tal�platforms���nclud�ng�news�webs�tes��

market�ng� and� publ�c� relat�ons� sector� webs�tes��

and� soc�al�med�a�based� news� sources�� us�ng� the�

predef�ned� search� cr�ter�a�� Follow�ng� an� �n�t�al�

content�exam�nat�on�and�the�removal�of�dupl�cate�

art�cles�� a� ref�ned� dataset� of� ���� un�que� news�

art�cles�was�obta�ned��Th�s�process�helped�ensur�ng�

that�the�collected�data�was�or�g�nal��cons�stent��and�

themat�cally�relevant�for�a�subsequent�analys�s�

Phase����Data�Ref�nement

In�the�data�ref�nement�phase��s�m�lar�or�repet�t�ve�

content� w�th�n� the� collected� news� art�cles�

was� systemat�cally� �dent�f�ed� and� el�m�nated��

Th�s� procedure� enhanced� the� d�vers�ty� and�

representat�veness� of� the� dataset�� thereby�

�mprov�ng� the� rel�ab�l�ty� and� val�d�ty� of� the�

themat�c� analys�s�� Remov�ng� redundant� content�

preserved� a� d�verse� range� of�med�a� sources� and�

perspect�ves�for�analys�s�

Phase����Data�Cod�ng

Dur�ng� the� data� cod�ng� phase�� the� headl�nes� of�

the� ref�ned� dataset� were� systemat�cally� coded��

The� cod�ng� process� employed� Nv�vo� software�

to� systemat�cally� capture� patterns�� s�m�lar�t�es��

and� narrat�ves� w�th�n� the� analyzed� dataset�� Th�s�

step� establ�shed� the� foundat�on� for� �dent�fy�ng�

themat�c�categor�es��n�the�subsequent�analys�s�

Phase����Theme�Construct�on

In� the� theme� construct�on� phase�� prel�m�nary�

themes� were� �dent�f�ed� from� the� coded� data��

An� �n�depth� analys�s� of� the� coded� data� was�

conducted�� group�ng� patterns�� s�m�lar�t�es�� and�

narrat�ves� �nto� mean�ngful� themat�c� categor�es��

Th�s� step�a�med� to� �dent�fy�key�d�scuss�on�po�nts�

from�med�a�coverage�related�to�the�Pat�sw�ss�cr�s�s��

The� formulat�on�of� themes�prov�ded�a�structured�

framework� for� present�ng� s�gn�f�cant� analyt�cal�

f�nd�ngs�

Phase����Theme�Structur�ng�and�Rev�ew

Dur�ng� the� theme� structur�ng�phase��prel�m�nary�

themes� were� rev�ewed� and� ref�ned� further�� To�

enhance��nternal�cons�stency��themat�c�boundar�es�

were� clar�f�ed�� amb�gu�t�es� resolved�� and� a�more�

coherent� themat�c� framework� was� developed��

Add�t�onally�� each� theme�s� d�st�nct�ve� elements�

were� clar�f�ed�� re�nforc�ng� the� �nternal� coherence�

of�the�med�a�analys�s�

Phase����Theme�F�nal�zat�on�and�Interpretat�on

The� f�nal� phase�� theme� F�nal�zat�on� and�

�nterpretat�on�� �nvolved� the� def�n�t�ve� shap�ng�

and� �nterpretat�on� of� the� themat�c� analys�s�

outcomes��In�th�s�phase��deta�led�analyses�of�how�

med�a� content� represented� the� Pat�sw�ss� cr�s�s�

Figure���

Data�Search�Criteria

Database Search�Filters

Google�Search�
Eng�ne�Google�
Scholar

Keywords���Pat�sw�ss��Pat�sw�ss�Cr�s�s��El�f�
Aslı�Yıldız�Tunaoğlu��Moldy�chocolate��
Pat�sw�ss�Moldy�chocolate�

Date�Range��Apr�l������October���������

Languages��English��Turkish

Exclus�on�Cr�ter�a��Repet�t�ve�news��news�
w�th�the�same�headl�ne�and�or�text

Onl�ne�News Content�Scope��Patisswiss�Crisis�and�
Related�News

Content�Platforms��D�g�tal�News�from�
Turk�sh�Med�a��Market�ng��and�PR�
Webs�tes

Med�a�Type��Mult�med�a��Wr�tten��V�sual��
V�deo�Onl�ne�News�
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were� conducted� through� the� �dent�f�ed� themes��

Qual�tat�ve� analys�s� and� v�sual�zat�on� techn�ques�

were� employed� to� prov�de� a� deta�led� evaluat�on�

of� med�a� narrat�ves� dur�ng� the� cr�s�s�� The� f�nal�

analys�s�comprehens�vely�and�hol�st�cally�outl�ned�

the� patterns� and� narrat�ves� re�ected� �n� med�a�

coverage� of� the� Pat�sw�ss� cr�s�s�� Th�s� systemat�c�

approach� fac�l�tated� a� met�culous� and� �n�depth�

understand�ng� of� Pat�sw�ss� cr�s�s� response�

strateg�es� and� the�r� med�a� re�ect�ons�� ensur�ng�

robust��nterpretat�on�and��ns�ghts�

The�Pat�sw�ss�Cr�s�s�Case�Study

Pat�sw�ss

Pat�sw�ss� �s� a� company� establ�shed� �n� Ankara�

�n� ����� as� a� bout�que� chocolate� manufacturer��

Accord�ng�to��nformat�on�on��ts�corporate�webs�te��

as�of�������the�company�operates��n�two�factor�es�

w�th� a� total� product�on� area� of� ������ square�

meters��Its�product�on�portfol�o��ncludes�more�than�

���� product� var�et�es� across� ��� ma�n� categor�es�

�Pat�sw�ss�� ������� However�� there� are� con��ct�ng�

reports� �n� var�ous� news� outlets� between� �����

and� ����� regard�ng� the� number� of� factor�es� the�

company�has�establ�shed��Dünya�Gazetes�������a��

Erç�n��������

In� ������ Pat�sw�ss� was� acqu�red� by� El�f� Aslı� Yıldız�

Tunaoğlu��Prev�ously��Yıldız�Tunaoğlu�had�opened�

a� pat�sser�e� called� �Karamel��� �n� Ankara�� and�

follow�ng�the�acqu�s�t�on�of�Pat�sw�ss��she� led�the�

company�through�rap�d�growth��Sol�Haber������a���

Accord�ng�to������med�a�reports��Pat�sw�ss�exports�

to����countr�es���nclud�ng�the�Un�ted�States��Russ�a��

and� the� Un�ted� K�ngdom�� and� generates� ���� of�

�ts� total� revenue� from� exports� �Dünya� Gazetes���

����a��� Add�t�onally�� �n� ������ Pat�sw�ss� was�

awarded� the� �Company�w�th� the�Most� Increased�

Female� Employment�� award� by� TOBB�� and� the�

former�CEO��El�f�Aslı�Yıldız�Tunaoğlu�� rece�ved�the�

�Fastest� Grow�ng� Woman� Entrepreneur�� award�

�Dünya� Gazetes��� ������� Pat�sw�ss� emphas�zes� �n�

�ts�m�ss�on�and�v�s�on�the�pr�nc�ples�of��pr�or�t�z�ng�

human� health� w�th� a� comm�tment� to� safe� food��

keep�ng�up�w�th�global�trends��and�stay�ng�ahead�

of� the� t�mes�� �Pat�sw�ss�� ����b��� The� company�s�

growth�strateg�es�for������also��ncluded�plans�for�

an� �n�t�al� publ�c� offer�ng� �Dünya� Gazetes��� ������

����a��

Former�CEO��El�f�Aslı�Yıldız�Tunaoğlu

El�f�Aslı�Yıldız�Tunaoğlu� �s�the�founder�and�former�

CEO�of�the�Pat�sw�ss�chocolate�brand��establ�shed�

�n�Ankara��Born� �n�Ankara��Yıldız�Tunaoğlu�began�

her� career� w�th� an� educat�on� �n� electron�c�

eng�neer�ng� and�pursued�her�master�s� degree� �n�

�ndustr�al� eng�neer�ng�� Follow�ng� her� graduat�on��

she� worked� as� a� product�on� eng�neer� at� one� of�

the� lead�ng� factor�es� �n� the� defense� �ndustry�

�Yıldız�Tunaoğlu���������Dr�ven�by�her��nterest�and�

pass�on� for� product�on� processes�� she� a�med� to�

bu�ld�a�long�term�career��n�th�s�f�eld�but�eventually�

turned�her�focus�toward�the�chocolate�and�pastry�

sector��fulf�ll�ng�her�ch�ldhood�dream�by�found�ng�

the� Pat�sw�ss� brand�� In� her� personal� l�fe�� El�f� Aslı�

Yıldız� Tunaoğlu� �s� marr�ed� to� S�nan� Tunaoğlu�� a�

co�founder� of� Karel� Elektron�k� and� the� current�

cha�rman�of�the�Pat�sw�ss�board��CNN�Türk��������

TEDx�Talks��������

Pre�Cr�s�s�Phase��Mock�ng�Rhetor�c��n�

Un�on�Oppos�t�on

The� pre�cr�s�s� phase� refers� to� the� stage� when�

an� organ�zat�on� or� brand� cont�nues� �ts� normal�

operat�ons� before� the� event� that� tr�ggers� the�

cr�s�s�� Dur�ng� th�s� stage�� warn�ng� s�gnals� related�

to� or� �nd�cat�ve� of� the� cr�s�s� may� emerge�� and�

measures� for� prevent�on� and�preparat�on� can� be�

undertaken��T�mothy�Coombs�and�Holladay��������

p������These�s�gnals��also�referred�to�as�Prodromes�

�n� the� med�cal� l�terature�� are� v�tal� for� cr�s�s�

commun�cat�on�management��as�early�detect�on��s�

the�best�remedy�for�a�cr�s�s��Çınarlı��������p�������For�

the�Pat�sw�ss�brand��s�gn�f�cant�s�gnals��problems��

and�r�sks�related�to�the�cr�s�s�had�already�surfaced�

dur�ng�the�pre�cr�s�s�phase�

In� th�s� context�� follow�ng� the� d�sm�ssal� of� a�

un�on�zed� worker�� �t� was� alleged� that� workers� at�

the�factory�were�taken��nto�a�room�by�the�General�

Manager�� Ch�ef� Food� Eng�neer�� and� Human�

Resources�Manager�of�Pat�sw�ss��where�they�were�

asked� whether� they� were� un�on� members� and�
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were�pressured�w�th�statements�l�ke���We�gave�you�

jobs�dur�ng�hard�t�mes��and�now�you�re�betray�ng�

us�by�jo�n�ng�a�un�on���Add�t�onally���t�was�cla�med�

that� the� e�Government� passwords� of� about� ���

workers�were�taken��and�they�were�forced�to�res�gn�

from�the�un�on��Tele���������Zülf�garoğlu���������Öz�

Gıda�İş�Un�on�organ�zed�a�protest��n�February������

on� behalf� of� the� d�sm�ssed� workers� �Öz� Gıda�İş�

Un�on���������The�protest��held�to�advocate�for�the�

unrecogn�zed�un�on�r�ghts�of�these�workers��lasted�

for�over�three�weeks��Yıldırım��������

Subsequently�� the�d�sm�ssal�of�un�on�zed�workers�

ga�ned� pol�t�cal� attent�on�� İskender� Bayhan�� a�

Member� of� Parl�ament� from� the� Labor� Party��

commented� on� Pat�sw�ss�s� poor� work�ng�

cond�t�ons�and�the�d�sm�ssal�of�a�un�on�zed�worker�

through� h�s� X� account�� Bayhan� stated�� �Workers�

at�Pat�sw�ss�Chocolate�are�subjected�to�m�n�mum�

wage�w�th�no�soc�al�r�ghts��constant�pressure��and�

m�streatment��When� they�attempted� to�un�on�ze�

under�Öz�Gıda�İş�� the�employer� f�red�a�worker�� In�

the�factory��where�most�employees�are�women�and�

earthquake� surv�vors��workers� are� told�� �We�gave�

you�jobs�dur�ng�hard�t�mes��and�now�you�re�go�ng�

aga�nst� us���We� salute� the�workers�who�cont�nue�

the�r�struggle�desp�te�threats�and�blackma�l��n�the�

face�of�these�ant��labor�pol�c�es���Bayhan��������

Dur�ng� February� ������ workers� d�sm�ssed� by�

Pat�sw�ss� c�ted� poor� work�ng� cond�t�ons� and�

env�ronments� that� comprom�sed� food� safety�

as� the�r� reasons� for� protest�� A� d�sm�ssed� worker�

descr�bed� the� company� as� �explo�t�ng� people� by�

mak�ng�them�work�l�ke�slaves�wh�le�say�ng�� �We�re�

here� for� you�� we�re� a� fam�ly��� It� takes� advantage�

of� people�s� hardsh�ps�� h�r�ng� those� �n� d�ff�cult�

s�tuat�ons� by� th�nk�ng�� �These� people� can�t� do�

anyth�ng�� they�re� dependent� on� us��� Another�

former�worker�alleged���The�depot�entrance��where�

employees�entered�and�ex�ted��had�a�s�gn�say�ng�

�Goods�Rece�v�ng��where�they�clocked��n�and�out��

The� un�on� argued� that� th�s� d�d� not� comply� w�th�

safety�standards���Yıldırım��������

Dur�ng� th�s�process�� then�CEO�of�Pat�sw�ss��Yıldız�

Tunaoğlu�� made� statements� on� her� X� account�

regard�ng� the� protests� and� act�ons� of� un�on�z�ng�

workers� that�posed� a� r�sk� of� creat�ng� a� cr�s�s��On�

February� ���� ������ Yıldız� Tunaoğlu� used� a� casual��

mock�ng��and�problemat�c�tone�of�commun�cat�on��

say�ng��as�shown��n�F�gure���

 �You�guys�are� so� funny��honestly��what� can� I� say��You�

must�have�a�lot�of�free�t�me��have�fun��There��sn�t�a�s�ngle�

Pat�sw�ss�employee��n�that�p�cture�� ���Come�on��make�a�

v�deo�and�say���I�m�an�employee������Oh��wa�t��sorry��w�th�so�

many�l�es��you�d�say�that�too�����������Have�fun��we�have�a�lot�

of�work�to�do�w�th�our�������employees������Sancar��������

On�the�same�date��Yıldız�Tunaoğlu�cont�nued�her�

posts��stat�ng��

�F�rst�God��then�the�state�� law��and�the�Republ�c�are�on�

the� s�de� of� the� worker� and� the� r�ghteous�� thankfully��

Moments�when�I�say�thank�goodness�we�are�not� l�v�ng�

�n� a� banana� republ�c�� Because� people� are� truly� bad��

honestly��There�s�no�one�left�to�say���If�I�l�e��let��t�be�upon�

my� ch�ldren��� but� just�ce�both� d�v�ne� and� legal�w�ll�

preva�l� �n� th�s� world�� my� dears�� Have� a� happy� Sunday��

Oh��and�share�th�s�wh�le�you�re�at��t���and�engaged��n�

debates� w�th� numerous� users�who� cr�t�c�zed� her�

�Sancar��������

In� leadersh�p�commun�cat�on�� �t� �s� fundamentally�

expected� that� leaders� exh�b�t� an� empathet�c�

approach�� express�ng� compass�on� and� humane�

respect� toward� the�r� employees� �Mayf�eld�� ������

p�� ����� Dur�ng� the� pre�cr�s�s� phase�� the� former�

CEO�of�Pat�sw�ss�made� statements� that�not�only�

Figure��

Elif�Aslı�Yıldız�Tunaoğlu�s�Sharing�about�the�Union�s�Action
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posed� s�gn�f�cant� r�sks� to� the�brand�s� �mage� and�

reputat�on� but� also� v�olated� several� pr�nc�ples� of�

leadersh�p� commun�cat�on�� These� statements�

were� problemat�c� �n� terms� of� �ssue� and� r�sk�

management� as� well� as� employee� relat�ons��

Spec�f�cally�� her� comments� d�splayed� a� lack� of�

respect� and� profess�onal�sm� toward� workers�

part�c�pat�ng� �n� the� protests� or� un�on� act�ons��

ev�denced� by� d�sm�ss�ve� and� mock�ng� phrases�

such� as� �You� guys� are� so� funny�� and� “You must 

have� a� lot� of� free� t�me��� The� CEO�s� remark�� �Oh��

wa�t��sorry��w�th�so�many�l�es��you�d�say�that�too���

�s� h�ghly� detr�mental� to� reputat�on� management�

dur�ng� a� cr�s�s�� Wh�le� s�ncer�ty� �s� cr�t�cal� �n�

leadersh�p� commun�cat�on�� mock�ng� language�

erodes� trust� and� respect�� Express�ons� l�ke� �Have�

fun��� used� here�� convey� an� �mpress�on� that� the�

concerns� of� the� target� aud�ence� are� not� be�ng�

taken�ser�ously�

Leadersh�p� commun�cat�on� serves� as� a� powerful�

catalyst� for� establ�sh�ng� and� ma�nta�n�ng� trust�

w�th� employees� and� forms� the� foundat�on� of�

corporate� trust� �Mayf�eld� and� Mayf�eld�� ������ p��

�����However��the�CEO�s�post���nstead�of�re�nforc�ng�

trust� and� loyalty� w�th� her� employees�� conta�ned�

statements�l�ke��we�have�a�lot�of�work�to�do�w�th�

our� ������ employees��� reduc�ng�workers� to�mere�

numbers�� Th�s� commod�fy�ng� rhetor�c� represents�

a� s�gn�f�cant� problem� �n� terms� of� leadersh�p�

commun�cat�on�

As�Coombs��������notes��the�pr�mary�goal�dur�ng�

the�pre�cr�s�s�phase��s�to�m�t�gate�r�sks�that�could�

harm� the� company� and� stakeholders�� thereby�

prevent�ng� the� escalat�on� �nto� a� full�blown� cr�s�s��

Every� cr�s�s� presents� a� warn�ng� s�gnal�� wh�ch�

�nd�cates�that�a�r�sk��s�beg�nn�ng�to�transform��nto�

a�cr�s�s��Coombs��������p��������Approx�mately�two�

months� before� the�Pat�sw�ss� cr�s�s�� the� company�

rece�ved� a� s�gn�f�cant� pre�cr�s�s� warn�ng� s�gnal��

as� �ssues� related� to�workers� escalated� �nto�un�on�

act�on�and�ga�ned�l�m�ted�med�a�coverage��Notably��

dur�ng� th�s� pre�cr�s�s� per�od�� the� problemat�c�

tone� and� approach� of� the� former� CEO�s� soc�al�

med�a�posts�stand�out��The� lack�of�change��n�her�

commun�cat�on�style�� approach��and� tone�dur�ng�

th�s� per�od� played� a� key� role� �n� the� company�

enter�ng��nto�a�cr�s�s�

Cr�s�s�Response�Phase��From�Arrogant�

Accusat�ons�to�Forced�Apology

On�Apr�l� ���� ������ a� Pat�sw�ss� customer�� Esra� U���

shared� her� d�sappo�ntment� about� a� purchased�

product� on� her� L�nkedIn� account�� as� shown� �n�

F�gure����Her�post�reads��

�Look� at� my� coffee� compan�ons� I� eagerly� purchased��

w�tness�ng�moldy�chocolate�for�the�f�rst�t�me�  and�the�

exp�rat�on�date��s�st�ll�val�d��There�s�probably�an��ssue�w�th�

storage�cond�t�ons�dur�ng�the�supply�cha�n�process���

In�her�L�nkedIn�post��Esra�U��also��ncluded�a�photo�

of� the� product� and� tagged� both� M�gros� Supply�

Cha�n� and� Pat�sw�ss�s� former� CEO�� El�f� Aslı� Yıldız�

Tunaoğlu�

In�response�to�the�customer�s�post��wh�ch�d�d�not�

adopt�a�harsh�tone�toward�the�brand��Pat�sw�ss�s�

former�CEO�� El�f� Aslı� Yıldız� Tunaoğlu�� repl�ed�w�th�

a� threaten�ng��mock�ng�� d�sm�ss�ve�� and� arrogant�

tone��as�shown��n�F�gure����She�stated�

�These�products�never�mold��you�know��Let�s�say�they�do�

�You�should�urgently�check�the�hum�d�ty�level��n�your�

home��And�how�sad��t��s�that�you�have�no�other�content�

Figure��

Customer�s�First�Linkedin�Post
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to�share�on�L�nkedIn��You�re�r�ght��everyone�desperately�

