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Abstract

To fid out whether the role of iteral commuicatio was trasformed or trasubsta-
tiated as a result of the situatio caused by the COVID-19 health crisis, a series of struc-
tured iterviews with commuicatio maagers were held from the most severe period of 
lockdow (April 2020) util the ed of the fifth wave (Jue 2021), with the aim of exam-
iig whether the fuctio of iteral commuicatio i orgaizatios had bee affected 
by this health crisis ad if so, to what extet. Iteral commuicatio as a maagerial 
fuctio uderwet adaptatio ad adjustmets, for which orgaizatios had o ad hoc 
existig mauals or guidelies to follow in stricto sensu, because the earest precedet 
comparable to the curret situatio occurred over a cetury ago ad withi a completely 
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differet ecoomic cotext. The pademic has led to a marked digitizatio of iteral 
commuicatio chaels, the dissemiatio of cotets focused o health, well-beig 
ad safety of employees, aligmet with the team, trasparecy, sustaiability ad diver-
sity, with the express aim of providig emotioal support ad forgig a image of securi-
ty. It has also become a acceleratig factor from a strategic perspective. Furthermore, 
ew gaps have emerged, such as the eed for employee self-maagemet, alog with 
maagerial challeges posed by ambiguity, privacy, data accuracy ad security ad work-
life balace i the teleworkig cotext. All these cocers imply ad require the direct 
ivolvemet of iteral commuicatio to tackle them ad fid solutios. Yet what has 
chaged is the various ways the iteral commuicatio fuctio displays itself, but ot 
the substace of the disciplie. Thus, cotiuity i the strategic maagemet of this 
fuctio is crucial for its further developmet as a essetial cotributio for facig cur-
ret ad upcomig challeges.
Keywords: corporate commuicatio; iteral commuicatio; COVID-19; health cri-
sis; pademic; public relatios

Resum. L funció de l comunicció intern durnt l crisi snitàri de l COVID-19: 
¿trnsformció o trnssubstncició?

Per esbriar si el paper de la comuicació itera ha patit ua trasformació o ua tras-
substaciació com a coseqüècia de la situació provocada per la crisi saitària de la 
COVID-19, s’ha realitzat ua sèrie d’etrevistes estructurades amb els resposables de 
comuicació des del període més sever del cofiamet (abril de 2020) fis al fial de la 
ciquea oada (juy de 2021), amb l’objectiu d’examiar si la fució de comuicació 
itera a les orgaitzacios es va veure afectada per aquesta crisi saitària i, si és així, fis 
a qui put. La comuicació itera com a fució directiva ha experimetat adaptacios 
i ajustos davat ues situacios per a les quals les orgaitzacios o teie mauals o 
directrius d hoc existets a seguir stricto sensu, perquè el precedet més proper compara-
ble a la situació actual es va produir fa més d’u segle i e u cotext ecoòmic completa-
met diferet. La padèmia ha comportat ua marcada digitalització dels caals de 
comuicació itera, la difusió de cotiguts cetrats e la salut, el beestar i la seguretat 
dels empleats, l’alieació amb l’equip, la trasparècia, la sosteibilitat i la diversitat, amb 
l’objectiu exprés de doar suport emocioal i forjar ua imatge de seguretat. També s’ha 
covertit e u factor accelerador des d’ua perspectiva estratègica. A més, ha sorgit 
oves llacues, com la ecessitat d’autogestió dels empleats, jutamet amb els reptes de 
gestió platejats per l’ambigüitat, la privadesa, la precisió i seguretat de les dades i l’equili-
bri etre la vida laboral i la vida persoal e el cotext del teletreball. Totes aquestes 
iquietuds requereixe la implicació directa de la comuicació itera per abordar-les i 
trobar-hi solucios. Tamateix, el que ha caviat só les diferets maeres e què es mos-
tra la fució de comuicació itera, però o la substàcia de la disciplia. Així docs, la 
cotiuïtat e la gestió estratègica d’aquesta fució és foametal per al seu desevolupa-
met posterior com a cotribució essecial per afrotar els reptes actuals i futurs.
Paraules clau: comuicació corporativa; comuicació itera; COVID-19; crisi saitària; 
padèmia; relacios públiques

Resumen. L función de l comunicción intern durnte l crisis snitri del COVID-19: 
¿trnsformción o trnsubstncición?

