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ABSTRACT

Performing crisis management (CM) through social media platforms (SMP) is the modern way of han-
dling crisis events. The chapter aims to identify core research on CM along SMP. By employing biblio-
metric network analysis, the authors aim to review published works in Scopus-indexed journals from
the year 2019 to 2023. Scopus database and VOS (visualizing scientific landscapes) viewer have been
combinedly used to identify the most influential journals, top-ranking countries, and institutions, most
cited articles, most occurred keywords, and the pattern of authorship in CM along SMP publications.
The present study undertakes a pioneering bibliometric analysis aimed at exploring scholarly publica-
tions on the field of CM facilitated through SMP. To the authors’ knowledge, this work is the first study
to use a bibliometric approach to research this area, thereby contributing to the nascent literature on
the subject. The unique insights garnered from this analysis are expected to provide valuable guidance
to researchers and scholars interested in this emerging field.

INTRODUCTION

In the era of globalization and digitalization, crises can occur anywhere and anytime, creating severe
disruptions in the functioning of organizations. To mitigate the impact of crises, organizations need to
have a well-planned and efficient crisis management strategy (Coombs, 2019). One of the critical com-
ponents of modern crisis management is SMPs, which can act as a two-edged knife in times of crisis.
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The major advantage of SMP is its capability in enabling the dissemination of information and offering
a means for establishments to interact with their stakeholders.

Social media platforms become a vital part of disaster management strategies for most of organizations
because of their capability to spread vital information faster and reach a wider audience. By utilizing
the social media platforms nay organization can distribute real-time information and communicate with
their stakeholder swiftly, which will help the organization to condense the misinformation and confusion
during a crisis event. (Veil, Buehner, & Palenchar, 2011). However, social media can also exacerbate
negative emotions and false information, leading to a deepening crisis. Recent studies have inquired into
the significance of social media platforms in managing crises. As stated by Casero and Ripollés (2020),
SMPs are an important element of CM, and organizations must establish competent approaches to utilize
them. In addition, Hassankhani and Alidadi (2021) emphasized the significance of SMPs in emergency
transmissions and recommends that organizations implement best practices for effective crisis manage-
ment. Other studies, such as those by Sharifi and Azhdari (2021), Mak (2019), Song (2019), Pang (2021),
Cai and Jiang (2021), and Chan (2021), have also contributed to our understanding of crisis management
along SMP. However, research in this field is still fragmented thus makes it difficult to better understand
the current state of the research area and to forge a path ahead in the leadership literature. The present
study aims to contribute to the crisis leadership literature by providing an updated review of the latest
crisis leadership articles and their findings. Thus, will advance the crisis leadership literature and offer
a valuable theoretical guide for the researchers to further advance the literature.

LITERATURE REVIEW

A recent study by Stieglitz et al (2013) conducted on airline passengers found that the passengers who
got updates regarding the crisis through social media platforms had more positive perceptions about
the crisis management of the airline company than those who didn’t receive crisis updates through the
social media platforms. From this study, they found that the use of social media platforms at the time of
crisis events can attract a positive perception of stakeholders about the crisis management strategy of
an organization and it can increase the stakeholder’s trust in the organization (Stieglitz & Dang-Xuan,
2013). Sharifi and Azhdari (2021) highlighted SMP’s importance as an essential element in disaster
management, while Mak (2019) identified the benefits and drawbacks of using SMPs at the time of crisis
management. Song (2019) investigated how SMPs impact disaster communication and highly recom-
mends that organizations make use of its benefits at the time of crisis management. Pang (2021) analyzed
how Chinese organizations use SMPs in disaster management and identified the variables influencing
their effectiveness. Cai and Jiang (2021) investigated the impact of SMPs in CM from the public point
of view, while Chan (2021) evaluated SMP’s role in disaster management of tourism industries.

CRISIS

The crisis is a complex phenomenon that requires an urgent response from various stakeholders. Accord-
ing to Coombs and Holladay (2019), Crisis is an occurrence or circumstance that poses a serious risk
to people, groups, or society as a whole and necessitates rapid action to avert additional harm. Crises
can take many forms, including natural disasters, economic downturns, health emergencies, and social
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