needs�us�for�clout��Look�at�the�comments�below�say�ng�

�trash�� and� such��Nobody� real�zes�what�our� lawyers�w�ll�

demand��n�terms�of�brand�defamat�on��reduc�ng�brand�

value��etc� �Also��If�there�were�such�an��ssue�w�th�us��

you�d�let�us�know��and�we�d�compensate��You�re�deal�ng�

w�th� the�g�ant�M�gros�and�us��Everyone� �s�beh�nd� the�r�

product�� Anyway�� good� luck� to� you�� Our� lawyers� w�ll�

contact�you��but�I�l�ke�to�solve�th�ngs�myself��

Th�s� post� by� the� former� CEO� was� met� w�th�

s�gn�f�cant�backlash� from�soc�al�med�a�users�and�

subsequently� sparked� w�despread� publ�c� and�

med�a� cr�t�c�sm� �CNN� Türk�� ������ Cumhur�yet��

����a��Dünya�Gazetes���������

Follow�ng� the� w�despread� backlash� on� soc�al�

med�a� and� �n� the� publ�c� sphere�� Yıldız� Tunaoğlu�

deleted�her�post�shown��n�F�gure���and��ssued�an�

�n�t�al�apology�f�lled�w�th�spell�ng�and�grammat�cal�

errors�� wh�ch� she� later� deleted� shortly� after�� She�

stated�

�As�someone�who�scored�������on�the������ÖSS�and�as�

a�person�who�constantly�reads�books��I�deeply�apolog�ze�

for�the�spell�ng�errors��n�my�post��caused�by�l�v�ng�l�fe�at�

a�fast�pace��out�of�necess�ty���also�because�my��Phone�s�

Engl�sh�keyboard�d�dn�t�g�ve�a�warn�ng������I�apolog�ze�to�

all�my�valued�followers����Sol�Haber������b��

Subsequently�� on� her� Instagram� account�� Yıldız�

Tunaoğlu�shared�another�post�w�th�a�s�m�lar�tone��

stat�ng�

�Oh��my�beaut�ful�countrymen��Oh��my�dear�compet�tors��

who�cons�der�us�r�vals��even�though�we�are�qu�te�small�

compared�to�them��Anyway��you�re�only�focused�on�my�

spell�ng�m�stakes��I�apolog�ze�to�everyone��my�adherence�

to�grammar�rules�fell�short��n�my�posts�due�to�my�speed��

Of� course��my� �mpuls�veness� also� played� a� role�� to� the�

po�nt�that�I�couldn�t�leave��t�to�my�soc�al�med�a�experts��

Let�s� adm�t� �t�� we� need� to� let� the� profess�onals� handle�

these�th�ngs��I�m�ne�ther�that��mportant�nor��s�my�use�of�

our�beaut�ful� language�on� soc�al�med�a�a� reference� for�

anyth�ng�� It�s� just� l�ke� the� d�fferences� between�wr�t�ng�

and�speak�ng� �n�Engl�sh��By�the�way��my�phone�has�an�

Engl�sh� keyboard�� and�my� eyes� are� extremely� dry�� so� I�

can�t�see�properly��If�you�wouldn�t�m�nd��could�you�please�

rev�ew� and� correct� my� wr�t�ng� and� grammar� errors�� I�

would�l�ke�to�thank��n�advance�those�who�w�ll� f�nd�and�

f�x�the�m�stakes��n�th�s�sentence����Tufan��������

Shortly� after� delet�ng� th�s� post� as� well�� Yıldız�

Tunaoğlu� publ�shed� a� second� apology� on�

Instagram�� as� shown� �n� F�gure� ��� cla�m�ng� that�

her� spell�ng� and� grammar� errors� caused� a�

m�sunderstand�ng�

�Honestly��I�don�t�know��f�th�s�was�a�b�g�m�sunderstand�ng�

or� �f� I� expla�ned� myself� poorly�� But� I�m� very� sorry� for�

occupy�ng�your�t�me��I�th�nk�you�probably�know�me��All�

I� wanted� to� say� was� that� everyone� stands� beh�nd� the�

product��and��f�you�sent� �t�to�us��we�would�have�solved�

�t�� There�was� no� need� for� a� post� that� would� harm� the�

brand�� But� w�th�my� knowledge� of� grammar� added� to�

the�m�x���t�seems�l�ke�I�came�off�d�fferently��Anyway��our�

lawyers� w�ll� probably� also� th�nk� of� someth�ng� for� me��

After� all��we�manage� the� company�w�th� the�board�� I�m�

f�ne��no�problem��My�only�concern��s�prov�d�ng�the�best�

product�at� the�best�pr�ce�� I�won�t�g�ve�up�unt�l�my� last�

breath�� �nclud�ng� my� non�food� brands� and� ventures��

Best�regards��In�advance��I�apolog�ze�for�my�spell�ng�and�

grammar�errors�� I�don�t�want�to�make�my�soc�al�med�a�

team� work� outs�de� of� the�r� hours� ��� I�m� sure� they�re�

Figure��

Linkedin�Post�of�Elif�Aslı�Yıldız�Tunaoğlu
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already� very� upset� about�what� happened�� I� also� thank�

those�who�w�ll�f�x��t�and�those�who�w�ll�prov�de�me�w�th�

uncond�t�onal�and�free�tra�n�ng��

S�m�larly�� Yıldız� Tunaoğlu� also� apolog�zed� �n� a�

post� on� her� X� account� for� �all� spell�ng�grammar�

m�stakes�� but� responded� to� users�� cr�t�cal�

comments� by� stat�ng�� �It� was� very� hard� to� stay�

calm�when�they�sa�d�we�produce�trash���adm�tt�ng�

that� she� could� not� control� her� emot�ons�� When�

compan�es� face� a� cr�s�s� damag�ng� the�r� �mage�

and� reputat�on�� �ssu�ng� an� apology� as� part� of�

corporate�apolog�a�rhetor�c��s�one�of�the�effect�ve�

cr�s�s� response� strateg�es�� Apology� serves� as� a�

rhetor�cal� tool� for� self�defense� and� �s� strongly�

connected� to� �mprov�ng� cr�s�s� commun�cat�on�

�Coombs� et� al��� ������ p�� ������ However�� as� shown�

�n� F�gures� �� and� ��� none� of� the� posts� by� Yıldız�

Tunaoğlu� d�rectly� addressed� the� or�g�nal� cause�

of� the� cr�s�s�the� �moldy� chocolate�� compla�nt��

Instead� of� apolog�z�ng� to� the� affected� customer��

she��ssued�an�apology�for��caus�ng��nconven�ence�

and�mak�ng�grammat�cal�m�stakes��n�her�wr�t�ng���

Furthermore���n�her�X�post�shown��n�F�gure����the�

former� CEO� cont�nued� to� �mply� threats�� stat�ng�

that��those�who�say�we�produce�trash�should�talk�

to�our�lawyers���Th�s��nd�cates�that�Yıldız�Tunaoğlu�s�

cr�s�s�response�strategy�leaned�toward�den�al�

Follow�ng� the� publ�c� outcry�� �t� was� noted� that�

Pat�sw�ss�products�were�removed�from�the�shelves�

of� several� well�known� reta�l� cha�ns� �Tufan�� ������

Cumhur�yet��������Artıgerçek���������Later��on�Apr�l�

����������Pat�sw�ss��ssued�an�off�c�al�apology�v�a��ts�

corporate�soc�al�med�a�accounts��stat�ng��

�As� the� Pat�sw�ss� brand�� we� str�ve� to� ensure� that� our�

products�rema�n�fresh�and�healthy�throughout�the�r�shelf�

l�fe��We�v�ew�every�p�ece�of�feedback�as�an�opportun�ty�

to� �mprove� our� products��We� deeply� apolog�ze� for� the�

negat�ve� exper�ence� of� our� customer� and� respectfully�

�nform�the�publ�c�that�we�w�ll�do�our�best�to�resolve�the�

�ssue����Sol�Haber������b��

When� compan�es� employ� an� apology� narrat�ve�

to� protect� the�r� reputat�on�� they� can� express�

�t� �n� d�fferent� ways�� A� full� apology� �nvolves�

acknowledg�ng�the�occurrence�of�the�cr�s�s��tak�ng�

respons�b�l�ty��and�ask�ng�for�forg�veness��A�part�al�

apology�� on� the� other� hand�� expresses� s�mple�

regret� or� concern� for� the� cr�s�s� v�ct�ms� �Coombs�

et�al���������p��������Unl�ke�the�former�CEO�s�posts��

Pat�sw�ss��apology�was�balanced�and�profess�onal��

Wh�le�the�former�CEO�adopted�den�al�as�her�cr�s�s�

response�strategy��the�Pat�sw�ss�brand�chose�a�full�

apology�strategy�d�rected�toward�the�customer�

Figure��

Elif�Aslı�Yıldız�Tunaoğlu�s�Second�Apology�Post��������

                                      

Figure��

Yıldız�Tunaoğlu�s�X�Post��
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The� commun�cat�on� d�spar�ty� between� Pat�sw�ss�

and� �ts� CEO�d�d� not� last� long�� On� Apr�l� ���� ������

Yıldız� Tunaoğlu� announced� her� res�gnat�on� v�a�

another�soc�al�med�a�post� �Şenses������a��� In�her�

res�gnat�on�post��El�f�Aslı�Yıldız�Tunaoğlu�stated��

�I�hurt�one�of�our�consumers��who�I�pr�or�t�ze�above�all�else��

w�th�an��nappropr�ate�response��As�someone�comm�tted�

to� �ncreas�ng� female� employment� and� advocat�ng�

for� equal�ty� �n� the� workplace� w�th� every� pass�ng� year��

I� am� fully� aware� that� there� �s� no� just�f�cat�on� for� my�

�nappropr�ate�response�to�a�fellow�woman��I�accept�that�

my�act�ons�were�ent�rely�wrong��and�I�s�ncerely�apolog�ze�

to�her�f�rst�and�foremost��as�well�as�to�all�our�consumers�

and� the�esteemed�publ�c� for� th�s�unfortunate� �nc�dent��

As� a� re�ect�on� of� my� genu�ne� apology�� I� am� stepp�ng�

down�from�my�pos�t�on�as�Cha�r�of�the�Board�of�D�rectors�

as� of� today�� The� board� w�ll� announce� the� leadersh�p�

change�promptly��

In� th�s� post�� the� former� CEO� departed� from� her�

prev�ous�den�al�strategy�and��ssued�a�full�apology�

to�both�the�customer�and�the�publ�c���nd�cat�ng�a�

sh�ft�toward�corporate�apology�as�a�cr�s�s�response�

strategy�� However�� the� CEO�s� rap�d� sh�ft� from�

threats�and�den�al�to�an�apology�ra�sed�quest�ons�

about� her� s�ncer�ty� among� the� target� aud�ence��

potent�ally� creat�ng� an� �mpress�on� of� a� forced�

apology�� Follow�ng� Yıldız� Tunaoğlu�s� res�gnat�on�

dur�ng�the�cr�s�s�phase��Al��S�nan�Tunaoğlu�became�

the�new�Cha�rman�of�Pat�sw�ss�s�Board�of�D�rectors�

�Şenses������b��

In� the� cr�s�s� response� phase�� not� only� the� �ssue�

that�tr�ggered�the�cr�s�s�but�also�all�of�a�company�s�

prev�ous�r�sks�and�problems�tend�to�come�under�

publ�c�scrut�ny��As�Frandsen�and�Johansen��������

noted��dur�ng�a�cr�s�s��the�rhetor�cal�arena�expands�

w�th� var�ous� vo�ces� and� actors�� broaden�ng� the�

context� and� scope� of� the� cr�s�s� �Frandsen� and�

Johansen��������p��������Hence��cr�ses�are�d�scussed�

�n� mult��vo�ced� env�ronments�� often� extend�ng�

beyond� the� �nst�tut�on� or� brand� manag�ng� the�

cr�s�s� �Coombs�and�Holladay��������p�������A�s�m�lar�

scenar�o�unfolded� �n� the�Pat�sw�ss� cr�s�s�� Beyond�

the�company�s�statements��var�ous�actors�became�

�nvolved� �n� the� cr�s�s�arena��broaden�ng� �ts� scope�

by��ntroduc�ng�d�scuss�ons�of�related�top�cs�

One�notable�actor��nvolved��n�the�d�scuss�ons�was�

Murat�Ülker��Cha�rman�of�the�Board�of�Yıldız�Hold�ng��

wh�ch�operates��n�the�confect�onery�and�chocolate�

sector��Ülker� �ntervened� �n� the�debate� through� a�

L�nkedIn�post�� say�ng�� �There�s�always�someth�ng�

to�learn�at�every�pos�t�on���Gazete�Oks�jen������b���

Another� actor� that� emerged� �n� th�s� context� was�

the� Sw�ss�based� company� Pat�sw�ss� AG�� Dur�ng�

the�Pat�sw�ss�cr�s�s���t�was�revealed�that�there�were�

trademark� d�sputes� between� the� Turk�sh�based�

Pat�sw�ss� and� the� Sw�ss� company� of� the� same�

name��At�the�t�me�of�the�cr�s�s��as�shown��n�F�gure�

��� a� press� release� by� Pat�sw�ss� AG� h�ghl�ghted�

ongo�ng�trademark�l�t�gat�on��n�var�ous�countr�es��

The� statement� from� the� Sw�ss� company� noted��

�Pat�sw�ss�AG�has� �n�t�ated� legal�act�ons�aga�nst�

Pat�sw�ss�Chocolate��n�the�past�under�trademark�

law��g�ven�the�mult�ple�reg�strat�ons�of�trademark�

protect�on�v�olat�ons��n�var�ous�countr�es���draw�ng�

attent�on� to� �ts� legal� d�sputes� w�th� the� Turk�sh�

based�company�

Source��Pat�sw�ss�AG������

Figure��

Patiswiss�AG�Press�Release
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Dur�ng� the� cr�s�s� response� phase�� another� �ssue�

that� drew� attent�on� was� the� �ncons�stenc�es� �n�

the� former� CEO�s� graduate� degree� credent�als��

It�was� revealed� that� the� �nformat�on� about� Yıldız�

Tunaoğlu�s� graduate� degree� on� L�nkedIn� was�

�naccurate�� lead�ng� her� to� shut� down� her� soc�al�

med�a�accounts��Accord�ng�to�her�L�nkedIn�prof�le��

Yıldız� completed� her� undergraduate� stud�es� �n�

Electr�cal�and�Electron�cs�Eng�neer�ng�at�Başkent�

Un�vers�ty� between� ���������� and� pursued�

a� master�s� degree� �n� �ndustr�al� eng�neer�ng� at�

Hacettepe�Un�vers�ty�between������������However��

�nformat�on� on� Hacettepe� Un�vers�ty�s� webs�te�

�nd�cated� that� the�program��wh�ch�Yıldız� cla�med�

to�have�completed��n�������actually�started��n������

������Follow�ng�the�revelat�on�of� th�s�d�screpancy��

Dr�� Erd�� Daşdem�r�� a� faculty� member� �n� the�

Industr�al� Eng�neer�ng�Department� at�Hacettepe�

Un�vers�ty�s�Faculty�of�Eng�neer�ng��stated��

�The� �nformat�on� about� Pat�sw�ss� CEO� El�f� Aslı� Yıldız�s�

���������� Industr�al� Eng�neer�ng� master�s� degree� from�

Hacettepe� on� L�nkedIn� �s� �ncorrect�� We� have� no� such�

graduate�� The� program� awarded� �ts� f�rst� graduates� �n�

�������Gazete�Oks�jen������a��

Another� �ssue� that� emerged� dur�ng� the� cr�s�s�

phase� for� the�Pat�sw�ss�brand�was�a� tax� scandal��

Pat�sw�ss�s� cap�tal� �ncreased� by� ����� w�th�n� ����

months�� The� company�s� cap�tal��wh�ch�was� ������

m�ll�on� TL� on� Apr�l� ���� ������ rose� to� ���� m�ll�on�

TL� as� of� January� ��� ������ Of� th�s� ����m�ll�on� TL��

����m�ll�on� TL�was� allocated� to� El�f� Aslı� Yıldız�� ���

m�ll�on�TL�to�her�husband�Al��S�nan�Tunaoğlu��and�

���m�ll�on� TL� to� her� brother�Mustafa� Naz�f� Yıldız��

Desp�te�ach�ev�ng�a� revenue�of������m�ll�on�over�

three� years�� the� company� was� revealed� to� have�

pa�d�only��������TL��n�taxes��Bölükbaş��������

Dur�ng� the� cr�s�s� phase�� the� pr�mary� cause� of�

the� cr�s�s�� along� w�th� pr�or� company� �ssues� and�

r�sks��became�the�focus�of�add�t�onal�d�scuss�ons��

s�gn�f�cantly� damag�ng� the� brand�s� reputat�on�

among� stakeholders�� All� events� and� agendas�

ar�s�ng�dur�ng�the�cr�s�s�phase�w�ll�play�a�dec�s�ve�

role� �n� evaluat�ng� cr�s�s� management� and�

determ�n�ng� how� the� brand�s� reputat�on� can� be�

rebu�lt��n�the�post�cr�s�s�phase�

Post�Cr�s�s�Phase�and�Evaluat�on�of�Cr�s�s�

Management

The� post�cr�s�s� phase� encompasses� the�

commun�cat�on� efforts� undertaken� after� the�

resolut�on� of� the� cr�s�s� �s� perce�ved�� Dur�ng�

th�s� phase�� the� focus� sh�fts� from� manag�ng�

the� cr�s�s� �tself� to� manag�ng� �ts� �mpacts��

However��determ�n�ng� the�exact�end�of�a�cr�s�s� �s�

challeng�ng�� As� Coombs� ������� po�nts� out�� post�

cr�s�s� commun�cat�on� �nvolves� both� draw�ng�

lessons�from�the�cr�s�s�and�manag�ng�stakeholder�

responses��Dur�ng�th�s�stage��although�rebu�ld�ng�

reputat�on�may�take�years��compan�es�concentrate�

the�r� commun�cat�on� efforts� on� restor�ng� the�r�

reputat�on��Coombs��������p������

Although�the�Pat�sw�ss�cr�s�s�cannot�be�cons�dered�

fully� resolved�� the� Google� Trends� data� prov�des�

clear� ev�dence� of� a� notable� change� �n� search�

�nterest� patterns�� Google� Trends� measures� the�

relat�ve� popular�ty� of� a� part�cular� search� term�

over�t�me�by�analyz�ng�a�sample�of�web�searches�

made�by�users�over�a�g�ven�per�od��However��th�s�

data� does� not� d�rectly� re�ect� the� total� search�

volume��Trend�data� �s�normal�zed� for�each� reg�on�

and� per�od�� the� h�ghest� level� of� �nterest� �s� taken�

as������and�other�values�are�presented�on�a�scale�

from���to������proport�onal�to�th�s�reference�po�nt��

Therefore�� the� values� �n� the� graph� represent� the�

relat�ve� search� �nterest� over� that� per�od�� not� the�

absolute� number� of� search� terms�� A� decl�ne� �n� a�

term�over�t�me�does�not�mean�that�the�number�of�

searches�has�decreased��but�rather�that�the�term�

has� rece�ved� less� attent�on� compared� to� other�

searches��Th�s�approach�prov�des�a�valuable�metr�c�

for�analyz�ng�relat�ve�changes��n�user��nterest�over�

t�me�� In�th�s�regard��Google�Trends�data� �n�F�gure�

��shows�that�Turkey�w�de��nternet�search��nterest�

�n�the�keyword�Pat�sw�ss�has�decreased�as�of�May�

��� ������ It� shows� that�publ�c� �nterest� �n� th�s� cr�s�s�

has�been�decl�n�ng�s�nce�May�������Google�News�

In�t�at�ve��������
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S�m�larly�� th�s� study� analyzed� onl�ne� news�med�a�

coverage� us�ng� the� data� search� cr�ter�a� outl�ned�

�n� F�gure� �� and� the� themat�c� analys�s� protocol�

presented��n�F�gure����The�headl�nes�and�sources�

of� the� retr�eved� news� �tems� were� exam�ned��

and� those� unrelated� to� the� Pat�sw�ss� cr�s�s� were�

excluded�from�the�analys�s��As��llustrated��n�F�gure�

��������onl�ne�news�art�cles�related�to�the�Pat�sw�ss�

cr�s�s�were�publ�shed��n�Apr�l�������followed�by����n�

May�and�����n�June��From�July�to�October��only�n�ne�

relevant�news��tems�were��dent�f�ed��n�total��These�

f�nd�ngs��nd�cate�that�the�Pat�sw�ss�cr�s�s�had�l�ttle�

to� no� cont�nued� presence� �n� onl�ne� news�med�a�

after�Apr�l������

In� the�post�cr�s�s�per�od�� �n�May������� allegat�ons�

surfaced�on� soc�al�med�a� cla�m�ng� that�Pat�sw�ss�

had� rebranded� and� relaunched� �ts� products��

Pat�sw�ss� responded� to� these� allegat�ons� by�

stat�ng�� �The� brands� alleged� to� have� replaced�

Pat�sw�ss� on� some� soc�al� med�a� accounts� are�

products� that�have�been�met�culously� produced�

�n�Pat�sw�ss�fac�l�t�es�for�over�two�years�and�have�

a�very�broad�customer�base��n�Turkey����Patronlar�

Dünyası�� ����b��� Dur�ng� th�s� per�od�� �t� was� also�

reported�that�the�former�CEO�had�react�vated�her�

soc�al�med�a�accounts��Patronlar�Dünyası������a��

Figure��

Interest�Over�Time�in�Türkiye

Figure���

Patiswiss�Internet�News�Media�Coverage
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In� June� ������ Pat�sw�ss� began� employ�ng� regret�

and�suffer�ng�strateg�es�as�part�of��ts�cr�s�s�response�

approach�� In� a� publ�c� statement�� Pat�sw�ss�

expressed��ts�remorse��stat�ng��

�Welcom�ng�those�who�apolog�ze��s�also�a�v�rtue���wh�le�

also�portray�ng�the�brand�as�an�unjust�v�ct�m�of�external�

attacks��say�ng���We�are�deeply�saddened�by�the�ongo�ng�

accusat�ons� aga�nst� the�Pat�sw�ss� brand�� the� excess�ve�

cr�t�c�sms�� and� the� relentless� cont�nuat�on� of� assaults�

based� on� m�s�nformat�on��� Dur�ng� the� same� per�od��

Pat�sw�ss�s� new� cha�rman�� the� former� CEO�s� husband�

Tunaoğlu�� descr�bed� the� cr�s�s� as� a� �commun�cat�on�

m�shap���Munyar�������. 

Meanwh�le��med�a�outlets��n�June�������nterpreted�

Pat�sw�ss�s� product� d�scount� campa�gns� as� an�

�mage�bu�ld�ng��n�t�at�ve��Halk�TV��������

In�July��Pat�sw�ss�d�d�not�make�headl�nes�w�th�any�

new�developments��but� �n�August������� �t�began�

comb�n�ng� �ts� regret� strategy� w�th� efforts� to�

rebu�ld��ts�brand��mage��The�new�CEO�of�Pat�sw�ss�

commented� on� the� former� CEO�s� controvers�al�

post��stat�ng���I�sa�d�that�the�damage�caused�by�the�

Pat�sw�ss�cr�s�s�cannot�be�measured��n�numbers��I�

expressed� that� the�post� should�never�have�been�

made��I�bel�eved�that�a�customer�should�not�have�

been�responded�to��n�th�s�way��and�I�w�sh�the�post

had� never� been� publ�shed�� and� we� had� never�

exper�enced� th�s� process�� The� company� already�

had� a� customer� serv�ce� un�t�� as� the� General�

Manager��I�forwarded�the��ssue�to�th�s�un�t�d�rectly�

when� �t� came� to� me��� Add�t�onally�� Pat�sw�ss�

focused� on� PR� campa�gns� a�med� at� repa�r�ng�

�ts� brand� �mage�� Med�a� outlets� reported� that�

Pat�sw�ss� was� recover�ng� from� the� cr�s�s� by�

open�ng��ts�fourth�factory�and�focus�ng�on�the�U�S��

market��Ekonom�m��������Erç�n��������S��Özdem�r��

������� However�� earl�er� PR� reports� cla�m�ng� that�

Pat�sw�ss� had� opened� �ts� f�fth� factory� �n� �����

created� d�screpanc�es� and� �ncons�stenc�es� about�

�ts�fac�l�t�es��r�sk�ng�further�damage�to�the�brand�s�

�mage��Dünya�Gazetes�������a��

In� September� ������ Pat�sw�ss�s� exports� and� the�

open�ng�of��ts�fourth�factory�became�the�focus�of�

med�a� coverage�� In� an� �nterv�ew� w�th� Pat�sw�ss��

the�former�CEO�Yıldız�Tunaoğlu�expressed�regret��

say�ng���I�expressed�myself�poorly��It�was�horr�ble��

I� caused� �ncred�ble� damage� to� the� brand�� and�

I� am� deeply� sorry�� The� part� about� what� to� tell�

the� employees� was� the� worst�� I� never� want� to�

exper�ence� someth�ng� l�ke� th�s� aga�n�� I� w�sh� the�

company� hadn�t� suffered� so� much� damage�� I�

have�learned�so�many�lessons���Th�s�per�od�saw�a�

cont�nued�focus�on�strateg�es�of�regret�and��mage�

restorat�on�

Figure���

Patiswiss�Crisis�Response�Strategies�April�October�����
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Effect�ve� evaluat�on� of� cr�s�s� management�

necess�tates� exam�n�ng� the� cr�s�s� response�

strateg�es� �mplemented� by� the� Pat�sw�ss� brand�

dur�ng� both� the� cr�s�s� and� post�cr�s�s� phases�� In�

th�s�context��the�study�prov�des�a�deta�led�analys�s�

of� the� changes� �n� Pat�sw�ss�s� cr�s�s�management�

strateg�es�dur�ng�and�after�the�cr�s�s��as��llustrated�

�n� F�gure� ���� The� cr�s�s� began� on� Apr�l� ���� ������

w�th� a� soc�al� med�a� post� conta�n�ng� threats��

condescens�on�� and� �nt�m�dat�on�� It� was� �n�t�ally�

addressed� w�th� a� part�al� apology� and� cla�ms� of�

m�sunderstand�ng�� ult�mately� conclud�ng� w�th� a�

full�apology�and�the�res�gnat�on�of�the�CEO�

Between�May� and�October� ������ �nternet�med�a�

analyses� of� the� Pat�sw�ss� brand� revealed� that�

the�company�exh�b�ted� l�m�ted� regret�and� �mage�

repa�r�efforts�� �nstead�pr�mar�ly�adopt�ng�a� �great�

s�lence��strategy��As�part�of�th�s�strategy��all�soc�al�

med�a� accounts� of� the� brand� rema�ned� closed�

to� comments� as� of� October� ������ Evaluat�ng�

the� med�a� re�ect�ons� and� outcomes� of� these�

cr�s�s� response� strateg�es� prov�des� a� hol�st�c� and�

analyt�cal� perspect�ve� on� the� cr�s�s�� In� al�gnment�

w�th�th�s�goal��the�study�also�analyzed�onl�ne�news�

related�to�the�Pat�sw�ss�brand�

To�comprehens�vely�analyze�med�a� re�ect�ons�on�

the�cr�s�s��themat�c�analys�s�was�conducted�on�����

headl�nes�and�leads�from�onl�ne�news��exclud�ng

repet�t�ve� content�� cover�ng� the� cr�s�s� and� post�

cr�s�s� phases�� F�gure� ��� �llustrates� the� relat�ve�

�ntens�ty� of� each� news� theme�� wh�le� F�gure� ���

presents�the�frequency�w�th�wh�ch�these�themes�

appeared��n�the�dataset��As�shown��n�deta�l��n�both�

f�gures�� the� most� frequently� covered� themes� �n�

onl�ne�news�med�a�were�the�res�gnat�on�of�the�CEO�

and� the� appo�ntment� of� a� new� CEO�� Spec�f�cally��

�������of�the�����news�art�cles�referenced�these�

themes��Headl�nes�such�as��Res�gnat�on�follow�ng�

the� moldy� chocolate� cr�s�s�� �Dünya�� ������ and�

�Pat�sw�ss� cr�s�s� leads� to� res�gnat�on�� �Tufan��

������ emphas�zed� that� the� res�gnat�on� was� a�

d�rect� response�to�the�cr�s�s��Notably��many�news�

art�cles�also�focused�on�the�fact�that�the�new�CEO�

�s�the� former�CEO�s�spouse��w�th�med�a�coverage�

frequently�delv�ng��nto�the�r�personal�l�ves�

Add�t�onally���������of�the�����art�cles�addressed�

themes� related� to� the� quest�on� �What� �s� the�

Pat�sw�ss� �nc�dent���� b�ograph�cal� �nformat�on�

about� former� CEO� El�f� Aslı� Yıldız� Tunaoğlu��

allegat�ons� of� a� fake� d�ploma�� and� the� product�

w�thdrawal�react�on��Th�s�news�not�only�expla�ned�

the� background� of� the� Pat�sw�ss� cr�s�s� but� also�

covered�the�d�ploma�allegat�ons��n�deta�l���nclud�ng�

un�vers�ty� statements� and� the� subsequent�

dec�s�on�by�some�reta�lers�to�remove�the�products�

from�shelves�as�a�form�of�publ�c�response�

Figure���

Patiswiss�Internet�Media�News�Density�Map�by�Themes
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In� the� themat�c� analys�s�� Other� prom�nent� news�

themes� �dent�f�ed� �n� the� themat�c� analys�s�

�ncluded� the� statement� by� the� CEO� of� the� r�val�

company�� the� trademark� lawsu�t� clar�f�cat�on� by�

the� s�m�larly� named�Pat�sw�ss� AG� �n� Sw�tzerland��

and� allegat�ons� of� employee� m�streatment��

In� th�s� context�� the� r�val� CEO� h�ghl�ghted� the�

�mportance� of� learn�ng� at� every� level� by� stat�ng��

�There�are�always�th�ngs�to�learn��n�every�pos�t�on���

wh�le�Pat�sw�ss�AG�s� statement� that� �we�have�no�

relat�onsh�p��was�also�reported��On�the�other�hand��

as� shown� �n�F�gure� ���� themes�such�as� the�CEO�s�

apology�� brand� reputat�on�� and� express�ons� of�

remorse�appeared� �n�only�������of� the�����news�

�tems�� �nd�cat�ng�a�very� l�m�ted� level�of�coverage��

Th�s�suggests�that�the�apology��regret��and��mage�

repa�r� themes� �dent�f�ed� �n� F�gure� ��� d�d� not�

rece�ve� suff�c�ent� attent�on� �n� onl�ne� med�a�� and�

the�v�s�b�l�ty�necessary�for�effect�ve�pos�t�ve��mage�

management�was�not�ach�eved�

D�scuss�on�and�Conclus�on

Th�s� case� study� demonstrates� that� cr�s�s�

management� becomes� a� much� more� complex�

and�mult��layered�process�when�a�CEO��s�the�d�rect�

tr�gger�of�a�cr�s�s��The�Pat�sw�ss�case��llustrates�the�

v�tal� �mportance�of� leadersh�p�commun�cat�on� �n�

cr�s�s� s�tuat�ons� and� the� r�sks� of� an� �ncons�stent�

commun�cat�on�strategy�between�the�brand�and

�ts� spokesperson�� Our� study� comprehens�vely�

analyzes�the�Pat�sw�ss�cr�s�s�w�th�n�the�framework�

of�Coombs��three�stage�cr�s�s�management�model��

wh�ch� �s� w�dely� used� �n� cr�s�s� commun�cat�on�

l�terature�� Spec�f�cally� focus�ng� on� pre�cr�s�s��

cr�s�s�� and� post�cr�s�s� commun�cat�on� strateg�es��

the� study� evaluates� the� organ�zat�on�s� cr�s�s�

management� performance�� In� ex�st�ng� l�terature��

the� Pat�sw�ss� cr�s�s� has� pr�mar�ly� been� exam�ned�

through� the� lens� of� d�g�tal� commun�cat�on� and�

soc�al�med�a��Armutlu��������Ekmekç���������Koca��

������Özdem�r���������However�� th�s� study�asserts�

that� the� root� cause� of� the� cr�s�s� l�es� not� �n� soc�al�

med�a��tself�but��n�the�CEO�s�poor�dec�s�on�mak�ng�

and��awed�commun�cat�on�approach�

Many�cr�ses�that�unfold�on�soc�al�med�a�or�g�nate�

from� customer� relat�ons� �ssues� �Inst�tute� for�

PR�� ������� As� Warner� and� Yeomans� ������� note��

numerous� m�sstatements� and� gaffes� made� on�

soc�al�med�a�can�rap�dly�plunge�brands��nto�cr�s�s�

s�tuat�ons� �Warner� and� Yeomans��� Brands� that�

respond� appropr�ately� to� aud�ence� react�ons� are�

often�able�to�overcome�cr�ses�more�sw�ftly��Genel�

��Erdem��������p������S�m�larly��the�tr�gger�ng�factor�

�n�the�Pat�sw�ss�cr�s�s�was�the�CEO�s�unnecessary�

�ntervent�on��n�a�customer�serv�ce�process�that�was�

not�w�th�n�the�r�d�rect�respons�b�l�ty��as�well�as�the�

�awed� messag�ng� and� commun�cat�on� strategy�

Figure���

Patiswiss�s�Numerical�Distribution�of�Themes�in�Internet�News�Headline
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adopted�dur�ng�th�s��ntervent�on��Wh�le�L�nkedIn�

the� platform� where� the� cr�s�s� emerged�was�

certa�nly�s�gn�f�cant��the�core��ssue�lay��n�the�poor�

commun�cat�on� approach� demonstrated� by� the�

company�s� top� execut�ve�� Th�s� case� once� aga�n�

h�ghl�ghts� how� cr�t�cal� commun�cat�on� sk�lls� are�

for�leaders��n�effect�ve�cr�s�s�management�

The� most� effect�ve� way� to� handle� a� cr�s�s� �s� to�

prevent��t��Coombs��������p��������The�f�nd�ngs�reveal�

s�gn�f�cant�warn�ng�s�gns�from�the�CEO��n�the�pre�

cr�s�s�stage��yet�the�company�fa�led�to�address�these�

s�gnals�or�take�proact�ve�measures�aga�nst�ev�dent�

r�sks� and� problems�� ult�mately� lead�ng� to� the�

cr�s�s��In�the�pre�cr�s�s�phase��allegat�ons�of�threats�

and� d�sm�ssals� of� employees� due� to� the�r� un�on�

act�v�t�es� posed� substant�al� r�sks� for� escalat�ng�

�nto� a� cr�s�s�� The� actual� cr�s�s�� however�� stemmed�

from�the�CEO�s�problemat�c�commun�cat�on�style��

wh�ch�turned�a�standard�customer�relat�ons��ssue�

�nto�a� full�blown�cr�s�s��A�stra�ghtforward�apology�

from� the� customer� relat�ons� department� �CRM���

coupled� w�th� correct�ve� act�ons� l�ke� product�

returns�and�compensat�on��could�have�prevented�

the� cr�s�s� and� enhanced� customer� sat�sfact�on�

�nstead��

Reputat�onal� r�sk� dur�ng� cr�ses� often� stems� from�

the� d�ssem�nat�on� of� �nappropr�ate� content� that�

can�severely�damage� the� �mage�of� the� �nd�v�dual�

or� brand� respons�ble� for� the� commun�cat�on��

Regardless� of� whether� the� content� �s� factually�

accurate�or�not��the�more�offens�ve�or�outrageous�

�t� �s�� the�more� rap�dly� �t� spreads� and� the� greater�

�ts� potent�al� to� harm� reputat�ons�� Each� year��

numerous�bus�ness�and�pol�t�cal�leaders�are�forced�

to� res�gn� after� post�ng� content� on� soc�al� med�a�

that��s�perce�ved�as�offens�ve���ns�ncere��or�absurd�

�Baccarella�et�al���������p��������In�a�s�m�lar�ve�n��the�

CEO� of� Pat�sw�ss� res�gned� shortly� after� post�ng�

a� scandalous� message� that� drew� w�despread�

backlash�

The� cr�s�s� commun�cat�on� l�terature� �ncludes�

numerous� cases� �n� wh�ch� cr�ses� were� tr�ggered�

by� the� statements� made� by� CEOs� or� corporate�

representat�ves�� For� �nstance�� �n� the� aftermath�

of� the� Deepwater� Hor�zon� d�saster�� BP� CEO�

Tony� Hayward�s� Facebook� statement� �� �We�re�

sorry� for� the� d�srupt�on� that�s� caused� the� loss�

of� l�ves�� Nobody�wants� th�s� over�more� than� I� do��

I�d� l�ke�my� l�fe� back�����was� w�dely� cr�t�c�zed� for�

�ts� lack� of� empathy� and� led� to� a� publ�c� apology��

S�m�larly�� follow�ng� the�Van�earthquake��Onur�A�r�

launched� a� cond�t�onal� donat�on� campa�gn� that�

drew� s�gn�f�cant� publ�c� cr�t�c�sm�� The� company�s�

response� �� �We� apolog�ze� to� our� followers� who�

d�d�not�m�sunderstand�us����was�seen�as�pass�ve�

aggress�ve� and� further� fueled� the� cr�s�s� �Çınarlı��

������pp���������

Effect�ve�cr�s�s�management�requ�res�that�the�CEO�

take� respons�b�l�ty�� offer� a� s�ncere� apology�� and�

clearly� commun�cate� that� measures� have� been�

taken�to�prevent�recurrence��Mcbr�de���������When�

an� organ�zat�on� �n�t�ally� den�es� respons�b�l�ty� and�

�s� later� found� to� be� at� fault�� the� damage� to� �ts�

reputat�on� and� stakeholder� trust� �s� exacerbated��

Furthermore�� delayed� acknowledgment� of� gu�lt�

can�s�gn�f�cantly�lower�reputat�on�scores��Coombs�

et�al���������p��������As�h�ghl�ghted��n�Duğan�s��������

comprehens�ve�study���n�many�soc�al�med�a�cr�ses�

�n� Turkey� tr�ggered� by� CEOs�� brands� have� e�ther�

accepted� respons�b�l�ty� and� �ssued� apolog�es� or�

employed� correct�ve� act�on� strateg�es� �pp�� ����

������

However��the�l�terature��s�replete�w�th�examples�to�

the� contrary�� In� the� case� of� the� Carn�val� d�saster��

where�many� l�ves�were� lost�� the�CEO�wa�ted� four�

days� to� �ssue� a� statement� and� fa�led� to� �nclude�

an� apology� �Red� Banyan�� ������ M�chelson�� �������

Former� pharmaceut�cal� execut�ve� Mart�n� Shkrel��

also�made�headl�nes�after�h�s�X� �formerly�Tw�tter��

account�was�suspended� for�post�ng�content� that�

harassed� a� woman� �BBC� News�� ������� Another�

example� �s�Tesla�CEO�Elon�Musk��who�responded�

to� a� fatal� acc�dent� �nvolv�ng� the� company�s� self�

dr�v�ng�technology�by�say�ng���We�also�don�t�know�

what�happened���a�statement�cr�t�c�zed�for�evad�ng�

respons�b�l�ty��TRT�Haber���������In�a�s�m�lar�fash�on��

dur�ng�the�Pat�sw�ss�cr�s�s��the�CEO��n�t�ally�refused�

to� accept� respons�b�l�ty�� cla�med� to� have� been�

m�sunderstood�� and� adopted� a� tone� perce�ved�
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as� arrogant� and� d�sm�ss�ve� toward� customers��

Th�s�response��ntens�f�ed�publ�c�outrage�on�soc�al�

med�a�and�s�gn�f�cantly�escalated�the�cr�s�s�

Furthermore��both�the�pre�cr�s�s�and�cr�s�s�phases�

h�ghl�ght� the� CEO�s� problemat�c� commun�cat�on�

style�and�tone��emphas�z�ng�the��nterconnectedness�

between�these�stages��Dur�ng�the�cr�s�s��the�CEO�s�

response� strateg�es�� character�zed� by� threats��

�nt�m�dat�on�� and� bel�ttl�ng� remarks�� followed� by�

part�al� and� cond�t�onal� apolog�es�� drew� cr�t�c�sm�

for�a� lack�of� s�ncer�ty� from�med�a�and�the�publ�c��

Conversely�� the� brand� management� adopted�

a� more� conc�l�atory� approach� by� �ssu�ng� a� full�

apology�� express�ng� regret�� and� �mplement�ng� a�

long�term�strategy�of�s�lence�w�th�sporad�c��mage�

restorat�on�efforts�

Cr�ses� often� br�ng� add�t�onal� related� �ssues� and�

actors� �nto� the� cr�s�s� arena��Dur�ng� the� cr�s�s�� the�

med�a� spotl�ght� extended� beyond� the� pr�mary�

�ssue� to� cover� the� former� CEO�s� personal� l�fe��

allegat�ons�of�a�fake�d�ploma��trademark�d�sputes�

w�th� a� s�m�larly� named� Sw�ss� brand�� Pat�sw�ss�

AG�� and� tax� evas�on� cla�ms�� These�developments�

further� deepened� the� cr�s�s� and� ampl�f�ed� �ts�

destruct�ve��mpact�

The� themat�c� analys�s� of� onl�ne� med�a� coverage�

revealed� that� among� Pat�sw�ss�� cr�s�s� response�

strateg�es��s�lence�emerged�as�a�dom�nant� tact�c��

However�� the� f�nd�ngs� �nd�cate� that� �n�t�at�ves�

�nvolv�ng� apology�� regret�� and� �mage� restorat�on�

rece�ved�l�m�ted�v�s�b�l�ty��n�the�med�a��suggest�ng�

that� these� strateg�es� had� a� restr�cted� �mpact�� To�

rebu�ld� �ts� �mage� and� strengthen� �ts� connect�on�

w�th� stakeholders�� Pat�sw�ss� must� abandon� the�

s�lence� strategy� and� adopt� transparent�� s�ncere��

and�effect�ve�act�ons��

Th�s�study�has�some�l�m�tat�ons��F�rst��the�research�

was�conducted�only�through�med�a�coverage�and�

corporate� statements�� and� d�rect� data� d�d� not�

support�publ�c�percept�on�or�consumer�react�ons��

In� future� stud�es�� user� react�ons� w�ll� also� help�

measure� the� outcomes� of� the� cr�s�s�� In� add�t�on��

the�study�focused�on�a�s�ngle�case�study��In�future�

stud�es�� �n�depth� f�nd�ngs� on� cr�s�s�management�

can�be� obta�ned�w�th�mult�ple� comparat�ve� case�

stud�es�from�s�m�lar�sectors��Future�research�could�

take� a� comparat�ve� approach� to� exam�ne� the�

repercuss�ons� of� CEO�dr�ven� cr�ses� �n� d�fferent�

sectors� and� cultures�� In� add�t�on�� research�

�nvolv�ng�soc�al�med�a�sent�ment�analys�s�or�d�rect�

stakeholder� �nterv�ews� could� contr�bute� to� a�

deeper�understand�ng�of�cr�s�s�management�and�

reputat�on�repa�r�processes�

Th�s� study� offers� the� follow�ng� pract�cal�

�mpl�cat�ons��n�the�context�of�cr�s�s�management��

�� Empathet�c�� t�mely�� and� cons�stent�

commun�cat�on� by� the� CEO� dur�ng� cr�ses� �s�

�nd�spensable�for�success��n�cr�s�s�management��

�� Although� soc�al� med�a� �s� often� seen� as� the�

med�um�that� tr�ggers� the�cr�s�s�� the�CEO�leader�s�

dec�s�ons�and� tone�of� commun�cat�on�determ�ne�

the�magn�tude�of� the�cr�s�s��Th�s�s�tuat�on�reveals�

the�necess�ty� for� organ�zat�ons� to� tra�n�people� �n�

leadersh�p� pos�t�ons� on� cr�s�s� commun�cat�on��

stakeholder�relat�ons��and�r�sk�management�

�� �The�Pat�sw�ss�cr�s�s� �s�a�clear�example�of�how�a�

CEO�s� commun�cat�on� approach� can� damage�

a� brand�� Th�s� case� serves� as� a� warn�ng� to� other�

brands�� emphas�z�ng� the� need� for� leadersh�p�

commun�cat�on�to�be�transparent�and�al�gned�w�th�

cr�s�s� commun�cat�on� strateg�es� and� rem�nd�ng�

them�of� the� �mportance�of� s�ncere�and�proact�ve�

approaches��n�protect�ng�reputat�on���

���As��n�Pat�sw�ss��the�CEO�should�not�be��nvolved��n�

customer�serv�ce�management��wh�ch��s�not�w�th�n�

the�CEO�s�rem�t��and�should�not�m�cromanage��

�� After� caus�ng� a� cr�s�s�� the� CEO� should� accept�

respons�b�l�ty�� make� a� full� apology�� and� be�

s�ncere� and� empathet�c�� Delayed� respons�b�l�ty�

acceptance�causes�the�cr�s�s�to�escalate��

The�Pat�sw�ss�cr�s�s�serves�as�a�s�gn�f�cant�example�

of� how� a� CEO�s� commun�cat�on� approach� can�

cr�t�cally� �n�uence� and� potent�ally� harm� brands�

and� organ�zat�ons�� Th�s� case� h�ghl�ghts� the� need�

for� other� brands� to� reassess� the�r� leadersh�p�
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commun�cat�on�� organ�zat�onal� plann�ng�� and�

customer� relat�ons� management� pract�ces��

Add�t�onally�� �t� underscores� the� necess�ty� of�

evaluat�ng� CEOs�� competenc�es� �n� cr�s�s� and�

r�sk� commun�cat�on�� as� well� as� relat�onsh�p�

management��and��mplement�ng�relevant�tra�n�ng�

programs���
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L��T����������Risk�and�crisis�management�in�the�

public�sector��Routledge��

Ekmekçi��Z����������Sosyal�Medyada��Kriz��Yönetimi��

Kurumsal� Özür� Dileme� Üzererine� Olumsuz��

Bir� Olay� İncelemesi�� Turkish�Online� Journal� of�

Design�Art�and�Communication�������������������

Genel�� Z��� �� Erdem�� E�� �������� Markaların� sosyal�

aracılı�krizlerle�mücadelesinde�yeni�yaklaşımlar��

Fairy�krizi�örneği��Uluslararası�Medya�ve�İletişim�

Araştırmaları�Hakemli�Dergisi����������������

Ekonomim����������Yeni�CEO�anlatı��Kü�ü�çikolata�

Patiswiss�e� ne� kadar� zarar� verdi�� Ekonomim��

https���www�ekonomim�com�sirketler�yeni�

ceo�anlati�ku�u�cikolata�patiswisse�ne�kadar�

zarar�verdi�haberi�������

Erçin�� R�� �������� Krizi� atlattı� ihracata� odaklandı��

Aydınlık�� https���www�aydinlik�com�tr�haber�

krizi�atlatti�ihracata�odaklandi�patiswiss�

markasi�son�durum�patiswiss�markasi�

uretime�devam�ediyor�mu�������

Fearn�Banks�� K�� ��������Crisis� communications�� A�

casebook�approach��Routledge��

Frandsen�� F��� �� Johansen��W�� �������� The� apology�

of� a� sports� icon�� Crisis� communication� and�

apologetic�ethics��Hermes��������������

Frandsen��F�����Johansen��W����������Organizational�

crisis�communication��A�multivocal�approach�

Gazete� Oksijen�� �����a��� Patiswiss� krizi�� Elif� Aslı�

Yıldız�Tunaoğlu�nun�diploma�bilgileri�sahte�çıktı��

https���gazeteoksijen�com�ekonomi�patiswiss�

krizi�elif�asli�yildiz�tunaoglunun�diploma�

bilgileri�sahte�cikti��������

Gazete� Oksijen�� �����b��� �Yıldız� Holding� CEO�Su�

Murat� Ülker� Patiswiss� Krizini� Değerlendirdi�. 

