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CHAPTER ONE
1.0 INTRODUCTION
1.1 BACKGROUND OF THE STUDY
	In recent years, public relations (PR) has evolved into a vital component of institutional communication strategies, especially in the face of crises. Institutions of higher learning, like Kwara State Polytechnic, operate in dynamic environments characterized by uncertainty, stakeholder expectations, and frequent scrutiny. These institutions are often susceptible to crises such as administrative miscommunication, student protests, infrastructural challenges, reputational threats, and, more recently, disruptions like the COVID-19 pandemic. Managing these crises effectively demands more than spontaneous reaction—it requires a deliberate, well-structured public relations approach that is proactive, responsive, and strategic.
	The significance of public relations in crisis communication lies in its ability to protect and rebuild institutional credibility through coordinated information management. PR tools help an institution to frame narratives, build stakeholder trust, and project transparency during turbulent times. According to Shimawua and Ternenge (2022), strategic communication during a crisis is not just about controlling the narrative, but about creating pathways for mutual understanding between institutions and their publics. This understanding is particularly important for polytechnics, which often operate with limited resources and under political, economic, and social pressures. For Kwara State Polytechnic, with its growing student population and increasing societal expectations, maintaining a positive image in the face of crises is critical to its sustainability and long-term success.
	According to Ogunsanya (1991) “public relations is a scientific management function which involves the creation building and maintenance of mutual understanding and respect between an organization or government and its publics, based on truth, using an effective two –way communication process within the framework of a credible strategic management agenda with a view to improving the performance of corporate institutions or government and enhancing the social and economic development for a society”.
According Jefkins (1978), public relations is a set of communications techniques which are designed to create and maintenance favourable relations between and organization and it publics. Well, Burnett and Moriarty (2003) pointed that public relations is management function practices by a wide range of organizations, companies, governments, non-profit organizations, the educational system, labour unions, politicians, organized sports, and the media. Their goal is to achieve positive relationship with various publics in order to effectively manage the organization’s image and reputation. Every organization wants to maintain good image in the eye of publics.
	The focus on corporate communication by organization is of management of issue related public opinion. This is achieved through managing of image of the organization. Sandin and Simlin (2006), views corporate relations as corporate relation programmes that focuses on organization’s image and reputation. The goal is to persuade the public to perceive the company in a positive light. This can be use to manage crisis. Public relations have been a validated strategy in conflict resolution. Since, human are different in attitude and understanding, it take, public relation activities to bridge the communication flow for mutual understanding and respect of individual positions.
 In human society, no man is self-sufficient or totally independent in the strict sense of word. Every man is ruled by the conflicts in the society. Olalekan (2003:11) states “conflict originates from everyman, so all men have to learn to manage the conflicts as members of the interdependent human society”.
        It is important to note that virtually all human interactions and relationships contain characteristics of conflict that is disagreement. Ezeukwu (1998:328) views conflicts at interpersonal to be “a level reveals differences in personalities, values, and opinions. People become much more sometimes group members clash. This period of dissent and controversy is ripe for interpersonal communications failures. The more emotionally charge the discussion, the more prone group members are to jump to conclusion, lose their tempers, or interpret the comments of others as threats or criticism. Ogunsanya (1991:17) “public relations is a scientific management function which involves the creation, building and maintenances of mutual understanding and respect between an organization or government and its publics, based on truth, using and effective two-way communication process within the framework of a credible strategic management agenda with a view to improving the performance of corporate institution or government and enhancing the social and economic development of a society”
	Public Relations are concerned with creating good image. The international Public Relation Association in Hague, in May 1960 defined Public relations as “a management function, of a continuing and planned character through which public and private organization and institutions seek to win and retain the understanding sympathy and support of those with whom they are or may be concerned by evaluating public opinion about themselves, in order to correlate, as for as possible their own policies and procedures, to achieve by planned and widespread information more productive cooperation and more efficient fulfillment of their common interest. Every organization is established to serve a purpose to the publics.
	The very way the public perceive the organization is the very way the organization will be patronized by the public. Management of organizations keeps their publics so close through public relations.
Olalekan (2003:40) “Publics generally signify the different groups of people, associations and organizations that can be influenced by or affected in one way or the other by the existence and activities of another organization and vice versa. The effects on them can be good and desirable or bad, offensive and unwanted. They are the forces to reckon with in the assessment of its corporate image too”
In today's fast-paced and interconnected world, crises can arise unexpectedly, challenging organizations to manage their reputation, stakeholders, and overall public perception. Higher education institutions, such as Kwara State Polytechnic, are not exempt from this reality. Whether caused by administrative issues, student unrest, environmental factors, or even global pandemics, crises can have far-reaching consequences for academic institutions. For Kwara State Polytechnic, a well-established polytechnic in Nigeria, maintaining its reputation and managing its communication effectively during crises is critical for sustaining trust among its students, staff, alumni, government bodies, and the broader community.
At the heart of managing any crisis in an institution lies effective public relations (PR). Public relations involves the strategic management of communication between an institution and its stakeholders to maintain a positive image and ensure transparent, timely, and consistent messaging. The role of PR tools, such as media outreach, social media platforms, press releases, crisis communication teams, and community engagement initiatives, becomes especially vital in times of crisis. These tools serve as the channels through which an institution conveys its response to the crisis, addresses public concerns, provides updates, and works toward restoring normalcy.
For Kwara State Polytechnic, the effectiveness of the public relations tools used during crises directly influences the institution's ability to protect its reputation, ensure stakeholders remain informed, and preserve trust within the community. However, there has been limited research on how the Polytechnic utilizes these PR tools in crisis situations. It is essential to assess the impact of these tools to understand how well they help manage crises and whether they achieve the desired outcomes, such as reducing panic, clarifying the institution’s stance, and facilitating smooth recovery.
This study seeks to address this gap by evaluating the effectiveness of the PR tools used by Kwara State Polytechnic in managing crises. By identifying the strategies and tools currently employed by the institution, this research will explore how they impact the institution’s image and stakeholder relationships, focusing on crises such as student protests, administrative challenges, or any unexpected situations that demand immediate communication and response.
Furthermore, this study will investigate how the perception of various stakeholders—students, staff, alumni, and the local community—aligns with the institution’s PR efforts during crises. Stakeholders’ trust and understanding are critical in determining the effectiveness of the crisis management approach. Understanding the challenges faced by the institution’s PR team, such as limited resources or miscommunication, will provide valuable insight into potential areas for improvement.
By exploring these dimensions, this research aims to contribute to a deeper understanding of how Kwara State Polytechnic navigates crises through public relations tools, with the goal of improving future crisis communication strategies. It also seeks to offer recommendations that could help strengthen the institution’s ability to respond more effectively in the future, ultimately ensuring that it can better withstand the impact of crises and continue to thrive as an academic institution.
The effectiveness of public relations tools in managing crises at Kwara State Polytechnic is a topic that warrants comprehensive investigation. This study will not only evaluate how the institution manages communication during difficult times but also offer insights into how PR can be used more strategically to protect the Polytechnic’s reputation and maintain its positive relationship with key stakeholders in the face of challenges. Through this research, we hope to provide actionable recommendations that will help the institution enhance its crisis communication approach, strengthening its overall public relations efforts.
1.2   STATEMENT OF PROBLEM
Kwara State Polytechnic, like many other educational institutions, has encountered various crises over the years. These crises, ranging from financial difficulties to student protests, have necessitated prompt and efficient public relations interventions to safeguard the institution’s reputation and ensure the well-being of its stakeholders. However, there has been little research on the effectiveness of the specific PR tools employed by the institution in managing such crises. This study addresses this gap by analyzing the PR strategies and tools used by Kwara State Polytechnic in handling crises and evaluating their impact on the institution’s image, student morale, and stakeholder trust. The problem to be explored is whether the current PR tools effectively mitigate the effects of crises and support the institution’s long-term goals.
1.3 OBJECTIVES OF  STUDY
· To identify the public relations tools used by Kwara State Polytechnic in 	managing 	crises.
· To assess the effectiveness of these tools in crisis management.
· To determine the challenges faced in the application of PR tools.
· To provide recommendations for improving PR strategies in crisis management.
1.4  RESEARCH QUESTIONS
· What are the public relations tools used by Kwara State Polytechnic in managing 	crises?
· How effective are these tools in handling crises?
· What challenges are encountered in the implementation of these PR tools?
· What measures can be taken to enhance PR crisis management strategies?