Para saber si el papel de la comuicació itera ha sufrido ua trasformació o ua 
trasubstaciació a raíz de la situació provocada por la crisis saitaria del COVID-19, 
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se ha realizado ua serie de etrevistas estructuradas a resposables de comuicació 
desde el periodo más severo del cofiamieto (abril de 2020) hasta el fial de la quita 
ola (juio de 2021), co el objetivo de examiar si la fució de comuicació itera e 
las orgaizacioes se vio afectada por esta crisis saitaria y, de ser así, e qué medida. La 
comuicació itera como fució gerecial ha experimetado adaptacioes y ajustes 
ate uas situacioes para las cuales las orgaizacioes o cotaba co mauales o direc-
trices d hoc existetes a seguir e setido estricto, pues el atecedete más cercao equi-
parable a la situació actual ocurrió hace más de u siglo y e u cotexto ecoómico 
completamete distito. La pademia ha supuesto ua marcada digitalizació de los 
caales de comuicació itera, la difusió de coteidos cetrados e la salud, el bie-
estar y la seguridad de los empleados, la alieació co el equipo, la trasparecia, la sos-
teibilidad y la diversidad, co el objetivo expreso de bridar apoyo emocioal y forjar 
ua image de seguridad. Tambié se ha covertido e u factor acelerador desde ua 
perspectiva estratégica. Además, ha surgido uevas brechas, como la ecesidad de auto-
gestió de los empleados, juto co los desafíos gereciales que platea la ambigüedad, 
la privacidad, la precisió y seguridad de los datos y el equilibrio etre la vida laboral y la 
vida persoal e el cotexto del teletrabajo. Todas estas iquietudes requiere la implica-
ció directa de la comuicació itera para abordarlas y ecotrar solucioes. Si 
embargo, lo que ha cambiado so las diversas formas e que se muestra la fució de 
comuicació itera, pero o la sustacia de la disciplia. Por ello, la cotiuidad e la 
gestió estratégica de esta fució es crucial para su posterior desarrollo como cotribu-
ció fudametal para afrotar los retos actuales y futuros.
Palabras clave: comuicació corporativa; comuicació itera; COVID-19; crisis 
saitaria; pademia; relacioes públicas

1. Introduction

With the COVID-19 crisis, the world has chaged ad, cosequetly, so 
have cocepts, beliefs ad processes, as well as may of the established ideas 
regardig iteral commuicatio (IC) (Ruck ad Me, 2021; Verazzi, 
Padrós ad Vallmajor, 2022). The pademic may have meat accidetal (ot 
essetial) trasformatios i IC, or substatial alteratios i its essece, i.e. 
a trasubstatiatio (Aquio, 2001). Cosistet with Aquias’s postulate, 
the accidetal trasformatio of the fuctio of IC would lead to resiliece 
ad adaptatio by workers, while trasubstatiatio could cause cofusio ad 
helplessess, turig the disciplie ito a ew fuctio with ew demads i 
terms of profiles ad skills.

Takig IC as a idepedet ad strategic fuctio, the aim of this study 
is to explore whether the IC fuctio has udergoe accidetal or substatial 
chages as a result of the health crisis caused by the coroavirus pademic.

2. Theoretical framework

2.1. The function of internl communiction

Whe a fuctio is youg ad i full evolutioary phase, fidig a uai-
mous purpose is ever simple, ad such is the case with iteral commuica-
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tio (Cueca ad Verazzi, 2018; Tkalac, Verčič ad Sriramesh, 2012). This 
cofusio is cosistet with the fact that eve i compaies of cosiderable 
size it is a fuctio that does ot have a large umber of people dedicated 
exclusively to it, or a large budget (ASCAI ad FEIEA, 2018; Dialega, 
2021; Gallagher, 2022); furthermore it is scattered across commuicatio, 
huma resources ad marketig; ad it is eve subordiated to the domiat 
coalitio (Aced-Toledao ad Miquel-Segarra, 2021; Aced, Arocas ad 
Miquel, 2021; Cueca ad Verazzi, 2018; Dialega, 2021; Gallagher, 2022; 
Tkalac et al., 2012). Yet all academics ad practitioers agree that IC is a 
fuctio focused o iteral audieces that is oe of the fastest growig spe-
cialisatios of public relatios as a essetial elemet i the preservatio of 
corporate culture ad chage maagemet, ad always aliged with the cor-
porate objectives of the orgaisatio (Berceruelo, 2020; Cueca ad Verazzi, 
2018; Hume ad Leoard, 2014; Meg ad Berger, 2012; Mishra, Boyto 
ad Mishra, 2014; Theaker, 2022; Tkalac et al., 2012; Yaxley ad Ruck, 
2015).

