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Egyptian Audience's Perception of the Relationship
between Institutional Credibility and Organizational
Reputation in the Context of Crisis Response Strategies:
A Study of the World Health Organization

This descriptive study seeks to monitor, analyze and evaluate the Egyptian public’s
perceptions of the relationship between the institutional credibility of the World Health
Organization and its reputation through their exposure to the organization’s communication
strategies and messages as a result of its response to the crisis of the emergence and
management of the Corona pandemic, with the aim of arriving at indicators that determine the
degree of efficiency of communications management during this crisis and the development
of its role In achieving institutional credibility and its relationship to organizational
reputation. The study depends on the model which (Jamilah Jamal & Hassan Abu Bakar) for
the relationship between institutional credibility and organizational reputation in light of crisis
response strategies. In addition to depended on the standard list for assessing crisis
communications during the pandemic, which was developed by (Wouter Jong). This study is
based on the survey for an available sample of ( 304respondents) from the Egyptian public
(particularly the age group from 20 - to more than 60years) from the Greater Cairo
Governorate. The results of the study revealed that: There is a correlation between the
Egyptian public's perceptions of institutional credibility and the WHO's organizational
reputation during the management of the pandemic communications crisis. And he found a
correlation between the communication strategies used to respond to the crisis of the spread of
the pandemic and the public's evaluation of the communication performance of managing this
crisis. The study indicated that the World Health Organization bears a high responsibility for
the spread of the pandemic around the world. Among the most important communication
strategies used by the World Health Organization to manage the crisis of the spread of Corona
came in order as follows: the clarification strategy, then the justification strategy, the
corrective actions strategy came in third place. The respondents' perceptions of the overall
performance of the World Health Organization were generally positive. The public's
perceptions were characterized by neutrality towards the reputation of the World Health
Organization in the context of responding to the crisis of the spread of the pandemic. In
addition, the public's perceptions of the credibility of the Director-General of the organization
as a source of information and data about the pandemic were largely neutral in terms of
trustworthiness, professional and practical experience, and the attractiveness of the Director-
General of the organization. On the other hand, we find the public’s perceptions towards the
credibility of the content of the WHO’s communication messages about the pandemic, which
are generally neutral in terms of the accuracy of the information and data provided by the
organization to the public, as well as the comprehensiveness and integration of the
information and data provided, as for the axis of appropriateness of the information provided
to the public in a positive manner. Therefore, the utilizing of communication strategies used
to respond to crises to maintain both institutional credibility and organizational reputation has
become a strong indicator of the positive organizational performance of various organizations,
especially international ones.

Keywords: crisis management, crisis response strategies, institutional credibility,
organizational reputation, the World Health Organization, the Corona pandemic.
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