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Abstract

To fid out whether the role of iteral commuicatio was trasformed or trasubsta-
tiated as a result of the situatio caused by the COVID-19 health crisis, a series of struc-
tured iterviews with commuicatio maagers were held from the most severe period of 
lockdow (April 2020) util the ed of the fifth wave (Jue 2021), with the aim of exam-
iig whether the fuctio of iteral commuicatio i orgaizatios had bee affected 
by this health crisis ad if so, to what extet. Iteral commuicatio as a maagerial 
fuctio uderwet adaptatio ad adjustmets, for which orgaizatios had o ad hoc 
existig mauals or guidelies to follow in stricto sensu, because the earest precedet 
comparable to the curret situatio occurred over a cetury ago ad withi a completely 
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tio excellece”.
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differet ecoomic cotext. The pademic has led to a marked digitizatio of iteral 
commuicatio chaels, the dissemiatio of cotets focused o health, well-beig 
ad safety of employees, aligmet with the team, trasparecy, sustaiability ad diver-
sity, with the express aim of providig emotioal support ad forgig a image of securi-
ty. It has also become a acceleratig factor from a strategic perspective. Furthermore, 
ew gaps have emerged, such as the eed for employee self-maagemet, alog with 
maagerial challeges posed by ambiguity, privacy, data accuracy ad security ad work-
life balace i the teleworkig cotext. All these cocers imply ad require the direct 
ivolvemet of iteral commuicatio to tackle them ad fid solutios. Yet what has 
chaged is the various ways the iteral commuicatio fuctio displays itself, but ot 
the substace of the disciplie. Thus, cotiuity i the strategic maagemet of this 
fuctio is crucial for its further developmet as a essetial cotributio for facig cur-
ret ad upcomig challeges.
Keywords: corporate commuicatio; iteral commuicatio; COVID-19; health cri-
sis; pademic; public relatios

Resum. L funció de l comunicció intern durnt l crisi snitàri de l COVID-19: 
¿trnsformció o trnssubstncició?

Per esbriar si el paper de la comuicació itera ha patit ua trasformació o ua tras-
substaciació com a coseqüècia de la situació provocada per la crisi saitària de la 
COVID-19, s’ha realitzat ua sèrie d’etrevistes estructurades amb els resposables de 
comuicació des del període més sever del cofiamet (abril de 2020) fis al fial de la 
ciquea oada (juy de 2021), amb l’objectiu d’examiar si la fució de comuicació 
itera a les orgaitzacios es va veure afectada per aquesta crisi saitària i, si és així, fis 
a qui put. La comuicació itera com a fució directiva ha experimetat adaptacios 
i ajustos davat ues situacios per a les quals les orgaitzacios o teie mauals o 
directrius d hoc existets a seguir stricto sensu, perquè el precedet més proper compara-
ble a la situació actual es va produir fa més d’u segle i e u cotext ecoòmic completa-
met diferet. La padèmia ha comportat ua marcada digitalització dels caals de 
comuicació itera, la difusió de cotiguts cetrats e la salut, el beestar i la seguretat 
dels empleats, l’alieació amb l’equip, la trasparècia, la sosteibilitat i la diversitat, amb 
l’objectiu exprés de doar suport emocioal i forjar ua imatge de seguretat. També s’ha 
covertit e u factor accelerador des d’ua perspectiva estratègica. A més, ha sorgit 
oves llacues, com la ecessitat d’autogestió dels empleats, jutamet amb els reptes de 
gestió platejats per l’ambigüitat, la privadesa, la precisió i seguretat de les dades i l’equili-
bri etre la vida laboral i la vida persoal e el cotext del teletreball. Totes aquestes 
iquietuds requereixe la implicació directa de la comuicació itera per abordar-les i 
trobar-hi solucios. Tamateix, el que ha caviat só les diferets maeres e què es mos-
tra la fució de comuicació itera, però o la substàcia de la disciplia. Així docs, la 
cotiuïtat e la gestió estratègica d’aquesta fució és foametal per al seu desevolupa-
met posterior com a cotribució essecial per afrotar els reptes actuals i futurs.
Paraules clau: comuicació corporativa; comuicació itera; COVID-19; crisi saitària; 
padèmia; relacios públiques

Resumen. L función de l comunicción intern durnte l crisis snitri del COVID-19: 
¿trnsformción o trnsubstncición?