The origial IC fuctio was to promote ad develop a fluet relatio-
ship betwee people, ad to facilitate the circulatio ad exchage of ifor-
matio cocerig the orgaisatioal missio (Frak ad Browell, 1989). 
Now, however, IC is becomig a highly professioalised two-way strategic 
praxis i orgaisatios ad i the field of cosultacy services ad specialised 
agecies (Aced-Toledao ad Miquel-Segarra, 2021; Cowa, 2017; Cueca 
ad Verazzi, 2018, 2020; Dahlma ad Heide, 2021; FitzPatrick ad Val-
skov, 2014; Karages et al., 2015; Me ad Bowe, 2016; Me ad Yue, 
2017; Miquel-Segarra ad Aced, 2018, 2019; Verčič, Ćorić ad Vokić, 2021; 
Zerfass ad Viertma, 2016). I brief, it has evolved ito a fudametal 
activity to cemet ad maitai a psychological cotract based o trust ad 
employee egagemet (Castro-Martíez ad Díaz-Morilla, 2020; Qi  
ad Me, 2022; Ruck, 2020; Ruck ad Me, 2021; Satoso, Sulistya-
igtyas ad Pratama, 2022; Yeomas ad Carthew, 2014; Xifra, 2020; Zer-
fass et al., 2017, 2019, 2021). It helps achieve orgaisatioal differetiatio, 
efficiecy ad iovatio, ad address reputatioal challeges (Berceruelo, 
2020). What is more, it is a tool for buildig commuity, for creatig ad 
maitaiig a desired ad useful level of satisfactio ad performace 
(Sičić, Pološki ad Tkalac, 2020; Tkalac ad Spoljarič, 2020; Berceruelo, 
2020), ad for ifluecig ad relatig to these iteral publics (Aced-Tole-
dao ad Miquel-Segarra, 2021; Cutlip, Ceter ad Broom, 2006; Aced et 
al., 2021; Tkalac, Sičić ad Pološki, 2021; Theaker, 2022).

I sum, IC is a strategic fuctio that segmets iteral audieces, deter-
mies objectives aliged with corporate objectives, is attetive to the co-
cers, key iterests ad expectatios of employees, geerates cotet, desigs 
commuicatio actios ad makes decisios o chaels, distributes the 
budget, ad develops the evaluatio process (Aced et al., 2021; Álvarez-No-
bell ad Lesta, 2011; Berceruelo, 2020; Cueca ad Verazzi, 2018, 2020; 
FitzPatrick ad Valskov, 2014; Theaker, 2022).
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2.2. The role of internl crisis communiction

Orgaisatios have usually focused o exteral commuicatio (Heide ad 
Simosso, 2019), while commuicatio efforts i a crisis sceario have also 
maily cocetrated o its exteral cosequeces (Stradberg ad Vigsø, 
2016). However, the cotributio of IC ca also be decisive i the face of a 
crisis situatio, which costitutes a threat to the survival of the orgaisatio, 
or at least to the developmet of its activities (Berceruelo, 2020; Coombs, 
2015; Kim, 2018; Mazzei ad Butera, 2021; Mazzei, Kim ad Dell’Oro, 
2012; Satoso et al., 2022).

Whe people are faced with chages i their kow eviromet, they 
eed clues to help them decipher what is happeig, ad to uderstad how 
it will affect them ad how they ca cope with these chages. I these situa-
tios, audieces actively seek iformatio through differet chaels, accord-
ig to their cocers ad eeds (Kim et al., 2019). The same is true withi 
a orgaisatio, so IC is a lever that helps prevet crises, miimises damage 
ad coveys the most appropriate iformatio (Mazzei et al., 2012). Thus, 
the resposibility for vulerability, risk ad crisis commuicatio exteds to 
IC, i additio to the disciplies of public affairs or digital commuicatio 
(Theaker, 2022). I a critical situatio, IC ivolves all those commuicative 
processes that take place betwee maagers ad employees, or betwee 
co-workers themselves, before, durig ad after such a sceario (Heide ad 
Simosso, 2019).

2.3. The role of internl communiction during the coronvirus pndemic

O 11 March 2020, the World Health Orgaisatio (WHO) officially clas-
sified the COVID-19 virus as a global pademic. The evolutio of the pa-
demic ad its maagemet was differet i all affected coutries, but perso-
al ad professioal habits were altered to a greater or lesser extet i all of 
them. For the people resposible for commuicatio i orgaisatios, the 
spread of COVID-19 did ot fit ito ay kow strategic crisis commuica-
tio model (Xifra, 2020). Nor was it a catalogued crisis (Coombs, 2020), so 
there was o precedet o what kid of solutios could have bee formulat-
ed. There were oly a few previous studies that addressed measures o how 
to optimise the commuicatio process i aother health crisis, the Ebola 
crisis i Spai (Gozález, Media ad Iglesias, 2017), or to deal with evets 
such as the fiacial crisis of 2008-2009 (Mazzei ad Ravazzai, 2015), 
iteral fraud (Stradberg ad Vigsø, 2016), or the commuicatio approach 
i the evet of the death of a employee due to a accidet at work (Mazzei 
et al., 2012).