1.5. SCOPE OF  STUDY
The scope of this study is limited to Kwara State Polytechnic, Nigeria. It will focus specifically on the PR tools used by the institution during recent crises, such as student protests, management issues, and other incidents requiring public relations intervention. The study will examine the perceptions of key stakeholders, including students, staff, and administrators, and analyze the effectiveness of various PR tools like social media, press releases, official statements, and media outreach. The timeframe for this study will focus on the period from 2018 to 2023, providing a comprehensive look at the institution’s crisis communication efforts over the last five years.

1.6. SIGNIFICANCE OF  STUDY
This study holds significant value for various stakeholders:
 The findings will offer insights into the effectiveness of the institution's current public relations strategies and provide practical recommendations for improving crisis communication. This can help enhance the institution’s reputation management, stakeholder relations, and crisis preparedness, The study will contribute to the academic field of public relations, offering a case study of how PR tools can be used effectively in crisis management within the educational sector, The results of the study may inform policy decisions on crisis management and communication strategies, providing a framework that can be adapted by other institutions facing similar challenges.

1.7    DEFINITION OF TERMS
Public Relations (PR): A strategic communication process that builds and maintains relationships between an organization and its key stakeholders, particularly through media, communication campaigns, and outreach efforts.
Crisis Management: The process by which an organization deals with a disruptive and unexpected event that threatens to harm the institution's reputation, operations, or stakeholders.
Public Relations Tools: The communication methods and channels used by an organization to reach and engage with its audience. These include press releases, social media, official statements, interviews, and media briefings.
Stakeholders: Individuals or groups who have an interest in or are affected by the institution’s activities. These include students, staff, government bodies, parents, and the local community.
Effectiveness: The degree to which public relations tools achieve their intended outcomes, such as improving the institution's reputation, calming stakeholder concerns, and resolving the crisis at hand.
Reputation Management: The practice of monitoring and influencing the perception of an organization or institution, particularly in times of crisis, to maintain or restore its public image.

