Para saber si el papel de la comuicació itera ha sufrido ua trasformació o ua 
trasubstaciació a raíz de la situació provocada por la crisis saitaria del COVID-19, 
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se ha realizado ua serie de etrevistas estructuradas a resposables de comuicació 
desde el periodo más severo del cofiamieto (abril de 2020) hasta el fial de la quita 
ola (juio de 2021), co el objetivo de examiar si la fució de comuicació itera e 
las orgaizacioes se vio afectada por esta crisis saitaria y, de ser así, e qué medida. La 
comuicació itera como fució gerecial ha experimetado adaptacioes y ajustes 
ate uas situacioes para las cuales las orgaizacioes o cotaba co mauales o direc-
trices d hoc existetes a seguir e setido estricto, pues el atecedete más cercao equi-
parable a la situació actual ocurrió hace más de u siglo y e u cotexto ecoómico 
completamete distito. La pademia ha supuesto ua marcada digitalizació de los 
caales de comuicació itera, la difusió de coteidos cetrados e la salud, el bie-
estar y la seguridad de los empleados, la alieació co el equipo, la trasparecia, la sos-
teibilidad y la diversidad, co el objetivo expreso de bridar apoyo emocioal y forjar 
ua image de seguridad. Tambié se ha covertido e u factor acelerador desde ua 
perspectiva estratégica. Además, ha surgido uevas brechas, como la ecesidad de auto-
gestió de los empleados, juto co los desafíos gereciales que platea la ambigüedad, 
la privacidad, la precisió y seguridad de los datos y el equilibrio etre la vida laboral y la 
vida persoal e el cotexto del teletrabajo. Todas estas iquietudes requiere la implica-
ció directa de la comuicació itera para abordarlas y ecotrar solucioes. Si 
embargo, lo que ha cambiado so las diversas formas e que se muestra la fució de 
comuicació itera, pero o la sustacia de la disciplia. Por ello, la cotiuidad e la 
gestió estratégica de esta fució es crucial para su posterior desarrollo como cotribu-
ció fudametal para afrotar los retos actuales y futuros.
Palabras clave: comuicació corporativa; comuicació itera; COVID-19; crisis 
saitaria; pademia; relacioes públicas

1. Introduction

With the COVID-19 crisis, the world has chaged ad, cosequetly, so 
have cocepts, beliefs ad processes, as well as may of the established ideas 
regardig iteral commuicatio (IC) (Ruck ad Me, 2021; Verazzi, 
Padrós ad Vallmajor, 2022). The pademic may have meat accidetal (ot 
essetial) trasformatios i IC, or substatial alteratios i its essece, i.e. 
a trasubstatiatio (Aquio, 2001). Cosistet with Aquias’s postulate, 
the accidetal trasformatio of the fuctio of IC would lead to resiliece 
ad adaptatio by workers, while trasubstatiatio could cause cofusio ad 
helplessess, turig the disciplie ito a ew fuctio with ew demads i 
terms of profiles ad skills.

Takig IC as a idepedet ad strategic fuctio, the aim of this study 
is to explore whether the IC fuctio has udergoe accidetal or substatial 
chages as a result of the health crisis caused by the coroavirus pademic.

2. Theoretical framework

2.1. The function of internl communiction

Whe a fuctio is youg ad i full evolutioary phase, fidig a uai-
mous purpose is ever simple, ad such is the case with iteral commuica-
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tio (Cueca ad Verazzi, 2018; Tkalac, Verčič ad Sriramesh, 2012). This 
cofusio is cosistet with the fact that eve i compaies of cosiderable 
size it is a fuctio that does ot have a large umber of people dedicated 
exclusively to it, or a large budget (ASCAI ad FEIEA, 2018; Dialega, 
2021; Gallagher, 2022); furthermore it is scattered across commuicatio, 
huma resources ad marketig; ad it is eve subordiated to the domiat 
coalitio (Aced-Toledao ad Miquel-Segarra, 2021; Aced, Arocas ad 
Miquel, 2021; Cueca ad Verazzi, 2018; Dialega, 2021; Gallagher, 2022; 
Tkalac et al., 2012). Yet all academics ad practitioers agree that IC is a 
fuctio focused o iteral audieces that is oe of the fastest growig spe-
cialisatios of public relatios as a essetial elemet i the preservatio of 
corporate culture ad chage maagemet, ad always aliged with the cor-
porate objectives of the orgaisatio (Berceruelo, 2020; Cueca ad Verazzi, 
2018; Hume ad Leoard, 2014; Meg ad Berger, 2012; Mishra, Boyto 
ad Mishra, 2014; Theaker, 2022; Tkalac et al., 2012; Yaxley ad Ruck, 
2015).