Although this health crisis had o precedet i the extat typologies of 
crisis, the WHO itself stated that commuicatio expertise was as essetial as 
epidemiological traiig (World Health Orgaizatio, 2005). I such cir-
cumstaces, orgaisatioal executive teams eeded, o the oe had, to stay 
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well coected with their employees to esure the correct likage with objec-
tives, ad to provide guidace i the face of the procedural, techological 
ad structural chages that were takig place. At the same time, they also 
eeded iformatio, reassurace ad support (Ruck ad Me, 2021; IC Kol-
lectif, 2020). A ucertai cotext required flexibility ad speed i deci-
sio-makig, alog with a great deal of trasparecy, agility ad credibility 
(Horey, Pasmore ad O’Shea, 2010). All this i its tur demostrated the 
eed to make specific ivestmets i strog ad solvet virtual solutios 
(Cueca-Fotboa, Compte-Pujol ad Zeler, 2022).

See from a trasformatioal hypothesis, it ca be postulated that, agaist 
the cotext of the coroavirus health crisis, the role of IC i orgaisatios 
adapted ad itesified i the face of the ew work situatio for employees; 
ad costructed frameworks ad arratives withi temporal settigs that 
were sesitive ad accommodatig to the evets as they ufolded, thereby 
stregtheig idetificatio with the orgaisatio ad the sese of legitimacy 
ad collective belogig. Based o this approach, two objectives ad three 
research questios were formulated.

3. Objectives

The mai objective of this research was to fid out whether the role of IC i 
the orgaisatios examied has bee trasformed or trasubstatiated as a 
result of the situatio caused by the COVID-19 health crisis. A secodary 
objective was to fid out what ew challeges the disciplie must face.

This study was based o three research questios:

1. RQ1. What was the role of iteral commuicatio before the coro-
avirus pademic?

2. RQ2. Has the role of iteral commuicatio chaged durig the 
coroavirus pademic?

3. RQ3. What are the challeges for the role of iteral commuicatio 
sice the coroavirus pademic?

4. Methodology

First, the literature specialisig i public relatios ad corporate commuica-
tio was reviewed, ad specifically, that which deals with IC ad iteral 
crisis commuicatio. The a semi-structured iterview was desiged, tested 
ad coducted with a sample of experts selected for their professioal  
profiles.

4.1. Smple

The iterviews were coducted by videocoferece, withi the framework of 
distace research methods (Lichtma, 2006), betwee April 2020 ad Jue 
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2021, usig a purposive samplig approach of N=30 fuctioal commuica-
tio or IC maagers with more tha five years of experiece. The sample size 
was determied by the saturatio priciple. All participats were members of 
Dircom, the Associatio of Directors of Commuicatio.1 Give Dircom’s 
high level of represetativeess, this costitutes a quality sample. Cotact 
iformatio was obtaied from the latest Dircom 2017 public directory, ad 
cotacts were obtaied, oe by oe, from various sources ad by had (De-
zi ad Licol, 2005).

Iformats from locatios i Spai with the highest busiess presece 
(Madrid, Barceloa, Valecia, Seville ad Bilbao) who matched the iclusio 
criteria ad were aged betwee 36 ad 57 years old were ivited to partici-
pate.

4.2. Questionnire nd qulittive nlysis

To create the iterview, a review of the scietific literature was performed 
ad a Mii-Delphi (Ladeta, 2006) was desiged ad coducted with five 
experts i this area of kowledge, both professioals ad academics.

The iterview was derived from the objectives ad research questios. 
The phases of iterview developmet were coducted accordig to Gillham 
(2001): the iterview script was prepared, the questioaire was pilot tested 
with six people, refied, the the 30 iterviews were coducted ad tra-
scribed. Fially, the iformatio was aalysed, ad a prelimiary report was 
writte.

The questioaire of 23 ope-eded questios was divided ito three 
blocks. The first sectio requested iformatio o the structure of the com-
muicatio departmet, as well as details of the performace ad ifluece 
of IC before the health crisis. The secod sectio dealt with this fuctio 
durig the pademic. The last sectio ivited reflectio o the future direc-
tio of the disciplie.

Next, the three stages of qualitative cotet aalysis were deployed: 
pre-aalysis; exploitatio of the material usig Atlas.ti; ad processig results 
to formulate meaigful iterpretatios (Gibbs, 2007). This aalysis was 
coducted collaboratively by three researchers to esure stability ad 
iter-observer reliability.

5. Presentation of results and discussion

5.1. The role of internl communiction before the coronvirus pndemic

The umber of people dedicated to IC i the large Spaish compaies aal-
ysed varies from betwee oe ad five, or exceptioally more tha five peo-