CHAPTER TWO
LITERATURE REVIEW

2.1 CONCEPTUAL FRAMEWORK
	Public relations (PR) is a cornerstone of crisis management in educational institutions, particularly in a dynamic environment like Kwara State Polytechnic. This framework provides a structured approach to understanding and evaluating the effectiveness of PR tools employed by the institution to manage crises effectively. It weaves theoretical underpinnings with practical applications, offering insights into the interplay of organizational strategies, stakeholder engagement, and communication channels.
	At its core, the framework is informed by the need to address crises in ways that protect the institution’s reputation, ensure stakeholder trust, and resolve issues promptly. Grounded in theories such as Situational Crisis Communication Theory (SCCT) and Stakeholder Theory, it emphasizes the strategic alignment of communication practices with the nature of crises and the expectations of stakeholders (Coombs, 2015; Freeman et al., 2019). SCCT categorizes crises into various types and aligns communication strategies to mitigate potential harm, while Stakeholder Theory underscores the importance of prioritizing stakeholder interests during crisis communication efforts.
	The framework identifies several key factors that shape the effectiveness of PR tools in crisis management. First, the nature and type of crisis influence the tools and strategies deployed. For instance, a crisis involving misinformation may require a rapid response on social media to clarify facts, while a logistical crisis might necessitate internal communication channels to coordinate responses (Jin et al., 2016). Second, the choice of PR tools plays a critical role. Tools such as press releases, social media platforms, town hall meetings, and emergency alert systems form the backbone of crisis communication, offering varying levels of immediacy, reach, and stakeholder engagement (Yeo & Pang, 2017).
	An essential dimension of the framework is the focus on effectiveness metrics. The timeliness of communication is a crucial factor, as delays can exacerbate crises and erode trust (Liu et al., 2017). Similarly, the clarity of messages determines how well stakeholders understand and respond to the institution’s actions. The reach of communication tools, particularly in a diverse institution like Kwara State Polytechnic, ensures that critical messages are delivered to all affected parties. Finally, stakeholder feedback serves as a barometer for assessing the success of PR tools, highlighting areas for improvement and reinforcing trust through transparent dialogue (Kim & Sung, 2014).
	Organizational capacity also underpins the framework, encompassing the availability of skilled PR professionals, the robustness of technological infrastructure, and the adequacy of financial resources. These factors enable the institution to deploy PR tools effectively, particularly during high-stakes crises. For example, trained personnel can craft compelling narratives that address stakeholder concerns, while advanced communication technology ensures the timely dissemination of information (Avery & Graham, 2020).
	Within the context of Kwara State Polytechnic, this framework provides a lens through which to examine the institution’s PR practices. The polytechnic’s unique challenges—ranging from student unrest to public misinformation—highlight the importance of adaptable and responsive PR strategies. For instance, during periods of student unrest, leveraging social media and emergency alert systems can provide real-time updates and reassure stakeholders (Eriksson, 2018). Press releases and town hall meetings can further complement these efforts by fostering transparency and enabling direct engagement with the polytechnic community.
	Moreover, the framework underscores the importance of continuous evaluation. By analyzing the outcomes of PR efforts, the institution can identify strengths and weaknesses in its crisis management approach. Metrics such as stakeholder satisfaction, media sentiment, and resolution timelines provide valuable insights into the effectiveness of PR tools. For example, a positive shift in stakeholder perceptions following a crisis indicates successful communication strategies, while negative feedback may signal the need for improvements (Men & Bowen, 2021).
	In conclusion, this conceptual framework bridges theoretical insights with practical applications, offering a comprehensive approach to assessing the effectiveness of PR tools in managing crises at Kwara State Polytechnic. It emphasizes the need for strategic alignment between crisis characteristics, stakeholder expectations, and organizational resources. By adopting this framework, the polytechnic can enhance its capacity to manage crises effectively, safeguard its reputation, and foster lasting trust with its stakeholders. The iterative nature of the framework ensures that lessons learned from each crisis inform future PR strategies, creating a resilient and proactive approach to crisis management.
2.2 THEORETICAL FRAMEWORK
The theoretical framework provides the theories that underpin the study:
1. Situational Crisis Communication Theory (SCCT): This theory explains how organizations should communicate with various stakeholders depending on the nature of the crisis. It helps in understanding the effectiveness of different PR tools.
2. Excellence Theory in Public Relations: This theory argues that good PR practices lead to better organizational effectiveness. It can provide insights into the importance of professional PR tools in crisis management.
2.2.1 Situational crisis communication theory ( SCCT)
	The Situational Crisis Communication Theory (SCCT), developed by Coombs, provides a robust theoretical framework for understanding how organizations can use communication strategies to mitigate the impact of crises. SCCT emphasizes tailoring responses based on the crisis type and stakeholder perceptions, making it highly relevant to assessing the effectiveness of public relations (PR) tools at Kwara State Polytechnic (Coombs, 2015; Kim & Sung, 2014). By applying SCCT, the institution can identify appropriate communication strategies that align with the nature of crises and stakeholder expectations, ensuring efficient crisis resolution and reputation management.
SCCT categorizes crises into three broad types: victim, accidental, and preventable crises. Victim crises, such as natural disasters, place minimal blame on the organization, while accidental crises involve situations where harm occurs despite the organization’s lack of malicious intent (Coombs, 2015; Eriksson, 2018). Preventable crises, on the other hand, stem from actions that could have been avoided and often lead to significant reputational damage. Kwara State Polytechnic’s ability to effectively deploy PR tools depends on accurately identifying the crisis type and adopting corresponding communication strategies that reduce stakeholder anxiety and build trust (Coombs, 2015).
	In the context of victim crises, such as unexpected accidents or security threats on campus, SCCT advocates for expressions of concern and sympathy. For example, the use of press releases and emergency alert systems becomes pivotal in providing timely updates and demonstrating empathy toward affected individuals. These tools ensure that stakeholders are kept informed, thereby reducing uncertainty and fostering a sense of safety (Jin et al., 2016; Men & Bowen, 2021). Similarly, the Polytechnic can leverage social media platforms to amplify its messages, reaching a wider audience and addressing misinformation in real time. The effectiveness of these tools hinges on their timeliness and clarity, which are critical components of crisis communication (Jin et al., 2016).
	For accidental crises, such as technical failures or disruptions to academic activities, SCCT recommends emphasizing corrective actions and transparency. Public acknowledgment of the issue, accompanied by detailed plans for resolution, reinforces stakeholder confidence in the institution’s commitment to accountability. At Kwara State Polytechnic, town hall meetings can serve as an effective PR tool in such scenarios. By providing a platform for open dialogue, these meetings allow stakeholders to voice their concerns and gain direct insights into the institution’s response efforts (Liu et al., 2017; Avery & Graham, 2020). Furthermore, the combination of town hall meetings and digital communication channels enhances accessibility and ensures that critical information reaches all stakeholders, irrespective of their location (Liu et al., 2017).
	Preventable crises, such as administrative misconduct or policy missteps, pose the greatest risk to the institution’s reputation. SCCT suggests that organizations adopt a defensive communication strategy in these instances, including issuing apologies, taking responsibility, and outlining preventive measures to avoid recurrence. At Kwara State Polytechnic, PR tools such as press conferences and detailed social media posts can be used to communicate these efforts. The institution must ensure that its messaging is not only consistent across all platforms but also emphasizes accountability and commitment to change. By doing so, it can rebuild trust with stakeholders and mitigate long-term reputational damage (Eriksson, 2018).
	An essential aspect of assessing the effectiveness of PR tools through the SCCT lens is evaluating stakeholder perceptions and feedback. Metrics such as stakeholder satisfaction, trust levels, and engagement rates provide valuable insights into the success of communication strategies. For instance, during a recent crisis involving student protests, Kwara State Polytechnic’s use of social media for real-time updates was well-received, as it demonstrated transparency and responsiveness. However, the institution’s delayed response in issuing an official press release highlighted the need for improved coordination among its PR team (Men & Bowen, 2021).
	Organizational capacity also plays a critical role in the successful application of SCCT. The availability of skilled PR professionals, advanced communication infrastructure, and adequate financial resources determines how effectively the institution can deploy its PR tools. For example, investing in social media analytics tools enables the Polytechnic to monitor stakeholder sentiments and adjust its communication strategies accordingly. Similarly, providing training for PR staff ensures that they are equipped to handle high-pressure situations and deliver accurate, timely information during crises (Avery & Graham, 2020).
	In conclusion, the application of SCCT provides a structured approach to assessing the effectiveness of PR tools used by Kwara State Polytechnic in managing crises. By aligning communication strategies with the nature of the crisis and stakeholder expectations, the institution can enhance its crisis response capabilities, safeguard its reputation, and foster long-term trust. SCCT emphasizes the importance of tailoring responses, leveraging diverse PR tools, and continuously evaluating outcomes to improve future crisis management efforts. For Kwara State Polytechnic, adopting this theory-driven approach ensures a proactive and resilient stance in addressing crises, ultimately contributing to its overall institutional success (Coombs, 2021; Eriksson, 2018).