The origial IC fuctio was to promote ad develop a fluet relatio-
ship betwee people, ad to facilitate the circulatio ad exchage of ifor-
matio cocerig the orgaisatioal missio (Frak ad Browell, 1989). 
Now, however, IC is becomig a highly professioalised two-way strategic 
praxis i orgaisatios ad i the field of cosultacy services ad specialised 
agecies (Aced-Toledao ad Miquel-Segarra, 2021; Cowa, 2017; Cueca 
ad Verazzi, 2018, 2020; Dahlma ad Heide, 2021; FitzPatrick ad Val-
skov, 2014; Karages et al., 2015; Me ad Bowe, 2016; Me ad Yue, 
2017; Miquel-Segarra ad Aced, 2018, 2019; Verčič, Ćorić ad Vokić, 2021; 
Zerfass ad Viertma, 2016). I brief, it has evolved ito a fudametal 
activity to cemet ad maitai a psychological cotract based o trust ad 
employee egagemet (Castro-Martíez ad Díaz-Morilla, 2020; Qi  
ad Me, 2022; Ruck, 2020; Ruck ad Me, 2021; Satoso, Sulistya-
igtyas ad Pratama, 2022; Yeomas ad Carthew, 2014; Xifra, 2020; Zer-
fass et al., 2017, 2019, 2021). It helps achieve orgaisatioal differetiatio, 
efficiecy ad iovatio, ad address reputatioal challeges (Berceruelo, 
2020). What is more, it is a tool for buildig commuity, for creatig ad 
maitaiig a desired ad useful level of satisfactio ad performace 
(Sičić, Pološki ad Tkalac, 2020; Tkalac ad Spoljarič, 2020; Berceruelo, 
2020), ad for ifluecig ad relatig to these iteral publics (Aced-Tole-
dao ad Miquel-Segarra, 2021; Cutlip, Ceter ad Broom, 2006; Aced et 
al., 2021; Tkalac, Sičić ad Pološki, 2021; Theaker, 2022).

I sum, IC is a strategic fuctio that segmets iteral audieces, deter-
mies objectives aliged with corporate objectives, is attetive to the co-
cers, key iterests ad expectatios of employees, geerates cotet, desigs 
commuicatio actios ad makes decisios o chaels, distributes the 
budget, ad develops the evaluatio process (Aced et al., 2021; Álvarez-No-
bell ad Lesta, 2011; Berceruelo, 2020; Cueca ad Verazzi, 2018, 2020; 
FitzPatrick ad Valskov, 2014; Theaker, 2022).
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2.2. The role of internl crisis communiction

Orgaisatios have usually focused o exteral commuicatio (Heide ad 
Simosso, 2019), while commuicatio efforts i a crisis sceario have also 
maily cocetrated o its exteral cosequeces (Stradberg ad Vigsø, 
2016). However, the cotributio of IC ca also be decisive i the face of a 
crisis situatio, which costitutes a threat to the survival of the orgaisatio, 
or at least to the developmet of its activities (Berceruelo, 2020; Coombs, 
2015; Kim, 2018; Mazzei ad Butera, 2021; Mazzei, Kim ad Dell’Oro, 
2012; Satoso et al., 2022).

Whe people are faced with chages i their kow eviromet, they 
eed clues to help them decipher what is happeig, ad to uderstad how 
it will affect them ad how they ca cope with these chages. I these situa-
tios, audieces actively seek iformatio through differet chaels, accord-
ig to their cocers ad eeds (Kim et al., 2019). The same is true withi 
a orgaisatio, so IC is a lever that helps prevet crises, miimises damage 
ad coveys the most appropriate iformatio (Mazzei et al., 2012). Thus, 
the resposibility for vulerability, risk ad crisis commuicatio exteds to 
IC, i additio to the disciplies of public affairs or digital commuicatio 
(Theaker, 2022). I a critical situatio, IC ivolves all those commuicative 
processes that take place betwee maagers ad employees, or betwee 
co-workers themselves, before, durig ad after such a sceario (Heide ad 
Simosso, 2019).

2.3. The role of internl communiction during the coronvirus pndemic

O 11 March 2020, the World Health Orgaisatio (WHO) officially clas-
sified the COVID-19 virus as a global pademic. The evolutio of the pa-
demic ad its maagemet was differet i all affected coutries, but perso-
al ad professioal habits were altered to a greater or lesser extet i all of 
them. For the people resposible for commuicatio i orgaisatios, the 
spread of COVID-19 did ot fit ito ay kow strategic crisis commuica-
tio model (Xifra, 2020). Nor was it a catalogued crisis (Coombs, 2020), so 
there was o precedet o what kid of solutios could have bee formulat-
ed. There were oly a few previous studies that addressed measures o how 
to optimise the commuicatio process i aother health crisis, the Ebola 
crisis i Spai (Gozález, Media ad Iglesias, 2017), or to deal with evets 
such as the fiacial crisis of 2008-2009 (Mazzei ad Ravazzai, 2015), 
iteral fraud (Stradberg ad Vigsø, 2016), or the commuicatio approach 
i the evet of the death of a employee due to a accidet at work (Mazzei 
et al., 2012).

Although this health crisis had o precedet i the extat typologies of 
crisis, the WHO itself stated that commuicatio expertise was as essetial as 
epidemiological traiig (World Health Orgaizatio, 2005). I such cir-
cumstaces, orgaisatioal executive teams eeded, o the oe had, to stay 
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well coected with their employees to esure the correct likage with objec-
tives, ad to provide guidace i the face of the procedural, techological 
ad structural chages that were takig place. At the same time, they also 
eeded iformatio, reassurace ad support (Ruck ad Me, 2021; IC Kol-
lectif, 2020). A ucertai cotext required flexibility ad speed i deci-
sio-makig, alog with a great deal of trasparecy, agility ad credibility 
(Horey, Pasmore ad O’Shea, 2010). All this i its tur demostrated the 
eed to make specific ivestmets i strog ad solvet virtual solutios 
(Cueca-Fotboa, Compte-Pujol ad Zeler, 2022).