1. Dircom associatio is the most represetative professioal associatio of commuicatio 
maagers i Spaish compaies, istitutios ad cosultacy firms: <https://www.
dircom.org/>
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ple, data that coicide with the reports by ASCAI ad FEIEA (2018), 
Dialega (2021) ad Gallagher (2022). Furthermore, 63.3% of these com-
paies have a specific IC departmet, compared to 36.6% which itegrate 
this fuctio ito the commuicatio or huma resources departmets. 
The figures i Table 1 are sigificatly higher tha those reported by ASCAI 
ad FEIEA, or i the 2018 Spaish-level study by Dircom (cf. Aced et al. 
2021). I either case, resposibility for IC is cocetrated 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 orgaisatios maage IC autoomously, 6.6% combie 
iteral maagemet ad outsourcig, ad 10% have this work outsourced, 
iformatio cosistet with that reported earlier i the Dialega 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 importat similarities i the views expressed 
by commuicatio departmet professioals with respect to the role ad 
resposibilities of IC. I the first istace, they assert that IC is resposible 
for keepig all employees iformed of everythig relatig to the compay. 
Moreover, IC cotributes to the correct executio of work, ad preserves 
compliace with rules, all accordig to the trasmissio-orieted model as 
described by Cueca ad Verazzi (2018, 2020), Heide ad Simosso 
(2019) ad Zerfass et al. (2021). Other day-to-day issues that are of iterest 
ad brig value to employees also fall uder the umbrella of IC, amely: the 
corporate credo; decisios about goals; corporate ad busiess maagemet; 
orgaizatioal chage; structural movemets; icidets ad solutios; devel-
opmet, traiig ad kowledge; ew projects ad iitiatives; fiacial 
results; ad future programs, etc.
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Before, durig ad after the pademic, the fuctio has bee, is ad will be 
the same: to keep all employees iformed. (Iformat 15, IC, commerce ad 
distributio maager)

But these orgaizatios also uderstad that IC is part of the motivatio-
al ad satisfactio processes aliged with the compay’s values. Thus, they 
also describe it as the guarator of employee empowermet ad of stregth-
eig their leadig role i all the compay’s trasformatio processes.

[IC should be a itegral part of all processes] to take a very active role i the 
trasformatio of [the orgaizatio], that is why we try to be preset ad 
egaged i compay all projects. (Iformat 7, Dircom, Costructio, Iro 
ad Steel, Eergy ad Electricity)

IC is resposible for fosterig employee egagemet ad support, which 
they call employee egagemet or associate egagemet, ad they assert that it 
has a sigificat ifluece o the decisio to stay or leave a orgaizatio relat-
ig to morale, success, growth, corporate reputatio or a erichig culture.

Keepig employees egaged ad protectig the compay’s reputatio are the 
mai objectives of IC. (Iformat 4, Dircom, Commerce ad Distributio)

This model, based o dialogue ad likages, facilitates the trasparet 
ad smooth circulatio of iformatio, ad makes the habits of sharig, 
coordiatig, collaboratig, egagig, itegratig ad ivolvig all employ-
ees i the same busiess project viable. This view correlates with the most 
curret literature research o IC (Berceruelo, 2020; Cueca ad Verazzi, 
2020; Qi ad Me, 2022; Ruck ad Me, 2021; Tkalac, 2021; Theaker, 
2022; Lee, 2022).

5.2. The role of internl communiction during the coronvirus pndemic

There was total uaimity (100%) regardig the fact that durig the period 
studied o structural chages took place. Istead, pressure o the role of IC 
ca be observed i terms of the demad for greater cotact with staff; the 
eed to circulate iformatio ad advice to deal with ad reduce ay co-
cers or sese of isolatio; digital traiig; ad fosterig dialogue, traspar-
ecy ad trust i performace (Verazzi et al., 2022; Aced-Toledao ad 
Miquel-Segarra, 2021; Theaker, 2022).

The roles ad resposibilities have ot bee modified, but the itesity may 
have icreased because the cadece of everythig that has bee doe i IC 
has icreased. (Iformat 4, Dircom, Commerce ad Distributio)

Immersed i the pademic, the people i charge of the compaies stud-
ied also agreed (100%) that the fuctio of IC had ot chaged as defied i 
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the literature, but the itesity of its performace ad relevace withi the 
compaies had. They also explaied that IC had assumed a coordiatig role 
for all messages circulated, ad that three priority areas of iformatio had 
bee idetified as the mai focus: protect the health ad well-beig of 
employees; maitai commitmet ad trust i the compay; ad reiforce 
leadership ad busiess cotiuity. These priorities coicide with the fid-
igs of Castro-Martíez ad Díaz-Morilla (2020), Qi ad Me (2022) ad 
Satoso et al. (2022). Durig the period of crisis studied, workers were i a 
situatio of maximum alert ad ucertaity. For this reaso, those resposi-
ble for IC faced the urget eed to provide members of their orgaizatios 
with direct ad trasparet iformatio, advice ad istructios with agility 
ad speed. The priority was their employees. Differet mechaisms were also 
ivolved, i geeral to keep employees egaged, liked ad coected to the 
orgaizatio, sice some of the orgaizatios icluded i this study had to 
close, i compliace with regulatios ad measures dictated by govermetal 
bodies.