2.3 EMPIRICAL FRAMEWORK
2.3.1 Review past studies on crisis communication in higher education institutions. 
	Crisis communication in higher education institutions has increasingly become a focal point of study due to the potential for crises to significantly impact an institution’s reputation and public trust. Previous studies have highlighted various aspects of crisis communication, including the types of crises faced by universities, the role of public relations tools in crisis management, and the effectiveness of different strategies in mitigating negative outcomes. Reviewing past research in this area provides valuable insights into the effectiveness of public relations tools used by institutions, such as Kwara State Polytechnic, in managing crises.
	One of the key themes emerging from studies in crisis communication within higher education is the increasing complexity of crises that universities face. Research shows that higher education institutions are susceptible to a wide array of crises, including natural disasters, campus violence, scandals involving faculty or students, and issues related to institutional governance (Barton, 2001; Fearn-Banks, 2011). A study by Coombs (2007) on crisis communication strategies highlighted that educational institutions must be prepared to handle crises that can damage their reputation, whether through internal or external factors. In this context, public relations tools such as media releases, press conferences, and public statements become essential for universities to manage the narrative and communicate their response effectively.
	The role of public relations tools in crisis communication has been well-documented in numerous studies. A study by Lee and Yang (2016) analyzed how university communication departments utilized social media during a crisis to engage with the public and provide real-time updates. Social media emerged as a critical tool for immediate communication, allowing universities to correct misinformation and convey key messages directly to students, faculty, and the broader community. This is particularly important in crises where misinformation can spread rapidly, as seen in cases of campus emergencies or incidents of violence. Social media platforms like Twitter and Facebook allow universities to take control of the narrative, offering transparency and demonstrating responsiveness. This approach is similar to the strategies recommended by Situational Crisis Communication Theory (SCCT), which emphasizes the importance of using appropriate communication channels based on the nature of the crisis.
	In contrast, other studies have focused on more traditional public relations tools, such as press releases, media briefings, and crisis communication teams. A study by McDonald and Sparks (2007) found that universities that employed a proactive approach with clear, well-timed media releases were more successful in managing crises and minimizing damage to their reputation. The study indicated that universities with a well-established crisis communication plan, supported by trained PR professionals, were able to respond more effectively, ensuring that messages aligned with the institution’s values and goals. For instance, during a crisis involving student safety, clear communication from university leaders through press releases and public statements can demonstrate that the institution is taking the matter seriously, helping to rebuild public trust and confidence.
	Another crucial aspect of crisis communication research is the importance of transparency and authenticity in the messages delivered. Research by Seeger, Sellnow, and Ulmer (2003) found that stakeholders—especially students, parents, and the media—expect higher education institutions to be transparent and honest in their communications. Studies show that when universities are perceived as hiding information or downplaying the severity of a crisis, their credibility is severely undermined, and their ability to manage public perception is compromised (Coombs, 2007). In this regard, PR tools that emphasize openness, such as open forums, press conferences, and direct engagement with the media, have been identified as effective means of reassuring stakeholders and mitigating negative perceptions.
	Another significant area of focus in past studies has been the evaluation of the effectiveness of crisis communication strategies in higher education. Research indicates that the effectiveness of crisis communication tools is largely determined by the institution's preparedness and the speed with which they respond to a crisis. A study by Heath and Palenchar (2009) emphasized the importance of crisis communication planning, recommending that institutions should have a crisis communication plan in place long before a crisis occurs. Institutions that have established communication protocols and designated spokespersons tend to handle crises more effectively and with less long-term damage to their reputation. This underscores the importance of not just the tools themselves but also the broader organizational preparedness in responding to crises.
2.3.2 Examine how different PR tools have been used to handle crises and what results were achieved.
	In examining how different public relations (PR) tools have been used to handle crises, it becomes clear that the effectiveness of these tools is largely influenced by the nature of the crisis, the audience, and the speed of response. Various case studies from higher education institutions provide insight into how PR tools are deployed during crises and the results they achieve. For Kwara State Polytechnic, understanding these strategies is essential for assessing the effectiveness of its own crisis communication practices.
	One of the most widely used PR tools in crisis management is the press release. It is an essential tool for issuing official statements, providing accurate information, and managing media narratives. Press releases are often the first line of defense in a crisis, ensuring that the institution's stance on the situation is communicated clearly and promptly. For instance, in cases where an accident or safety issue occurs on campus, a well-crafted press release can help to mitigate panic by offering transparent updates and outlining steps being taken to address the issue. Institutions that use press releases effectively have been able to manage media coverage, limit speculation, and project an image of control and competence. For Kwara State Polytechnic, press releases can serve a similar purpose by ensuring the public receives accurate, timely information, which is crucial in maintaining public trust.
	Social media is another powerful PR tool in crisis management. Its real-time communication capacity makes it an invaluable resource for handling crises. Through platforms like Twitter, Facebook, and Instagram, universities can provide immediate updates, correct misinformation, and engage directly with concerned stakeholders. A prime example of social media's effectiveness is seen in how institutions have used Twitter to communicate during campus emergencies. By posting frequent updates, responding to concerns, and using hashtags to centralize the conversation, institutions are able to manage the flow of information and maintain a connection with their community. Kwara State Polytechnic could use social media in a similar manner to engage students, parents, faculty, and the local community, offering a transparent, immediate channel for communication during crises.
	In addition to digital platforms, traditional media relations remain a critical PR tool. Universities often rely on press conferences, media interviews, and direct engagement with journalists to provide further details on a crisis and reinforce their message. These tools allow the institution to clarify complex situations, answer questions, and reinforce their commitment to resolving the crisis. Media coverage can either support or harm an institution’s reputation, so it is vital that the media relations team is proactive and transparent. Successful use of this tool leads to a balanced portrayal of the crisis, as seen in institutions where crisis communication teams provide clear, consistent information to journalists. For Kwara State Polytechnic, organizing press conferences or granting interviews with institutional leaders can present the polytechnic as a responsible and transparent entity.
	Finally, crisis communication strategies involving direct engagement with affected individuals—such as students, faculty, and parents—also play a significant role in maintaining trust. PR tools like email updates, town hall meetings, and open forums allow institutions to maintain a dialogue with those directly impacted by the crisis. These interactions demonstrate that the institution is not only concerned with public image but is actively listening to the needs and concerns of its community. In a crisis involving student safety, for example, such efforts can reassure the campus community that their welfare is the institution’s priority.
	The effectiveness of these tools is evident in their ability to shape public perception, maintain trust, and restore confidence. When used strategically, PR tools can mitigate the damage caused by a crisis and even enhance an institution’s reputation through transparent, responsible, and empathetic communication. For Kwara State Polytechnic, leveraging a combination of these tools—press releases, social media, media relations, and direct engagement—can ensure that crises are handled in a way that aligns with the institution’s values and strengthens its relationship with stakeholders. Effective use of these tools leads to a more informed, supportive community and ensures that the polytechnic is seen as a responsible institution capable of managing crises effectively.



