See from a trasformatioal hypothesis, it ca be postulated that, agaist 
the cotext of the coroavirus health crisis, the role of IC i orgaisatios 
adapted ad itesified i the face of the ew work situatio for employees; 
ad costructed frameworks ad arratives withi temporal settigs that 
were sesitive ad accommodatig to the evets as they ufolded, thereby 
stregtheig idetificatio with the orgaisatio ad the sese of legitimacy 
ad collective belogig. Based o this approach, two objectives ad three 
research questios were formulated.

3. Objectives

The mai objective of this research was to fid out whether the role of IC i 
the orgaisatios examied has bee trasformed or trasubstatiated as a 
result of the situatio caused by the COVID-19 health crisis. A secodary 
objective was to fid out what ew challeges the disciplie must face.

This study was based o three research questios:

1. RQ1. What was the role of iteral commuicatio before the coro-
avirus pademic?

2. RQ2. Has the role of iteral commuicatio chaged durig the 
coroavirus pademic?

3. RQ3. What are the challeges for the role of iteral commuicatio 
sice the coroavirus pademic?

4. Methodology

First, the literature specialisig i public relatios ad corporate commuica-
tio was reviewed, ad specifically, that which deals with IC ad iteral 
crisis commuicatio. The a semi-structured iterview was desiged, tested 
ad coducted with a sample of experts selected for their professioal  
profiles.

4.1. Smple

The iterviews were coducted by videocoferece, withi the framework of 
distace research methods (Lichtma, 2006), betwee April 2020 ad Jue 
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2021, usig a purposive samplig approach of N=30 fuctioal commuica-
tio or IC maagers with more tha five years of experiece. The sample size 
was determied by the saturatio priciple. All participats were members of 
Dircom, the Associatio of Directors of Commuicatio.1 Give Dircom’s 
high level of represetativeess, this costitutes a quality sample. Cotact 
iformatio was obtaied from the latest Dircom 2017 public directory, ad 
cotacts were obtaied, oe by oe, from various sources ad by had (De-
zi ad Licol, 2005).

Iformats from locatios i Spai with the highest busiess presece 
(Madrid, Barceloa, Valecia, Seville ad Bilbao) who matched the iclusio 
criteria ad were aged betwee 36 ad 57 years old were ivited to partici-
pate.

4.2. Questionnire nd qulittive nlysis

To create the iterview, a review of the scietific literature was performed 
ad a Mii-Delphi (Ladeta, 2006) was desiged ad coducted with five 
experts i this area of kowledge, both professioals ad academics.

The iterview was derived from the objectives ad research questios. 
The phases of iterview developmet were coducted accordig to Gillham 
(2001): the iterview script was prepared, the questioaire was pilot tested 
with six people, refied, the the 30 iterviews were coducted ad tra-
scribed. Fially, the iformatio was aalysed, ad a prelimiary report was 
writte.

The questioaire of 23 ope-eded questios was divided ito three 
blocks. The first sectio requested iformatio o the structure of the com-
muicatio departmet, as well as details of the performace ad ifluece 
of IC before the health crisis. The secod sectio dealt with this fuctio 
durig the pademic. The last sectio ivited reflectio o the future direc-
tio of the disciplie.

Next, the three stages of qualitative cotet aalysis were deployed: 
pre-aalysis; exploitatio of the material usig Atlas.ti; ad processig results 
to formulate meaigful iterpretatios (Gibbs, 2007). This aalysis was 
coducted collaboratively by three researchers to esure stability ad 
iter-observer reliability.

5. Presentation of results and discussion

5.1. The role of internl communiction before the coronvirus pndemic

The umber of people dedicated to IC i the large Spaish compaies aal-
ysed varies from betwee oe ad five, or exceptioally more tha five peo-

1. Dircom associatio is the most represetative professioal associatio of commuicatio 
maagers i Spaish compaies, istitutios ad cosultacy firms: <https://www.
dircom.org/>
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ple, data that coicide with the reports by ASCAI ad FEIEA (2018), 
Dialega (2021) ad Gallagher (2022). Furthermore, 63.3% of these com-
paies have a specific IC departmet, compared to 36.6% which itegrate 
this fuctio ito the commuicatio or huma resources departmets. 
The figures i Table 1 are sigificatly higher tha those reported by ASCAI 
ad FEIEA, or i the 2018 Spaish-level study by Dircom (cf. Aced et al. 
2021). I either case, resposibility for IC is cocetrated at headquarters, 
ofte with a small umber of people solely to carry out IC work with a local 
criterio.

