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Abstract 

 

The purpose of this study is to identify the role of “Public Relations” in crisis and 

catastrophe management within Palestinian Civil Defense in the Northen Governorates . 

The researcher tackled the main roles played by the “Public Relations” departments at the 

various stages of crisis. To this end, she employed the descriptive methodology; and data 

were collected by a valid questionnaire consisting of 45 questions covering 4 topics for 

follow-up analysis and discussion. The questionnaire was conducted on the study sample; 

and since the study applied the methodology of the comprehensive survey; the sample 

included 52 individuals working in the “Public Relations” “Central Operation” and 

“Disaster Management” departments in the Palestinian Civil Defense throughout the 

districts of the Northen Govenorates. Using the Statistical Package for the Social Sciences 

(SPSS), statistical data were processsed by extracting figures and percentages, arithmetical 

averages, standard deviations for each topic of the questionnaire, Pearson Correlation 

Coefficient and Consistency formula (Cronbach Alpha). The researcher, moreover, used 

the personal interview tool to highlight and clarify some of the questionnaires questions. 

This descriptive study was conducted over the period (October 2017- April 2018) in which 

the study sample included the Public Relations, Central  Operation and Disaster 

Management employees of the Palestinian Civil Defense in the Northen Governorates. The 

targeted sample was a survey sample of the Public Relations, Central Operation and 

Disaster Management employees in all the directorates and centers of the Northen 

Governorates and of all military ranks. The questionnaire was circulated on (52) 

employees and (52) complete questionnaires were received i.e. 100% of the study sample.  

The findings of the study indicated that the “Public Relations” department plays highly 

significant and competent role in crisis management; since the maximum score was found 

for its communicative role  during crisis management then came the role of the Public 

Relations in post-crisis assessment; and finally the role in crisis management planning. The 

minimum score was for the role of Public Relations in monitoring crisis indicators prior to 

its occurrence. The study also concluded that there is a deficiency in qualified competent 



 

 ح‌
 

cadres specialized in monitoring and analyzing the indicators of any crisis in addition to 

the absence of a database of the relevant information and data for monitoring and 

analyzing the indicators of crises occurrence. Furthermore, the researcher observed poor 

coordination between the Public Relations departments and other departments when 

designing crisis management plans; absence of allocated budget for the “Public Relations” 

department to enable its employees to mobilize and act with proper flexibility when 

dealing with various crises and catastrophes; as well as poor and insufficient evaluation 

tools that should be employed to evaluate the Public Relations’ roles following the end of 

crises and their impact analysis .  

 

The study concluded with a number of recommendations, the most important of which is 

the urgency to reinforce the communicative role of the “Public Relations” departments and 

provide it with all up-to-date communication tools and techniques to promote the 

employees’ communication skills and performance internally and externally; further 

attention to recruit competent human resources specialized in “Public Relations”, media 

and communication domains who possess the necessary capacities, skills and expertise to 

advance their roles;  provide systematic, well-planned and designed training in crisis 

management; allocate more funds to the “Public Relations” department proportionate to its 

work load and nature; and finally exert more efforts to reinforce coordination and 

communication between the “Public Relations” departments and all other involved partners 

and governmental bodies at times of crisis  and catastrophes.  
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