CHAPTER THREE
RESEARCH METHOLOGY

3.1 RESEARCH DESIGN
	The research design is a crucial blueprint that guides the systematic investigation of the effectiveness of public relations (PR) tools used by Kwara State Polytechnic in managing crises. This study adopts a descriptive survey research design, which allows for the collection of data from a defined population to describe, interpret, and analyze the current practices, perceptions, and effectiveness of PR strategies employed during crises. This design is appropriate because it facilitates the assessment of real-world practices and stakeholder experiences without manipulating any variables.	Therefore, on the basic of this study, the research design use for collecting the required information is the survey analysis on the basic of self administrated questionnaire, interview and based on descriptive and inferential statistical tools of measuring data.
3.2 POPULATION OF THE STUDY
	The target population will be consists of individuals or groups who are directly involved with crisis management and public relations at Kwara State Polytechnic. This may include, Students, Administrative staff and PR officers and management teams at the Polytechnic The population of the study is Kwara State Polytechnic, Ilorin Kwara State. The sample includes the student, staff casual staff and other professionals,  which will be  selected randomly. A population of 100 will be targeted and study. 
3.3  SAMPLE SIZE AND SAMPLING TECHNIQUES
 	The sample should be representative of the population. For a quantitative survey, a sample size of 100 respondents would be appropriate, depending on the institution’s size. Stratified random sampling for department and administrative staff, and purposive sampling for key personnel involved in crisis communication or public relations.
3.4  INSTRUMENTATION
 	A structured questionnaire items to measure the perceived effectiveness of different PR tools used in managing crises, For qualitative data, semi-structured interviews can be conducted with PR officers or communication heads to gather in-depth insights.