Table 1. Typology of internal communication management in large Spanish companies

Type of structure Percentage

Internal department 82.35%

In-house department + outsourcing 5.89%

Outsourcing 11.76%

Source: author.

83.3% of these orgaisatios maage IC autoomously, 6.6% combie 
iteral maagemet ad outsourcig, ad 10% have this work outsourced, 
iformatio cosistet with that reported earlier i the Dialega report 
(2021) (Table 2).

Table 2. Presence of a dedicated internal communications department in large Spanish 
companies

Dedicated IC department Percentage

Yes 64.7%

No 35.3%

Source: authors.

The results of the study show importat similarities i the views expressed 
by commuicatio departmet professioals with respect to the role ad 
resposibilities of IC. I the first istace, they assert that IC is resposible 
for keepig all employees iformed of everythig relatig to the compay. 
Moreover, IC cotributes to the correct executio of work, ad preserves 
compliace with rules, all accordig to the trasmissio-orieted model as 
described by Cueca ad Verazzi (2018, 2020), Heide ad Simosso 
(2019) ad Zerfass et al. (2021). Other day-to-day issues that are of iterest 
ad brig value to employees also fall uder the umbrella of IC, amely: the 
corporate credo; decisios about goals; corporate ad busiess maagemet; 
orgaizatioal chage; structural movemets; icidets ad solutios; devel-
opmet, traiig ad kowledge; ew projects ad iitiatives; fiacial 
results; ad future programs, etc.
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Before, durig ad after the pademic, the fuctio has bee, is ad will be 
the same: to keep all employees iformed. (Iformat 15, IC, commerce ad 
distributio maager)

But these orgaizatios also uderstad that IC is part of the motivatio-
al ad satisfactio processes aliged with the compay’s values. Thus, they 
also describe it as the guarator of employee empowermet ad of stregth-
eig their leadig role i all the compay’s trasformatio processes.

[IC should be a itegral part of all processes] to take a very active role i the 
trasformatio of [the orgaizatio], that is why we try to be preset ad 
egaged i compay all projects. (Iformat 7, Dircom, Costructio, Iro 
ad Steel, Eergy ad Electricity)

IC is resposible for fosterig employee egagemet ad support, which 
they call employee egagemet or associate egagemet, ad they assert that it 
has a sigificat ifluece o the decisio to stay or leave a orgaizatio relat-
ig to morale, success, growth, corporate reputatio or a erichig culture.

Keepig employees egaged ad protectig the compay’s reputatio are the 
mai objectives of IC. (Iformat 4, Dircom, Commerce ad Distributio)

This model, based o dialogue ad likages, facilitates the trasparet 
ad smooth circulatio of iformatio, ad makes the habits of sharig, 
coordiatig, collaboratig, egagig, itegratig ad ivolvig all employ-
ees i the same busiess project viable. This view correlates with the most 
curret literature research o IC (Berceruelo, 2020; Cueca ad Verazzi, 
2020; Qi ad Me, 2022; Ruck ad Me, 2021; Tkalac, 2021; Theaker, 
2022; Lee, 2022).

5.2. The role of internl communiction during the coronvirus pndemic

There was total uaimity (100%) regardig the fact that durig the period 
studied o structural chages took place. Istead, pressure o the role of IC 
ca be observed i terms of the demad for greater cotact with staff; the 
eed to circulate iformatio ad advice to deal with ad reduce ay co-
cers or sese of isolatio; digital traiig; ad fosterig dialogue, traspar-
ecy ad trust i performace (Verazzi et al., 2022; Aced-Toledao ad 
Miquel-Segarra, 2021; Theaker, 2022).

The roles ad resposibilities have ot bee modified, but the itesity may 
have icreased because the cadece of everythig that has bee doe i IC 
has icreased. (Iformat 4, Dircom, Commerce ad Distributio)

Immersed i the pademic, the people i charge of the compaies stud-
ied also agreed (100%) that the fuctio of IC had ot chaged as defied i 
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the literature, but the itesity of its performace ad relevace withi the 
compaies had. They also explaied that IC had assumed a coordiatig role 
for all messages circulated, ad that three priority areas of iformatio had 
bee idetified as the mai focus: protect the health ad well-beig of 
employees; maitai commitmet ad trust i the compay; ad reiforce 
leadership ad busiess cotiuity. These priorities coicide with the fid-
igs of Castro-Martíez ad Díaz-Morilla (2020), Qi ad Me (2022) ad 
Satoso et al. (2022). Durig the period of crisis studied, workers were i a 
situatio of maximum alert ad ucertaity. For this reaso, those resposi-
ble for IC faced the urget eed to provide members of their orgaizatios 
with direct ad trasparet iformatio, advice ad istructios with agility 
ad speed. The priority was their employees. Differet mechaisms were also 
ivolved, i geeral to keep employees egaged, liked ad coected to the 
orgaizatio, sice some of the orgaizatios icluded i this study had to 
close, i compliace with regulatios ad measures dictated by govermetal 
bodies.

