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The Manner in which the Public Relations and Institutional
Communications of the Emirates Airlines managed the
crisis of the volcanic ashes

Dr. Khayrat Ayyad
College of Communication - University of Sharjah
Sharjah - UAE

Abstract
Crisis management became one of the core functions of the departments of
PR and institutional communication in different organizations. There are
many scientific models and theoretical frameworks that illustrate how to
manage such crises. Volcanic Ash crisis of Iceland comes as one of the most
serious challenges facing airline companies in the world. Emirates Airlines
is one of the largest airlines in the Middle East that flies to Europe where
polar orbiters were influenced by Iceland volcano. In this context, the study
seeks to identify how the public relations department in the Emirates Airlines
handled this crisis. The study seeks to answer the following questions:

* To what extent is the volcanic Ash considered a crisis for Emirates
Airlines?

* What capabilities and resources does the company have for managing
such a crisis?

* What role did the department of public relations and institutional
communication play to address the crisis of Volcanic Ash in the light of:
o Quick response to the crisis?

o Strategies of dealing with media during the crisis and beyond?

o Strategies of dealing with passengers stranded in Dubai and difficulties
they encountered

o Using of its websites through the Internet?

The study applied structured interviews with the head of PR department

as well as the director of institutional communication in Emirates Airlines.

The researcher visit the Headquarter of the company in Dubai to notice the

kinds of facilities and capabilities it has. The researcher also analyzed the

company publications issued by the department of public relations. The
study concluded that the Emirates Airlines used its technical and human
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capabilities to manage the volcanic ash crisis effectively. The department of
PR and institutional communication dealt with humanitarian issues during
the crisis according to well known scientific standards. The website of the
company was used effectively and was updated every five minutes during the
crisis. It can be argued also that PR management in any organization cannot
manage a given crisis without the full support of the high administration
of this organization, which in turn must reflect strategic management
standards.
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