3.5 VALIDITY AND RELIABILITY OF THE INSTRUMENT
	The instrument will be reviewed by experts in crisis communication and public relations to ensure it covers all relevant aspects, Pretesting the instrument on a small sample of the population Validity is concerned with the ability of a research instrument to measure what it has design to measure i.e. how well it measure what it is supposed to measure? Does the instrument measure what is supposed to measure?
	This instrument is valid because the questionnaire is pretested and the questions were given the desired result. Moreover the questions were crossed checked by the supervisor to give the instrument validity. On the basis of the above, the instrument is therefore valid.
3.6 METHOD OF DATA COLLECTION
	Data will be collected through surveys (questionnaires) and interviews. Surveys can be distributed in person or via online platforms, while interviews can be conducted face-to-face or via video calls, Review of documents such as past crisis communication records, annual reports, and official statements to understand how PR tools were utilized.
3.7  METHOD OF DATA ANALYSIS
Statistical methods such as descriptive statistics (mean, mode, median) and inferential statistics (regression analysis, chi-square tests) to analyze survey data and determine the effectiveness of PR tools and Thematic analysis of interview transcripts to identify patterns and themes related to how PR tools were perceived and utilized in crisis situations. For proper analysis of the data gathered for this study descriptive and inferential statistical tools of measuring data were used in analyzing, the collected data. The use of these forms of statistical method to test the validity and reliability of data cannot be done without appropriate coding. Therefore, using coding scheme, for responses to questions on the questionnaire, the response was to be assembled in what is known as the coding sheet frequency. The percentages were used to describe data, to see the general characteristics of the sample studied and to answer research questions.
The method of data analysis utilized the analysis of data, was the raw scores. The scores were converted into percentage based on number of the responded. The frequency tribulation and percentage method of data analysis were adopted for the purpose of this research.

CHAPTER FOUR
4.0	DATA PRESENTATION AND ANALYSIS
4.1	DATA ANALYSIS
        This section intends to analyze and interprets the data collected from the study in such a way that it will be relevant to the reading public and also statistically vital. The questionnaires were analyzed, interpreted and presented using the percentage analysis and table.
	A total of 100 questionnaires were randomly distributed by the researcher as stated above. 100 questionnaires were as well received, and this represents 100% responses of return rate.
SECTION A
1. DISTRIBUTION OF THE RESPONDENTS BY GENDER
	OPTIONS
	FREQUENCY
	PERCENTAGE %

	MALE
	56
	56%

	FEMALE
	44
	44%

	TOTAL
	100
	100%


 Source: Research Survey, 2025
The above tables shows that 56% respondent were male 44% were female this shows that must of the respondent were male.
2. DISTRIBUTION OF THE RESPONDENTS BY AGE
	OPTIONS
	FREQUENCY
	PERCENTAGE %

	18-24
	37
	37%

	25-30
	48
	48%

	31-ABOVE
	15
	15%

	TOTAL
	100
	100%


Source: Research Survey, 2025
The above table shows that 48 were between the age range of 15-30 years, 37 (37%) were between the age range of 18-24 years, 15 ( 15%) were between the age range of 31 and above.
This shows that a great number of the respondent fall within the age range of 25-30 years.
3. DISTRIBUTION OF THE RESPONDENTS BY MARITAL STATUS
	OPTIONS
	FREQUENCY
	PERCENTAGE %

	SINGLE
	66
	66%

	MARRIED
	34
	34%

	TOTAL
	100
	100%


Source: Research Survey, 2025
The data collected shows that out of 100 respondents that completed and returned their questionnaire 66 were single, 66% and 34 (34%) were married, this shows that must of the respondent were single
4. DISTRIBUTION OF THE RESPONDENTS BY EDUCATIONAL QUALIFICATION
	OPTIONS
	FREQUENCY
	PERCENTAGE %

	O' LEVEL
	4
	51%

	OND
	51
	35%

	HND
	35
	10%

	BSC
	10
	4%

	TOTAL
	100
	100%


Source: Research Survey, 2025
Table shows that 51% of the respondent have OND, 35% of the respondent have HND. 10% of the respondent have BSC and 4% of the respondent have o' level. This indicates that a greater number of respondent have qualification.
5. DISTRIBUTION OF THE RESPONDENT BY OCCUPATION
	OPTIONS
	FREQUENCY
	PERCENTAGE %

	EMPLOYED
	2
	2%

	UNEMPLOYED
	4
	4%

	SELF EMPLOYED
	45
	45%

	STUDENT
	49
	49%

	TOTAL
	100
	100%


Source: Research Survey, 2025
The above table shows that 49% of the respondent were student, 45% of the respondents were self employed, 4% of the respondent were unemployed, 2% of the respondents were  employed. This shows that a great number of the respondent 49% were student.
SECTION B
QUESTION 4: DO YOU FEEL THAT YOUR CONCERNS ARE HEARD AND ADDRESSED DURING A CRISIS?
	     OPTIONS 
	NUMBER OF  RESPONSES
	PERCENTAGE

	YES
	99
	99%

	NO
	0
	0%

	NOT SURE
	1
	1%

	TOTAL
	100
	100%


Source: Research Survey, 2025
It shows that out of 100 respondents 99% constitute yes, non for no while only one person is not sure.
QUESTION 5: DO YOU CONSIDER THE SCHOOL’S NOTICE BOARDS EFFECTIVE FOR COMMUNICATING URGENT INFORMATION?
	     OPTIONS 
	NUMBER OF  RESPONSES
	PERCENTAGE