We had to coordiate everythig that was issued [...]. People were i a 
uproar ad what we had to do from IC was to elimiate ucertaities, tras-
mit security, cofidece ad support, because suddely we were all telework-
ig, but aloe at home. We had two mai priorities: to protect the health of 
our employees ad cliets, ad busiess cotiuity [...] Every day util the 
State of Emergecy was over, they received a e-mail with everythig that 
was happeig. (Iformat 2, Dircom, Automotive, Trasportatio, High-
ways ad Parkig)

Although the health crisis was ot amog the mai issues, 93.33% of the 
professioals iterviewed stated that their orgaizatios were traied to deal 
with ay evetuality as, i the previous two years, they had prepared crisis 
mauals ad cotigecy plas, ad had also practiced umerous drills. 
Foresight was a determiig factor i maagig the ew situatio.

From miute zero a crisis committee was created with the commuicatio 
departmet preset, together with the lawyers, the CEOs ad the positios 
of maximum resposibility. There have bee decisios that have come from 
the commuicatios departmet. (Iformat 19, Head of IC, Commerce 
ad Distributio)

Beig o the crisis maagemet committee was the key accelerator of IC 
work, accordig to 100% of the iterviewees. Eve so, 90% recogized that 
this presece had ot led to a active ad strategic role for IC, but rather a 
reactive ad tactical oe, due to the late icorporatio of IC o those com-
mittees. Nevertheless, it ecouraged the capacity to adapt ad act quickly. 
The health crisis required a greater amout of time o the part of these pro-
fessioals, ad more resources. Circumstaces precipitated the practice of IC, 
especially i the most severe phase of lockdow. O the other had, from 
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mid-2021 ad coicidig with the peak of the fourth wave (March 2021) 
ad the begiig of the fifth wave (Jue 2021), IC evolved ito a sigifi-
catly more strategic exercise, which also coicided with the icorporatio of 
ew resources for its deploymet.

With this health crisis, IC has acquired a very strategic role i the compay 
[...] Durig the crisis we have realised the importace of IC [...] We have also 
reiforced some commuicatio chaels ad we have iteracted with 
departmets with which, perhaps, we did ot have so much iteractio. 
(Iformat 20, Dircom, Isurace)

All the orgaisatios i the study had a crisis maual ad a IC policy 
with established mechaisms, processes ad resposibilities, icludig co-
tigecy plas at differet levels. However, all (100%) iformats rec-
ogised that with the pademic, the maual has bee built o the basis of 
the eeds that had arise, due to the lack of backgroud iformatio, for 
example, o the commuicatio of a positive case, or o issues relatig to 
the reorgaisatio of the compay.

We have followed what we had i the crisis plas, multiplied by may times, 
because ow the maual is o loger a crisis maual, but a day-to-day mau-
al. (Iformat 23, Dircom, Chemist ad Pharmacist)

Eighty percet of the orgaisatios set up active listeig systems ad 
established direct commuicatio chaels with maagemet to facilitate 
the direct discussio of iformatio received. Others desiged questioaires
to verify the objectives of kowledge, uderstadig or actio pursued by the 
actios beig pursued. I other cases, daily videos or ewsletters were creat-
ed, with surveys to help check whether the iformatio was beig received 
correctly. Some orgaizatios icorporated collective forums ad webiars to 
gather employee opiios. Still others used the features of some Apps to ask 
questios ad vote for decisio-makig amog employees.

Overall, the situatio caused by COVID-19 accelerated the eed to ivest 
i robust virtual solutios. 46.6% of the compaies studied had stregtheed 
the media ecosystem with ew commuicatio chaels (iformal ad hierar-
chical WhatsApp ad Zoom groups, or Yammer); there had bee iteractio 
with areas ad departmets that had ot bee so participative util the. I 
additio, a more emotioal toe had bee istituted i the cotet, i order 
to geerate commuity, stimulate the sharig of ay emergig issues ad feel-
igs amog the staff, try to be closer, provide compay ad reduce loeliess. 
Istillig calm, security ad ecouragemet i this type of situatio had bee 
the mai challeges of IC durig the pademic. This is i lie with the fid-
igs of Ruck ad Me (2021) ad the IC Kollectif report (2020).

I the same period, recruitmet of additioal IC professioals led to a 
10-25% icrease i their umber. O the other had, oly 16.6% of the 



18 Aàlisi 67, 2022 Joa Cueca-Fotboa; Marc Compte-Pujol; Mariaa Sueldo

orgaisatios i the study icreased the budget allocated to stregtheig IC 
durig this period.

5.3. The function of internl communiction fter the coronvirus pndemic

Whe asked about the challeges lyig ahead for IC, all the cases studied 
declared that they had faced ukow scearios that are ow itermigled 
with the emergece of ew key strategic objectives for IC derivig from the 
pademic. These key strategic objectives are as follows:

 — Provide employees, wherever they are, with clear, simple, useful ad 
real-time aswers, i order to reduce the ucertaity of the situatio.