We had to coordiate everythig that was issued [...]. People were i a 
uproar ad what we had to do from IC was to elimiate ucertaities, tras-
mit security, cofidece ad support, because suddely we were all telework-
ig, but aloe at home. We had two mai priorities: to protect the health of 
our employees ad cliets, ad busiess cotiuity [...] Every day util the 
State of Emergecy was over, they received a e-mail with everythig that 
was happeig. (Iformat 2, Dircom, Automotive, Trasportatio, High-
ways ad Parkig)

Although the health crisis was ot amog the mai issues, 93.33% of the 
professioals iterviewed stated that their orgaizatios were traied to deal 
with ay evetuality as, i the previous two years, they had prepared crisis 
mauals ad cotigecy plas, ad had also practiced umerous drills. 
Foresight was a determiig factor i maagig the ew situatio.

From miute zero a crisis committee was created with the commuicatio 
departmet preset, together with the lawyers, the CEOs ad the positios 
of maximum resposibility. There have bee decisios that have come from 
the commuicatios departmet. (Iformat 19, Head of IC, Commerce 
ad Distributio)

Beig o the crisis maagemet committee was the key accelerator of IC 
work, accordig to 100% of the iterviewees. Eve so, 90% recogized that 
this presece had ot led to a active ad strategic role for IC, but rather a 
reactive ad tactical oe, due to the late icorporatio of IC o those com-
mittees. Nevertheless, it ecouraged the capacity to adapt ad act quickly. 
The health crisis required a greater amout of time o the part of these pro-
fessioals, ad more resources. Circumstaces precipitated the practice of IC, 
especially i the most severe phase of lockdow. O the other had, from 
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mid-2021 ad coicidig with the peak of the fourth wave (March 2021) 
ad the begiig of the fifth wave (Jue 2021), IC evolved ito a sigifi-
catly more strategic exercise, which also coicided with the icorporatio of 
ew resources for its deploymet.

With this health crisis, IC has acquired a very strategic role i the compay 
[...] Durig the crisis we have realised the importace of IC [...] We have also 
reiforced some commuicatio chaels ad we have iteracted with 
departmets with which, perhaps, we did ot have so much iteractio. 
(Iformat 20, Dircom, Isurace)

All the orgaisatios i the study had a crisis maual ad a IC policy 
with established mechaisms, processes ad resposibilities, icludig co-
tigecy plas at differet levels. However, all (100%) iformats rec-
ogised that with the pademic, the maual has bee built o the basis of 
the eeds that had arise, due to the lack of backgroud iformatio, for 
example, o the commuicatio of a positive case, or o issues relatig to 
the reorgaisatio of the compay.

We have followed what we had i the crisis plas, multiplied by may times, 
because ow the maual is o loger a crisis maual, but a day-to-day mau-
al. (Iformat 23, Dircom, Chemist ad Pharmacist)

Eighty percet of the orgaisatios set up active listeig systems ad 
established direct commuicatio chaels with maagemet to facilitate 
the direct discussio of iformatio received. Others desiged questioaires
to verify the objectives of kowledge, uderstadig or actio pursued by the 
actios beig pursued. I other cases, daily videos or ewsletters were creat-
ed, with surveys to help check whether the iformatio was beig received 
correctly. Some orgaizatios icorporated collective forums ad webiars to 
gather employee opiios. Still others used the features of some Apps to ask 
questios ad vote for decisio-makig amog employees.

Overall, the situatio caused by COVID-19 accelerated the eed to ivest 
i robust virtual solutios. 46.6% of the compaies studied had stregtheed 
the media ecosystem with ew commuicatio chaels (iformal ad hierar-
chical WhatsApp ad Zoom groups, or Yammer); there had bee iteractio 
with areas ad departmets that had ot bee so participative util the. I 
additio, a more emotioal toe had bee istituted i the cotet, i order 
to geerate commuity, stimulate the sharig of ay emergig issues ad feel-
igs amog the staff, try to be closer, provide compay ad reduce loeliess. 
Istillig calm, security ad ecouragemet i this type of situatio had bee 
the mai challeges of IC durig the pademic. This is i lie with the fid-
igs of Ruck ad Me (2021) ad the IC Kollectif report (2020).

I the same period, recruitmet of additioal IC professioals led to a 
10-25% icrease i their umber. O the other had, oly 16.6% of the 
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orgaisatios i the study icreased the budget allocated to stregtheig IC 
durig this period.

5.3. The function of internl communiction fter the coronvirus pndemic

Whe asked about the challeges lyig ahead for IC, all the cases studied 
declared that they had faced ukow scearios that are ow itermigled 
with the emergece of ew key strategic objectives for IC derivig from the 
pademic. These key strategic objectives are as follows:

 — Provide employees, wherever they are, with clear, simple, useful ad 
real-time aswers, i order to reduce the ucertaity of the situatio.