	YES
	99
	99%

	NO
	0
	0%

	NOT SURE
	1
	1%

	TOTAL
	100
	100%


 Source: Research Survey, 2025
It shows that out of 100 respondents 99% constitute yes, non for no while only one person is not sure.
QUESTION 6: THE COMMUNICATION TOOLS USED (E.G., PRESS RELEASES, SOCIAL MEDIA, NOTICE BOARDS) ARE ACCESSIBLE AND EASY TO UNDERSTAND.
	 OPTIONS
	NO OF RESPONSES
	PERCENTAGE

	STRONGLY AGREE
	57
	57%

	AGREE
	36
	36%

	NEUTRAL
	2
	2%

	DISAGREE
	2
	2%

	STRONGLY DISAGREE
	3
	3%

	TOTAL
	3
	3%


Source: Research Survey, 2025
In this, it shows that out of 100 responses 57% strongly agree, 36% agree, 2% neutral, 2% disagree and 3% strongly disagree.
QUESTION 7: THE SCHOOL’S PR TEAM COMMUNICATES IN A TRANSPARENT AND HONEST MANNER.
	OPTIONS
	NO OF RESPONSES
	PERCENTAGE

	STRONGLY AGREE
	57
	57%

	AGREE
	36
	36%

	NEUTRAL
	2
	2%

	DISAGREE
	2
	2%

	STRONGLY DISAGREE
	3
	3%

	TOTAL
	100
	100%


Source: Research Survey, 2025
In this, it shows that out of 100 responses 57% strongly agree, 36% agree, 2% neutral, 2% disagree and 3% strongly disagree.
QUESTION 8: THE PUBLIC RELATIONS DEPARTMENT IS EFFECTIVE IN ADDRESSING CRISES.
	OPTIONS
	FREQUENCY
	PERCENTAGE %

	STRONGLY AGREE
	25
	25%

	AGREE
	15
	15%

	NEUTRAL
	20
	20%

	DISAGREE
	18
	18%

	STRONGLY DISAGREE
	22
	22%

	TOTAL
	100
	100%


Source: Research Survey, 2025
In this, it shows that out of 100 responses 25% strongly agree, 15% agree, 20% neutral, 18% disagree and 22% strongly disagree.
QUESTION 9: THE PR DEPARTMENT RESPONDS QUICKLY TO RUMORS OR MISINFORMATION.
	OPTIONS
	NO OF RESPONSES
	PERCENTAGE

	STRONGLY  AGREE
	29
	29%

	AGREE
	34
	34%

	NEUTRAL
	21
	21%

	DISAGREE
	11
	11%

	STRONGLY DISAGREE
	5
	5%

	TOTAL
	100
	100%


Source: Research Survey, 2025
This table  shows that  out of 100 respondents 29% strongly agree, 34% Agree, 21% Neutral, 11% Disagree while 5% strongly disagree that it changes the behaviour of the entire masses.
QUESTION 10: PR EFFORTS HAVE IMPROVED THE POLYTECHNIC’S IMAGE AFTER PAST CRISES
	OPTIONS
	NO OF RESPONSES
	PERCENTAGE