[...] it is ecessary to share the iformatio, to iform, to have the profes-
sioals iformed, to say thigs whe they happe ad ot to wait, that you 
should ot wait, oly if you do ot kow what to say or if the situatio 
chages at miute oe. That is, eve if you chage every day, commuicate 
it. (Iformat 23, Dircom, Chemist ad Pharmacist)

The ext step is to have a IC tool that brigs together all the cotet that 
the brad geerates ad makes it available to employees i a much more 
dyamic way. (Iformat 2, Dircom, Automotive, Trasportatio, High-
ways ad Parkig)

[...] Evolve from iformatio to coversatio. Ad this challege leads to 
aother challege, which is maagig misiformatio. I additio to beig 
able to give each employee the iformatio they eed, ad to avoid “ifoxi-
catio”, which ca be due i large part to the geeratio of a lot of cotet of 
low iterest. (Iformat 27, Dircom, Fiacial Etities, Baks, Savigs 
Baks, Maagers)

 — Offer essetial traiig that eables employees to face the accelerated 
digital trasformatio that teleworkig or hybrid work etails, ifor-
mig them about the availability of techological tools ad cybersecu-
rity, ad raisig awareess of the ethical implicatios of accuracy i 
olie iteractios ad data drive operatios.

[...] Maily kowig how to explai the trasformatio iterally. We have 
a strategic pla that is trasformig the orgaizatio ad people must adapt 
to the chages. Thigs that we say were doe oe way today will be doe 
differetly tomorrow. Resiliece ad the ability to commuicate iterally 
are therefore importat. (Iformat 2, Dircom, Chemist ad Pharmacist)

Explai the umerous chages at the level of orgaisatioal processes: digi-
talisatio; sustaiability issues ad improvemets i depedece o raw 
materials that eed to be explaied iterally. Explai all our work o diver-
sity ad iclusio, we are a very large compay with thousads of employees 
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all over the world, with a lot of geographical diversity, geder, etc. (Ifor-
mat 17, Dircom, Audits, Cosultats ad Law Firms)

 — Provide emotioal support through cotet focused o health, 
well-beig, gratitude ad safety: metal ad emotioal health.

Leaders/people have realized that we ca all be vulerable, ad I thik this 
earess ad proximity will remai. (Iformat 2, Dircom, Chemist ad 
Pharmacist)

The respect ad resposibility you have as a compay are very importat to 
make people feel good, because this eables them to cotiue workig. 
Because obviously if the employee is well ad feels motivated, the cotiuity 
of the busiess ca be guarateed. (Iformat 19, Head of IC, Commerce 
ad Distributio)

 — Stimulate the worker through social iovatio, collaboratio, empa-
thy, reliability ad trustworthiess with the compay’s corporate 
actios.

It is also possible that commuicatio ad the iformative toe will be rele-
gated, ad that a more empathetic, closer toe will be sought, ad above all 
the effectiveess of iteral commuicatio. The compay must cotiue to 
commuicate corporate messages without them becomig bullshit or spam. 
(Iformat 1, Dircom, Tourism)

A lot has bee doe, ad there is still a lot of room for improvemet. Above 
all, we wat to egage the workshop staff, who believe more i the compay. 
We are goig to set ourselves the challege of icreasig commitmet ad 
pride i beig a member of the orgaisatio. Values Week ad other 
team-buildig activities. (Iformat 13, IC, Food, Beverages ad Tobacco)

 — Actively liste to the staff i order to discuss emergig issues of co-
cer: the ambiguity of the situatio, busiess cotiuity i a telewor-
kig model, process optimizatio, hot desk offices, employee self-ma-
agemet ad self-leadership, multi-taskig, heavier workloads that go 
had i had with icreased amouts of stress, privacy, the redefii-
tio of the work-life balace, the gradual retur to offices, ad the rea-
sos behid decisios take by the orgaizatio i the ew situatio.

[...] make opportuities out of the tools so that they help me to commui-
cate with the worker i a persoalised way, takig care of each worker idi-
vidually. (Iformat 15, IC, Commerce ad Distributio)

 — Iformatively assist relatives ad close frieds of the compay emplo-
yees while they were o sick leave or were mourig the deaths of 
closed people who passed away durig the pademic.
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[...] that the istitutio caot remai i the global IC, that more ad more 
you have to be oe to oe with the workers. It takes time, but you have to do 
it. It has bee see that each perso experieces ay situatio i very differ-
et ways ad this, which was already kow, becomes eve more importat 
whe you have to call them to express your codoleces or to ecourage 
them so that they do’t feel aloe. (Iformat 29, Dircom, Culture)

 — Seek to alig employees with the compay, cotiue trasmittig the 
corporate creed, ad reiforce the feelig ad pride of belogig.