[...] it is ecessary to share the iformatio, to iform, to have the profes-
sioals iformed, to say thigs whe they happe ad ot to wait, that you 
should ot wait, oly if you do ot kow what to say or if the situatio 
chages at miute oe. That is, eve if you chage every day, commuicate 
it. (Iformat 23, Dircom, Chemist ad Pharmacist)

The ext step is to have a IC tool that brigs together all the cotet that 
the brad geerates ad makes it available to employees i a much more 
dyamic way. (Iformat 2, Dircom, Automotive, Trasportatio, High-
ways ad Parkig)

[...] Evolve from iformatio to coversatio. Ad this challege leads to 
aother challege, which is maagig misiformatio. I additio to beig 
able to give each employee the iformatio they eed, ad to avoid “ifoxi-
catio”, which ca be due i large part to the geeratio of a lot of cotet of 
low iterest. (Iformat 27, Dircom, Fiacial Etities, Baks, Savigs 
Baks, Maagers)

 — Offer essetial traiig that eables employees to face the accelerated 
digital trasformatio that teleworkig or hybrid work etails, ifor-
mig them about the availability of techological tools ad cybersecu-
rity, ad raisig awareess of the ethical implicatios of accuracy i 
olie iteractios ad data drive operatios.

[...] Maily kowig how to explai the trasformatio iterally. We have 
a strategic pla that is trasformig the orgaizatio ad people must adapt 
to the chages. Thigs that we say were doe oe way today will be doe 
differetly tomorrow. Resiliece ad the ability to commuicate iterally 
are therefore importat. (Iformat 2, Dircom, Chemist ad Pharmacist)

Explai the umerous chages at the level of orgaisatioal processes: digi-
talisatio; sustaiability issues ad improvemets i depedece o raw 
materials that eed to be explaied iterally. Explai all our work o diver-
sity ad iclusio, we are a very large compay with thousads of employees 
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all over the world, with a lot of geographical diversity, geder, etc. (Ifor-
mat 17, Dircom, Audits, Cosultats ad Law Firms)

 — Provide emotioal support through cotet focused o health, 
well-beig, gratitude ad safety: metal ad emotioal health.

Leaders/people have realized that we ca all be vulerable, ad I thik this 
earess ad proximity will remai. (Iformat 2, Dircom, Chemist ad 
Pharmacist)

The respect ad resposibility you have as a compay are very importat to 
make people feel good, because this eables them to cotiue workig. 
Because obviously if the employee is well ad feels motivated, the cotiuity 
of the busiess ca be guarateed. (Iformat 19, Head of IC, Commerce 
ad Distributio)

 — Stimulate the worker through social iovatio, collaboratio, empa-
thy, reliability ad trustworthiess with the compay’s corporate 
actios.

It is also possible that commuicatio ad the iformative toe will be rele-
gated, ad that a more empathetic, closer toe will be sought, ad above all 
the effectiveess of iteral commuicatio. The compay must cotiue to 
commuicate corporate messages without them becomig bullshit or spam. 
(Iformat 1, Dircom, Tourism)

A lot has bee doe, ad there is still a lot of room for improvemet. Above 
all, we wat to egage the workshop staff, who believe more i the compay. 
We are goig to set ourselves the challege of icreasig commitmet ad 
pride i beig a member of the orgaisatio. Values Week ad other 
team-buildig activities. (Iformat 13, IC, Food, Beverages ad Tobacco)

 — Actively liste to the staff i order to discuss emergig issues of co-
cer: the ambiguity of the situatio, busiess cotiuity i a telewor-
kig model, process optimizatio, hot desk offices, employee self-ma-
agemet ad self-leadership, multi-taskig, heavier workloads that go 
had i had with icreased amouts of stress, privacy, the redefii-
tio of the work-life balace, the gradual retur to offices, ad the rea-
sos behid decisios take by the orgaizatio i the ew situatio.

[...] make opportuities out of the tools so that they help me to commui-
cate with the worker i a persoalised way, takig care of each worker idi-
vidually. (Iformat 15, IC, Commerce ad Distributio)

 — Iformatively assist relatives ad close frieds of the compay emplo-
yees while they were o sick leave or were mourig the deaths of 
closed people who passed away durig the pademic.
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[...] that the istitutio caot remai i the global IC, that more ad more 
you have to be oe to oe with the workers. It takes time, but you have to do 
it. It has bee see that each perso experieces ay situatio i very differ-
et ways ad this, which was already kow, becomes eve more importat 
whe you have to call them to express your codoleces or to ecourage 
them so that they do’t feel aloe. (Iformat 29, Dircom, Culture)

 — Seek to alig employees with the compay, cotiue trasmittig the 
corporate creed, ad reiforce the feelig ad pride of belogig.

