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Abstract

The objective of this study was to examine the communication strategies employed by
the Public Relations (PR) department at the Arab American University in response to the
crisis surrounding the murder of student Mahran Khalilah. Additionally, the study sought
to assess public acceptance of these PR response strategies based on the format of the
communication. Furthermore, the research aimed to identify the nature of public
sentiment generated by the PR response to the crisis in relation to the communication
format utilized. To fulfill the study's objectives, a descriptive analytical methodology was
employed, utilizing content analysis, interviews, and a questionnaire as primary tools.
The content analysis was conducted on a comprehensive sample of university
publications released during the period of the incident, specifically from December 4,
2020, to January 4, 2021, encompassing a total of 20 publications. Interviews were
conducted with three employees from the Public Relations Department at the Arab
American University, and a questionnaire was distributed to 299 male and female

students enrolled at the institution.

The analysis yielded several significant findings. Notably, the reinforcement strategy
emerged as the most frequently employed communication strategy in crisis management,
accounting for (47.5%) of the strategies utilized during the Mahran Khalilah crisis. This
was followed by the rebuilding strategy, which also represented (47.5%). The
minimization strategy was employed at a rate of (28.5%), while the denial strategy was
utilized at a rate of (19%). The strategy aimed at minimizing the perceived severity of the
crisis ranked last, with a frequency of (5%). Moreover, the results indicated that the
predominant sentiment among the audience towards the source of the message during the
Mahran crisis was one of external attribution, which constituted (51%) of the responses.

This was followed by feelings independent of attribution at (32%), and feelings dependent

b



on internal attribution at (9%). Among the key practical recommendations for the
university, it is essential to enhance its reputation through its official website, which
serves as a crucial communication tool for public relations, particularly during crises. A
significant scientific recommendation is that public relations professionals prioritize
understanding public sentiment during crises, as these emotions can significantly

influence the public's response to crisis management strategies.

Keywords: Public Relations, Digital Public Relations, Social Media, Facebook, The Arab
American University (AAUP)