[...] Attractig ad retaiig talet. Seduce them at the begiig ad keep 
them afterwards. Brad perceptio also plays a very importat role here. The 
momet of truth i IC is i the day-to-day: how you look at me, what you 
do to uderstad ad liste to me ad what you do with what I am propos-
ig to you. (Iformat 17, Dircom, Auditors, Cosultats ad Law Firms)

IC helps us to overcome the difficulty of coveyig the purpose, so that peo-
ple uderstad the meaig of the decisios we make. (Iformat 15, IC, 
Commerce ad Distributio)

IC is a key lever for idetity geeratio ad sharig the compay’s culture. It 
helps to reiforce the feelig of beig part of a commo goal. (Iformat 23, 
Dircom, Chemist ad Pharmacist)

 — Work o the commuicatio skills of the domiat coalitio ad lea-
dership as prevetive or crisis preparedess practice.

IC must be the task of all the people i the orgaizatio, all must be iteral 
commuicators, especially the people who lead teams where there is still a 
log way to go i terms of awareess, traiig ad culture of iteral com-
muicatio. (Iformat 17, Dircom, Auditors, Cosultats ad Law Firms)

 — Help shape ad guide actios as well as oriet decisios of the domi-
at coalitio so that the messages they wat ad eed to covey are 
clearly uderstood.

IC should facilitate the trasmissio of messages from the geeral directorate 
directly, with trasparecy, seekig to geerate trust ad clarity. (Iformat 
27, Dircom Fiacial Etities, Baks, Savigs Baks, Maagers)

 — Arrage the orgaizatio’s worldview aroud the digital eviromet 
ad distace.

We have all become more digitalised, more teleworkig, less cotact... ad 
this may have had a egative impact o egagemet, but IC has helped to 
keep us together. The challege, with its risk, was for the virtual to supplat 
the physical, which at the time was abset. (Iformat 19, Head of IC, 
Commerce ad Distributio)
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6. Conclusions

The results obtaied provided aswers to the three research questios (RQs) 
liked to the previously established objectives.

I relatio to RQ1, oe of the first issues is related to the origial role of 
IC, to circulate iformatio, focusig o cotet ad commuicatio cha-
els. Curretly, this trasmissio-orieted model coexists with a people-ce-
tred commuicatio model based o dialogue, etworkig ad persoal 
bodig.

Regardig RQ2, it was show that the departmets resposible for IC i 
orgaizatios did ot chage their operatios durig the health crisis, but 
istead itesified their workload ad icreased their presece, as well as 
their strategic ad leadig role i decisio-makig, characterized by agility 
ad readiess to atted to the fast-movig ature of the cocers, routies ad 
ew behaviours of employees. There are clear sigs of a more huma, relaxed 
ad iformal toe i the maagemet of a remote, mediated professioal 
presece, together with a more empathetic approach to improvisatio to help 
solve domestic problems that affect the daily work of the employee.

There is agreemet about the accidetal (ot substatial) trasformatio 
of IC due to the health crisis, i.e., the fuctio adapted to a ew reality with-
out losig its essece. Thus, the objectives ad topics of IC durig the pa-
demic revolved aroud basic issues typical of these circumstaces: the health, 
well-beig ad safety of employees. I tur, efforts were made to preserve 
trust ad maitai the employee’s feelig of idetificatio ad belogig to 
the compay.

As for RQ3, the fuctios of IC were the same before ad durig the 
pademic, although COVID-19 admittedly meat puttig the employee at 
the cetre of ay decisio, by promotig a climate for active commuicatio 
behaviours to ecourage kowledge sharig, collaboratio ad creativity. 
Certaily, the recet health crisis was a acceleratig factor from a strategic 
perspective; it triggered the digital trasformatio of IC chaels ad com-
pelled compaies to face ew cocers ad make adjustmets to corporate 
culture, with a ew toe ad style of commuicatio towards iteral 
audieces.

The aim of this research has bee to erich the literature o IC ad iter-
al crisis commuicatio, alog with some practical implicatios to help 
commuicatio professioals ad their departmets to adapt ad improve 
their IC i a health crisis.

7. Limitations and future lines of research

Despite the results obtaied, this study has certai limitatios. Firstly, ei-
ther the selected uiverse or the sample aalysed is represetative of all 
Spaish compaies or the IC maagers who exercise their fuctioal respo-
sibility i Spai. This is due to the lack of a documeted register to idetify 
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the total populatio for samplig. Moreover, the type of research techique 
(iterview) restricts comparative aalysis or sectoral coclusios. Neverthe-
less, the umber of iterviewees provides a adequate basis to detect patters 
i their resposes correspodig to the practice of IC before ad durig the 
COVID-19 pademic, ad allows us to cosider the results of the research as 
geeral treds i Spai.

As for future lies of research, it would be iterestig to lear more about 
the type of decisios that those resposible for IC have bee allowed to make, 
i order to uderstad the reasos behid the professioal’s actios relatig 
to IC durig the pademic.

I additio, this research will be exteded to IC professioals from orga-
isatios i other coutries i order to cotrast ad correlate practices at a 
iteratioal level.
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