https���gazeteoksijen�com�ekonomi�yildiz�

holding�ceosu�murat�ulker�patiswiss�krizini�

degerlendirdi��������

Google� Trends�� �������� Patiswiss� Google�

h t t p s � � � t r e n d s � g o o g l e � c om � t r e n d s �

e x p l o r e � d a t e � � � � � � � � � � � � � �

�����������geo�TR�q�patiswiss�hl�en

Google� News� Initiative�� �������� Google� Trends��

Understanding�the�data���https���newsinitiative�

withgoogle�com�tr�tr�resources�trainings�

google�trends�understanding�the�data����

Guest��G���MacQueen��K��M�����Namey��E��E�� ��������

Introduction� to� applied� thematic� analysis��

Applied�thematic�analysis���������������
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Haase�� T�� W�� �������� Uncertainty� in� crisis�

management�� A�� Farazmand� �Ed��� In� Global�

encyclopedia� of� public� administration�� public�

policy��and�governance��pp����������������Cham��

Springer�International�Publishing��

Halk� TV�� �������� Kü�ü� çikolata� krizinden� sonra�

Patiswiss�den� ı
�
maj� hamlesi�� Halk� TV�� https���

ha lk t v � com � t r�gundem�ku f lu � c iko la ta �

krizinden�sonra�patiswissden�imaj�hamlesi�

������h�

Hermann�� C�� F�� �������� Some� consequences� of�

crisis�which� limit� the� viability�of�organizations��

Administrative�science�quarterly���������

Keown�McMullan�� C�� �������� Crisis�� when� does�

a� molehill� become� a� mountain�� Disaster�

Prevention�and�Management��An�International�

Journal��������������

Koca��S�� ��������Digital�Communication�Crisis��The�

Case�of�Patiswiss�Brand��Contemporary�Issues�

of�Communication�����������������

Koçel��T����������İşletme�Yöneticiliği��Beta�Yayıncılık��

Lagadec�� P�� �������� Crisis� Management� in� the�

Twenty�First� Century�� �Unthinkable�� events�

in� �Inconceivable�� contexts�� In� Handbooks� of�

sociology� and� social� research� �pp�� ����������

https���doi�org�����������������������������

Luecke�� R��� �� Sarıkaya�� Ö�� �������� Kriz� yönetimi��

felaketleri� önleme� becerinizi� geliştirin�� Tekstil�

sanayii�işverenleri�sendikası��Türkiye�İş�Bankası��

Marker�� A�� ������� September� ����� Models� and�

theories� to� improve� crisis� management��

Smartsheet�� https���www�smartsheet�com�

content�crisis�management�model�theories�s

rsltid�AfmBOormTEEXeobKRZDQlk�FuLpqu�

m�n�r�J�Dx�Nhz�cCNA�KRBkZP

May�eld�� J�� �������� Motivating� language�� A�

meaningful� guide� for� leader� communications��

Development� and� Learning� in� Organizations��

An�International�Journal���������������

May�eld�� J��� �� May�eld�� M�� �������� Leader�

Communication� Strategies� Critical� Paths� to�

Improving� Employee� Commitment��American�

Business�Review�����p�����������

McBride��K�� �������April������Crisis�Management����

CEOs� that�Handled� Them�Wrong�� and� �� that�

Handled� Them� Right�� ChiefExecutive�net��

https���chiefexecutive�net�crisis�management�

��ceos�handled�wrong���handled�right�

Michelson��A��R����������A�Sinking�Ship��An�Extensive�

Crisis�Communications�Case�Study�of�Carnival�

Cruise�Lines��

Öz� Gıda� İş� Sendikası�� �������� Patiswiss� çalışanı�

sendikamıza� üye� olduğu� gerekçesiyle�

işten� çıkarıldı� https���www�ozgidais�org�tr�

haber������patiswiss�calisani�sendikamiza�

uye�oldugu�gerekcesiyle�isten�cikarildi

Özdemir�� � �������� Sosyal� Medyada� Kriz� İletişimi�

Sürecinde�Kriz��Sözcülüğü��Patiswiss�Krizi�Vaka��

İncelemesi�� Karadeniz� Uluslararası� Bilimsel�

Dergi����������������

Özdemir�� S�� �������� Dördüncü� fabrikasını� ABD�ye�

ihracat� için� kuruyor�� Ekonomim�� https���

www�ekonomim�com�kose�yazisi�dorduncu�

fabrikasini�abdye�ihracat�icin�kuruyor�������

Palttala�� P��� Boano�� C��� Lund�� R��� �� Vos�� M�� ��������

Communication�gaps�in�disaster�management��

Perceptions�by�experts�from�governmental�and�

non�governmental� organizations�� Journal� of�

contingencies� and� crisis� management�� �������

������
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Patiswiss�� �������� Hikayemiz�� Patiswiss�� https���

www�patiswiss�com�tr�hikayemiz

Patiswiss�������b���Misyon��Vizyon�ve�Değerlerimiz. 

Patiswiss�� https���www�patiswiss�com�tr�

misyon�vizyon

Patiswiss�AG����������Statement�regarding�Patiswiss�

Türkiye�www�linkedin�com�posts�patiswiss�ag�

statement�regarding�patiswiss�t�C��BCrkiye�

activity����������������������hCI��utm�

source�share�utm�medium�member�

desktop�

Patronlar� Dünyası�� �����a��� Müşterisine� verdiği�

cevapla� gündem� olan� Patiswiss� eski� CEO�su�

ortaya� çıktı�� Patronlar� Dünyası�� https���www�

patronlardunyasi�com�musterisine�verdigi�

cevapla�gundem�olan�patiswiss�eski�ceosu�

ortaya�cikti�

Patronlar� Dünyası�� �����b��� Patiswiss�� Sosyal�

medyada� gündem� olan� ürünü� �� yıldır� biz�

üretiyoruz�� Patronlar� Dünyası�� https���www�

patronlardunyasi �com�patiswiss�sosyal�

medyada�gundem�olan�urunu���yildir�biz�

uretiyoruz

Peltekoğlu�� F�� �������� Halkla� İlişkiler� Nedir�� Beta�

Yayınları��

Red� Banyan�� ������� April� ����� A� deeper� look� at�

Carnival�s� PR� crisis�� Red� Banyan�� https���

redbanyan�com�a�deeper�look�at�carnivals�pr�

crisis

Reynolds�� B��� �� W�� Seeger�� M�� �������� Crisis�

and� emergency� risk� communication� as�

an� integrative� model�� Journal� of� health�

communication����������������

Rodríguez�� H��� Quarantelli�� E�� L��� Dynes�� R�� R��� ��

Lagadec�� P�� �������� Crisis�management� in� the�

twenty��rst� century��Unthinkable�� events� in�

�inconceivable��contexts��Handbook�of�disaster�

research����������

Sancar�� A�� �������� Sendikalı� işçileri� kovmakla�

suçlanan� patron� �Allah� ve� devlet�e� sığındı��

Politikyol�� https���www�politikyol�com�

sendikali�iscileri�kovmakla�suclanan�patron�

allah�ve�devlete�sigindi�

Sol� Haber�� �����a��� Ankara�dan� dünyaya� mı��

Patiswiss�den� sefalete� mi�� Sol� Haber�� https���

haber�sol�org�tr�haber�ankaradan�dunyaya�mi�

patiswissden�sefalete�mi�������

Sol�Haber�� �����b���Önce�tehdit�ettiği� tüketiciden��

sıkışınca�özür�diledi��Patiswiss�patronu�işçiden�

de�özür� dileyecek�� Sol�Haber�� https���haber�sol�

org�tr�haber�once�tehdit�ettigi�tuketiciden�

sik is inca�ozur�diledi�patiswiss�patronu�

isciden�de�ozur

Şenses��S�������b���Patiswiss�e�yeni�yönetim�kurulu�

başkanı�� Mediacat�� https���mediacat�com�

patiswisse�yeni�yonetim�kurulu�baskani�

TEDx� Talks�� �������� İnisiyatif�� �� Initiative�� �� Elif� Aslı�

Yıldız� �� Youtube�� https���www�youtube�com�

watch�v�So�y�NM�Y��

Tele��� �������� E�devlet� şifresi� alınan� işçiler�

sendikadan� istifa�ettirildi� iddiası�� Tele��� https���

www�tele��com�tr�e�devlet�sifresi�alinan�isciler�

sendikadan�istifa�ettirildi�iddiasi�google�

vignette�

Terry��G���Hay�eld��N���Clarke��V�����Braun��V�� ��������

Thematic� analysis�� The� SAGE� handbook� of�

qualitative�research�in�psychology����������������

Timothy�Coombs��W�����Holladay��S�� J�� ��������The�

negative� communication� dynamic�� Exploring�

the�impact�of�stakeholder�affect�on�behavioral�

intentions�� Journal� of� Communication�

Management������������������
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Tufan��S����������Önce�Tehdit�Sonra�özür��Patiswiss�

Krizinin� Merkezinde� CEO� Var�� �� �� �� Marketing�

Türkiye�� https���www�marketingturkiye�com�

tr�haberler�once�tehdit�sonra�ozur�patiswiss�

krizinin�merkezinde�ceo�var�

Uğur�� S�� S��� �� Uğur�� U�� �������� Yöneticilik� ve�

Liderlik� Ayriminda� Kişisel� Farkliliklarin� Rolü��

Organizasyon�ve�yönetim�bilimleri�dergisi��������

���������

Ware��B��L�����Linkugel��W��A����������They�spoke�in�

defense�of�themselves��On�the�generic�criticism�

of�apologia��Quarterly�Journal�of�speech���������

���������

Yıldırım�� İ�� �������� Sendikalı� olduğu� için� işten�

çıkarılmıştı�� �Patiswiss�te� sendikal� haklar�

tanınsın��� Sol� Haber�� https���web�archive�org�

web����������������https���haber�sol�org�tr�

haber�sendikali�oldugu�icin�isten�cikarilmisti�

patiswisste�sendikal�haklar�taninsin�������

Zül�garoğlu��E�� ��������Vergiden� işçi� sömürüsüne��

İşte� Patiswiss�in� bitmek� bilmeyen� skandalları��

İşçi�Haber��https���www�iscihaber�net�gundem�

vergiden�isci�somurusune�iste�patiswissin�

bitmek�bilmeyen�skandallari�������

Gen�şlet�lm�ş�Özet

Günümüz� modern� dünyasında� b�reyler� kadar�

ş�rket� ve� markalar� da� daha� fazla� r�sk� ve� kr�zlerle�

karşılaşmaktadır�� Kurumu�� hedef� k�tle� ve�

paydaşlarını� etk�leyen� büyük� b�r� olay� olan� kr�zler�

�Fearn�Banks�� ������ s�� ���� bel�rs�zl�k� yaratmakta�

ve� kontrol� gerekt�rmekted�r� �Coombs� vd��� ������

s�� ������ Kr�zler�� tar�hsel� olarak� her� dönemde�

etk�l�� olmuşsa� da� ���yüzyılda� b�lg�� ve� �let�ş�m�

teknoloj�ler�n�n� de� etk�s�yle� kr�zler�n� görünürlüğü�

ve� yıkıcı� etk�s�� artmıştır�� Y�ne� d�j�tal� çağda� kr�zler��

ş�rket�ve�markaları�varoluşsal�sev�yede�etk�leyerek�

bel�rs�zl�kler�yaratmakta��paydaşları�c�dd��düzeyde�

etk�lemekted�r�� Bu� sebeple�� ş�rket� ve� markalar�

�ç�n� hayat�� b�r� dönüm� noktası� olan� kr�zlere� karşı�

gel�şt�r�lecek�tepk��stratej�ler��ve�yönetme�b�ç�mler��

kr�z�n� atlatılmasına� ya� da� kr�z�n� yıkıcı� etk�ler�ne�

maruz�kalınmasına�neden�olmaktadır�� Bu�açıdan��

zamanında� ve� etk�l�� kr�z� yönet�m�� ve� �let�ş�m�

stratej�ler�� oluşturamayan� ş�rket� ve� markaların�

�majları�öneml��ölçüde�zarar�görmekte�ve��t�barları�

zedeleneb�lmekted�r��

Kurumun��t�barını��kısa�b�r�sürede�beklenmed�k�b�r�

şek�lde�sarsan��Hermann��������s������kr�zlere�karşı�

temelde�ş�rket�ya�da�markanın�bu��t�bar�tehd�d�ne�

karşı� kr�z� yönet�m�� ve� �let�ş�mdek�� etk�n� ve�doğru�

tepk�� stratej�ler�� bel�rlemes��� kr�z�n� atlatılmasında�

kr�t�k� b�r� rol� oynamaktadır� �T�mothy� Coombs�

and� Holladay�� ������ s�� ������ Bu� aşamada� kr�z�n�

doğasına�uygun�kr�z�planı�kapsamında�stratej��ve�

takt�kler�n�bel�rlenmes��büyük�önem�taşımaktadır��

Öte�yandan�kr�z�n�başarıya�ulaşmasında�d�ğer�b�r�

bel�rley�c�� faktör� de� kr�z� sözcüsünün� başarılı� kr�z�

yönet�m�d�r�� Ş�rket� ya� da� markanın� en� üst� düzey�

yönet�c�s�� ya� da� CEO�su� olan� kr�z� sözcüsünün�

temel�görev���kr�z� �let�ş�m��yönet�m�nde�kamuoyu��

medya� ve� paydaşlara� kr�z� �le� �lg�l�� anında�� hızlı��

doğru� ve� şeffaf� b�lg�y�� vererek� kr�z� ortamındak��

bel�rs�zl�ğ�� g�dermek� ve� kr�z�n� potans�yel� r�skler�n��

azaltmaktır�� Öte� yandan�� kr�z� sözcüsü� rolünde�

olan� ve� kr�z�� yönetmes�� beklenen� CEO�nun� kr�z�

yarattığı�b�r�durumda��se�kr�z�n�yönet�m��çok�daha�

karmaşık�� zorlu� ve� bel�rs�z� b�r� sürec�� beraber�nde�

get�rmekted�r�� Bu� çalışma�� b�r� müşter�� �l�şk�ler��

yönet�m�� sorunu� üzer�nden� CEO�nun� b�zzat� kr�z��

tet�kley�c��b�r�aktör�olarak�rol�oynadığı�bu�durumu�

vaka�anal�z��yöntem�yle�ele�almayı�amaçlamaktadır��

Kurumsal�özür�ve� �majın�yen�den� �nşası�kuramları�

çerçeves�nde� çalışmada�� kr�zde� hang�� aktörler�n�

rol� aldığı�� kr�z�n� hang�� platformlarda� ve� hang��

temalar�çerçeves�nde�tartışıldığı�ve�kuruluşun�kr�z�

tepk�� stratej�ler�n�n� neler� olduğu� sorularına� yanıt�

aranmıştır�� Çalışmada�� kr�z�� tet�kleyen� veya� kr�z�

önces�nde�gözlemlenen�ön�bel�rt�ler�ele�alınmış�ve�

kr�z�sonrası�dönemde�ş�rket�n�uzun�vadel��çıktıları�

�rdelenm�şt�r��Bunun�yanı�sıra��çalışmada�Pat�sw�ss�

�le� �lg�l�� �nternet� haber� medyasındak�� �çer�kler�
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temat�k� anal�z� yöntem�yle� �ncelenerek� markanın�

verd�ğ�� tepk�lere� medyanın� nasıl� yanıt� verd�ğ��

ortaya�konulmuştur���

Çalışmada�kr�z�n�tüm�boyutlarıyla��nceleneb�lmes��

�ç�n� çoklu� yöntem� kullanılmıştır�� Vaka� anal�z��

yöntem�yle� �ncelenen� kr�z� çalışması�� Coombs�un�

������� �kr�z� önces��� kr�z� evres�� ve� kr�z� sonrası��

olmak� üzere� üç� aşamalı� model�� temel� alınarak�

anal�z� ed�lm�şt�r� �Coombs�� ������� Bununla� b�rl�kte�

çalışmada�� kr�z� yönet�m�n�n� etk�n� b�r� şek�lde�

anal�z� ed�lmes�� amacıyla� kr�z� evres�� ve� sonrası�

dönemde� �nternet�haber�medyasındak��Pat�sw�ss�

haber� yansımalarını� değerlend�rmek� ve� kr�zle�

�lg�l��gündem�ve�müdahale�stratej�ler�n��ele�almak�

amacıyla� temat�k� anal�z� gerçekleşt�r�lm�şt�r��

Çalışmada� temat�k� anal�z�� altı� aşamalı� anal�z�

protokolüyle� gerçekleşt�r�lm�şt�r�� Bu� s�stemat�k�

yaklaşım��Pat�sw�ss��le��lg�l��kr�z�tepk��stratej�ler��ve�

medya�yansımalarının�der�nlemes�ne�anlaşılmasına�

olanak�tanımıştır��

Araştırma�sonucunda��kr�z�önces��evrede�CEO�nun�

benzer� şek�lde� sorunlu� �let�ş�m� üslubunun�

olduğunu� ve� kr�z�n� bu� r�skler�n� devamında�

gerçekleşt�ğ��tesp�t�ed�lm�şt�r��Esk��CEO��kr�z�önces��

evrede�send�kaya�üye�olmak��steyen��şç�ler�n�eylem�

ve� protestolarına� �l�şk�n� kr�z� yaratab�lecek� r�skte�

X� hesabından� açıklamalarda� bulunmuştur�� Yıldız�

Tunaoğlu�� söz�konusu� olayla� �lg�l�� �Çok�kom�ks�n�z�

valla� ne� d�yey�m�� boş� vakt�n�z� çoktur� s�z�n� s�z�

eğlen�n�� Şu� res�mde� b�r� tane� Pat�sw�ss� çalışanı�

yok���had��v�deo�çek�n�ben�çalışanım�des�n����gerç��

pardon�bu�kadar�yalana�dolana�onu�da�söylers�n�z�

s�z������� �y�� eğlenceler� b�z�m� ������ çalışanımızla�

çok� �ş�m�z� var���� şekl�nde�gayr�� c�dd���müstehz�� ve�

sorunlu�b�r��let�ş�m�d�l��kullanmıştır��Sancar���������

Bulgular�� CEO�nun� kr�z� yönet�m�� yaklaşımının�

marka�kr�z��let�ş�m��stratej�s�yle�uyumlu�olmadığını�

göstermekted�r�� � Esk�� CEO�� tehd�t�� saldırı� ve�

küçümsey�c�� b�r� üslup� �çeren� kısm�� b�r� özür�

d�lem�ş� ve� kr�z�n� etk�s�yle� �st�fa� etm�şt�r�� Marka�

�se� kr�z�� kontrol� altına� almak� amacıyla� tam� özür�

d�leme�� p�şmanlık� stratej�ler�n�n� yanında� uzun�

b�r� dönem� sess�zl�k� stratej�s�� uygulamış� ve� �maj�

tam�r� adımları� atmıştır��Öte� yandan��bu�kr�z� tepk��

stratej�ler�n�n�medya� ve�kamuoyu�yansımalarında�

yeters�z�kaldığı�bel�rlenm�ş��p�şmanlık�ve��maj�tam�r�

adımları�� �nternet� medyasında� yoğun� b�r� karşılık�

bulmamıştır��

Çalışmadak��temat�k�anal�z�bulguları���nternet�haber�

medyasında�en�fazla�haber�olan�temaların��CEO�nun�

�st�fası�ve�yen��CEO�nun�olduğunu�göstermekted�r��

Özell�kle�yen��CEO�nun�esk��CEO�nun�eş��olması�ve�

özel�hayatları��nternet�medyası�tarafından�yoğun�b�r�

şek�lde��ncelen�rken�esk��CEO�Yıldız�Tunaoğlu�na�a�t�

sahte�mezun�yet� �dd�aları�ve�Pat�sw�ss�markasının�

b�rkaç� z�nc�r� markett�n� rafından� kaldırılması� da�

c�dd�� b�r� şek�lde� �nternet� medyasında� d�kkat�

çekm�şt�r��Öte�yandan��markanın��majlarını�yen�den�

�nşa�etmeye�yönel�k�adımları��nternet�medyasında�

yeterl�� karşılık� bulmamıştır�� CEO�nun� özrü�� marka�

ve�CEO�nun�p�şmanlığını� �fade�eden�haberler� çok�

sınırlı� düzeyde� kalmıştır�� Bu� durum� olumlu� �maj�

yönet�m�� �ç�n� gerekl�� medya� görünürlüğünün�

kazanılmadığını�göstermekted�r��

Pat�sw�ss� kr�z�� l�teratürde� d�j�tal� �let�ş�m� ve� sosyal�

medya� eksen�nde� ele� alınmıştır� �Armutlu�� ������

Ekmekç���������Koca��������Özdem�r���������Ancak�

bu� çalışma�� kr�z�n� esas� kaynağının� sosyal� medya�

mecrası� değ�l�� CEO�nun� hatalı� kararları� ve� yanlış�

�let�ş�m� yaklaşımı� olduğunu� �ler�� sürmekted�r��

Bu� sebeple� kr�z�n� tet�kley�c�� unsuru� ve� kaynağı��

CEO�nun� sorumluluğu� dah�l�nde� olmayan� b�r�

müşter�� �l�şk�ler�� sürec�ne�müdahalede�bulunması�

ve�bu�süreçte�serg�led�ğ��hatalı��let�ş�m�yaklaşımıdır�

Çalışmada�� kr�z� önces�� evrede�� CEO� kaynaklı�

öneml�� kr�t�k� �şaretler�n� bel�rd�ğ�� ancak�markanın�

bu� uyarı� �şaretler�ne�� c�dd�� sorun� ve� r�sklere� karşı�

b�r� adım� atmaması� sonucunda� CEO� kaynaklı�

bu� kr�z�n� ortaya� çıktığı� tesp�t� ed�lm�şt�r�� Bunun�

yanında� CEO� ve� markanın� kr�z� evres�nde�

kr�z�n� sorumluluğunun� kabul� etmek� yer�ne�

reddetmeler��� kamuoyunun� tepk�s�n�� çekerek�

kr�z�n� der�nleşmes�ne� neden� olmuştur�� � Pat�sw�ss�

kr�z��� b�r� CEO�nun� �let�ş�m� yaklaşımının� marka� ve�

kurumlar� üzer�ndek�� kr�t�k� rolünü� ve� potans�yel�

zararlarını�göstermes��bakımından�öneml��b�r�kr�z�

örneğ�d�r��Çalışma��l�der��let�ş�m�yetk�nl�ğ�n�n�ve�kr�z�

yönet�m�nde� l�der� f�gürler�n� tutarlı� ve�empat�k�b�r�
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�let�ş�m� serg�lemes�n�n� önem�n�� vurgulamakta� ve�

�t�barı� koruma� açısından� uyumlu� b�r� kr�z� �let�ş�m�

stratej�s�n�n� gerekl�l�ğ�n�� ortaya� koymaktadır��

Ayrıca�� d�ğer� ş�rketler� �ç�n� CEO�ların� kr�z� ve� r�sk�

�let�ş�m��� �let�ş�m� ve� �l�şk�� yönet�m�� alanlarında�

yeterl�l�kler�n�n� değerlend�r�lmes�� ve� �lg�l�� eğ�t�m�

programlarına� �ht�yaç� duyulduğunu� gerekt�ğ�n��

göstermekted�r�
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