	STRONGLY  AGREE
	25
	25%

	AGREE
	27
	27%

	NEUTRAL
	11
	11%

	DISAGREE
	27
	27%

	STRONGLY DISAGREE
	10
	10%

	TOTAL
	100
	100%


Source: Research Survey, 2025
This table shows that out   of 100 respondents 25% strongly agree, 27% agree, 11% Neutral, 27% also disagree, while 10% strongly disagree that it scare the entire masses from casual sex.
4.2	ANALYSIS OF RESEARCH
RESEARCH QUESTION 1 
	What are the public relations tools used by Kwara State Polytechnic in managing 	crises?
	Kwara State Polytechnic employs a combination of strategic communication methods to manage crises, focusing on maintaining transparency, protecting its reputation, and reassuring stakeholders. The institution relies heavily on timely dissemination of accurate information through official statements, media engagement, and digital platforms such as social media and the school website. Internal communication is also prioritized to ensure staff and students are well-informed. Additionally, the polytechnic fosters relationships with the media and community leaders to build trust and credibility, which becomes crucial during crises. These efforts collectively help to control narratives, dispel misinformation, and maintain public confidence.
RESEARCH QUESTION 2 
	How effective are these tools in handling crises?
	The effectiveness of crisis management tools depends on various factors, including the nature of the crisis, the organization's preparedness, and the tool's design. Generally, well-designed crisis management tools can help organizations respond promptly, mitigate damage, and recover more efficiently. These tools can facilitate effective communication, streamline decision-making, and provide valuable insights for informed decision-making. However, their success ultimately relies on proper implementation, training, and ongoing evaluation.
RESEARCH QUESTION 3
	What challenges are encountered in the implementation of these PR tools?
Implementing PR tools can be challenging due to factors such as limited resources, lack of expertise, resistance to change, and difficulty measuring effectiveness. Additionally, the rapidly evolving media landscape, crisis management complexities, and stakeholder expectations can also pose challenges. Effective implementation requires careful planning, strategic thinking, and adaptability.
RESEARCH    QUESTION 4 
	What measures can be taken to enhance PR crisis management strategies?
	To enhance PR crisis management strategies, organizations can focus on proactive planning, swift response, transparency, and empathy. This includes developing crisis communication plans, conducting regular training and drills, and establishing clear communication channels. Building strong relationships with stakeholders, media, and influencers can also help mitigate crisis impacts. By prioritizing preparedness, adaptability, and authenticity, organizations can more effectively navigate crises and protect their reputation.
4.3	DISCUSSION OF FINDINGS 
	The study on the effectiveness of public relations tools employed by Kwara State Polytechnic in crisis management revealed several insights into the institution's communication strategies and their impact on crisis resolution. Overall, the research underscored a measured but inconsistent application of public relations tools, suggesting room for improvement in both strategic planning and execution.
	The findings indicated that the polytechnic does recognize the critical role public relations play in shaping institutional reputation during crises. There is evidence that traditional media such as radio announcements, press releases, and community engagement remain widely used, especially in situations requiring mass communication to stakeholders. However, their effectiveness is often hampered by delayed dissemination and a lack of proactive engagement. Most crisis communication tends to be reactive rather than pre-emptive, which often allows misinformation and panic to spread before official statements are released. This delay can weaken stakeholder confidence and allow speculation to take root.
	Additionally, while social media platforms have become more prominent, their use is still not optimized. Although the institution maintains a presence on platforms such as Facebook and Twitter, updates are infrequent and not always timely. This limited engagement means the institution is often unable to control the narrative during a crisis. Moreover, communication through social media lacks the interactive and responsive nature expected by today's digitally connected audience. Respondents in the study expressed concern that their questions and anxieties were rarely addressed directly on these platforms, leaving a communication vacuum that further fueled unrest or uncertainty during crises.
	Furthermore, internal communication mechanisms were found to be insufficiently structured. Many staff and students reported learning about crises and institutional responses through unofficial channels before receiving formal communication from the school. This signals a gap in internal PR strategy and suggests a need for more coordinated and immediate outreach to internal stakeholders. In particular, there is an underutilization of tools such as emails, SMS alerts, and town hall meetings that could improve real-time communication and foster trust.
	Another significant finding was the lack of a comprehensive crisis communication plan. While the institution may rely on experienced personnel to manage unfolding events, the absence of a structured and tested plan weakens their ability to respond effectively and consistently. Without predefined protocols and designated spokespersons, the institution is at risk of inconsistent messaging and misalignment between various arms of administration.
	Respondents in the study also acknowledged that when public relations tools were used effectively, especially through face-to-face meetings and engagement with student union bodies, the outcomes were often positive. Stakeholders reported feeling more informed and reassured when they had access to accurate and timely information. However, such practices appeared to be sporadic rather than standard procedure.
	In conclusion, while Kwara State Polytechnic has made efforts to utilize public relations tools during crises, these efforts are not yet systematic or strategic enough to ensure optimal effectiveness. The study suggests that with better planning, training, and investment in modern communication infrastructure, the institution can significantly improve its crisis management outcomes. Greater emphasis on two-way communication, prompt messaging, and an integrated use of both traditional and digital media will enhance the Polytechnic’s ability to maintain public trust and institutional stability during times of crisis.






CHAPTER FIVE
SUMMARY, CONCLUSION AND RECONMENDATIONS.
5.1 SUMMARY
	Crisis management is a vital component of institutional sustainability, particularly in educational environments such as Kwara State Polytechnic. This study aimed to assess the effectiveness of public relations (PR) tools employed by the institution in handling crises. Using a qualitative and quantitative approach, data were gathered through structured interviews, surveys with staff and students, and an analysis of past communication materials used during crises.
	The findings revealed that Kwara State Polytechnic employs a combination of PR tools, including press releases, stakeholder meetings, official social media channels, internal memos, and traditional media (radio and newspapers). These tools serve multiple purposes — from damage control and rumor management to reputation rebuilding.
	However, effectiveness varied. While press releases and stakeholder meetings were perceived as trustworthy and professional, the timeliness and consistency of these tools were sometimes lacking. Social media, though powerful for real-time engagement, was not always updated promptly or strategically used. Internal communication, especially via memos and circulars, was often too formal and failed to resonate with students or junior staff.
Additionally, the study noted an absence of a dedicated crisis communication team or well-documented crisis communication plan. Most PR responses appeared reactive rather than proactive, indicating a need for structural enhancement in the PR strategy.
5.2 CONCLUSION
	The research concludes that while Kwara State Polytechnic has made commendable efforts in deploying various public relations tools for crisis management, these efforts remain suboptimal in certain aspects. The institution's reliance on traditional PR methods, lack of agility in digital communication, and absence of a cohesive crisis response framework weaken the overall impact of its crisis management efforts.
The PR team demonstrates awareness of the importance of timely communication, but limitations in training, digital strategy, and structured planning hinder their ability to fully mitigate crises. Without a shift toward a more proactive and inclusive communication model, the institution risks reputational damage and stakeholder disengagement during future crises.
5.3 RECOMMENDATIONS
1. Establish a clear, documented crisis communication strategy that outlines roles, communication flow, and key messages during various types of crises.
2.  Regular workshops and training programs should be held for PR staff to equip them with the latest tools and best practices in digital and crisis communication.
3. The school should enhance its use of social media and its website for real-time updates, feedback collection, and rumor control. Appointing a dedicated digital communication officer could help.
4. A multidisciplinary committee including PR personnel, academic heads, student representatives, and security should be tasked with managing crisis situations collaboratively.
5.  Improve dialogue with students, parents, and staff before, during, and after crises. Feedback channels should be established to evaluate communication effectiveness.
6.  Implement feedback mechanisms such as surveys and analytics to assess the impact of PR efforts after each crisis and adjust accordingly.
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