[...] Attractig ad retaiig talet. Seduce them at the begiig ad keep 
them afterwards. Brad perceptio also plays a very importat role here. The 
momet of truth i IC is i the day-to-day: how you look at me, what you 
do to uderstad ad liste to me ad what you do with what I am propos-
ig to you. (Iformat 17, Dircom, Auditors, Cosultats ad Law Firms)

IC helps us to overcome the difficulty of coveyig the purpose, so that peo-
ple uderstad the meaig of the decisios we make. (Iformat 15, IC, 
Commerce ad Distributio)

IC is a key lever for idetity geeratio ad sharig the compay’s culture. It 
helps to reiforce the feelig of beig part of a commo goal. (Iformat 23, 
Dircom, Chemist ad Pharmacist)

 — Work o the commuicatio skills of the domiat coalitio ad lea-
dership as prevetive or crisis preparedess practice.

IC must be the task of all the people i the orgaizatio, all must be iteral 
commuicators, especially the people who lead teams where there is still a 
log way to go i terms of awareess, traiig ad culture of iteral com-
muicatio. (Iformat 17, Dircom, Auditors, Cosultats ad Law Firms)

 — Help shape ad guide actios as well as oriet decisios of the domi-
at coalitio so that the messages they wat ad eed to covey are 
clearly uderstood.

IC should facilitate the trasmissio of messages from the geeral directorate 
directly, with trasparecy, seekig to geerate trust ad clarity. (Iformat 
27, Dircom Fiacial Etities, Baks, Savigs Baks, Maagers)

 — Arrage the orgaizatio’s worldview aroud the digital eviromet 
ad distace.

We have all become more digitalised, more teleworkig, less cotact... ad 
this may have had a egative impact o egagemet, but IC has helped to 
keep us together. The challege, with its risk, was for the virtual to supplat 
the physical, which at the time was abset. (Iformat 19, Head of IC, 
Commerce ad Distributio)
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6. Conclusions

The results obtaied provided aswers to the three research questios (RQs) 
liked to the previously established objectives.

I relatio to RQ1, oe of the first issues is related to the origial role of 
IC, to circulate iformatio, focusig o cotet ad commuicatio cha-
els. Curretly, this trasmissio-orieted model coexists with a people-ce-
tred commuicatio model based o dialogue, etworkig ad persoal 
bodig.

Regardig RQ2, it was show that the departmets resposible for IC i 
orgaizatios did ot chage their operatios durig the health crisis, but 
istead itesified their workload ad icreased their presece, as well as 
their strategic ad leadig role i decisio-makig, characterized by agility 
ad readiess to atted to the fast-movig ature of the cocers, routies ad 
ew behaviours of employees. There are clear sigs of a more huma, relaxed 
ad iformal toe i the maagemet of a remote, mediated professioal 
presece, together with a more empathetic approach to improvisatio to help 
solve domestic problems that affect the daily work of the employee.

There is agreemet about the accidetal (ot substatial) trasformatio 
of IC due to the health crisis, i.e., the fuctio adapted to a ew reality with-
out losig its essece. Thus, the objectives ad topics of IC durig the pa-
demic revolved aroud basic issues typical of these circumstaces: the health, 
well-beig ad safety of employees. I tur, efforts were made to preserve 
trust ad maitai the employee’s feelig of idetificatio ad belogig to 
the compay.

As for RQ3, the fuctios of IC were the same before ad durig the 
pademic, although COVID-19 admittedly meat puttig the employee at 
the cetre of ay decisio, by promotig a climate for active commuicatio 
behaviours to ecourage kowledge sharig, collaboratio ad creativity. 
Certaily, the recet health crisis was a acceleratig factor from a strategic 
perspective; it triggered the digital trasformatio of IC chaels ad com-
pelled compaies to face ew cocers ad make adjustmets to corporate 
culture, with a ew toe ad style of commuicatio towards iteral 
audieces.

The aim of this research has bee to erich the literature o IC ad iter-
al crisis commuicatio, alog with some practical implicatios to help 
commuicatio professioals ad their departmets to adapt ad improve 
their IC i a health crisis.

7. Limitations and future lines of research

Despite the results obtaied, this study has certai limitatios. Firstly, ei-
ther the selected uiverse or the sample aalysed is represetative of all 
Spaish compaies or the IC maagers who exercise their fuctioal respo-
sibility i Spai. This is due to the lack of a documeted register to idetify 
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the total populatio for samplig. Moreover, the type of research techique 
(iterview) restricts comparative aalysis or sectoral coclusios. Neverthe-
less, the umber of iterviewees provides a adequate basis to detect patters 
i their resposes correspodig to the practice of IC before ad durig the 
COVID-19 pademic, ad allows us to cosider the results of the research as 
geeral treds i Spai.

As for future lies of research, it would be iterestig to lear more about 
the type of decisios that those resposible for IC have bee allowed to make, 
i order to uderstad the reasos behid the professioal’s actios relatig 
to IC durig the pademic.

I additio, this research will be exteded to IC professioals from orga-
isatios i other coutries i order to cotrast ad correlate practices at a 
iteratioal level.
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