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OPPRESSIVE INDUSTRIES IN THE CONTEXT
OF MANAGING AN IMAGE CRISIS

The article focuses on the problems of oppressidestries in the context of their vulner-
ability to crisis situations. These critical induss have been subjected to scientific research,
which showed that they have more crisis experieneethey more often go through image
crises. Thanks to this, managers representing coiepaperating in this industry are more
aware and better prepared for possible image ciesness entities classified as oppressive
industries are normally more susceptible to csftisations. This type of enterprises need to
be aware of this fact and prepared for image-rélpteblems. Classifying industry as oppres-
sive seems to be well-grounded due to such fa@srsusceptibility of entities operating
within the industry to external factors, the conxitle of processes performed in the process
of production and rendering services, as well asullimate consumer’s complicity in those
processes. The image crisis involves not only megaimplications, but also positive
effects — it can be considered as an industry’simarsystem which gains strength every time
a crisis is properly managed.
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1. IMAGE CRISIS — DEFINITION AND CONSEQUENCES

The concept of crisis — normally more often thaat tf image — can be found in differ-
ent categories such as economy in particular. Dube so-called cycle, the economy is
subject to crises as much as to periods of grondb@om. Economic crisis is characterized
by a set of disturbances, as a result of whichetenomy and the business entities that
function within it are exposed to a number of pesbs reflected in many parameters, such
as unemployment, inflation or investments. Ternogatally speaking, an economic crisis
is far from an image crisis; however, they are Eimivhen it comes to cause and effect, and
both of them require proper analysis and predic{ibworzydto, 2017). Economic crisis
can be considered in terms of micro- and macroescdie latter is closely connected to
business management and the linkage between image and economic crisis is to be
seen particularly in this respect. The latter rssfuibm the former and conversely, as one
of them occurs, then the chances of the other mapgare very high. This paper, however,
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focuses primarily on the analysis of an image sriican be defined as a situation charac-
terized by extraordinary sensitivity to externattéas (outside of the industry) as well as
internal factors (within the industry). It refesdvery situation which threatens the stability
of a business entity (Laszyn, 2011). It is a sthieéng which the normal functioning of an
industry is disturbed. Instead, actions taken withaim of preventing and overcoming the
already existing as well as potential consequencoesdifficulties of the crisis are given
priority. A crisis situation is also construed apaiod of time in which the effective exe-
cution of the mission and the achievement of gesiablished by an organization, a brand
or public official are put at risk, with the imaggsis as the climax of the situation (Kacz-
mareksliwinska, 2015). For every element of an industry’scétne, the crisis is somewhat
of a test. Disorders in the external and intereahmunication as well as the loss of credi-
bility or trust (which is one of an industry’s masgjnificant assets) are among the gravest
consequences of the crisis. Apart from these, tisess@lso affects a company’s economic
performance results, i.e. a fall in sales, losmafket, loss of customers, contractors, sup-
pliers and subcontractors, employee resignatiocrdased staff turnover), and inventory
increase. Image crisis does not, however, carry oefjative consequences. It can also in-
volve positive outcomes, which are part and paofghe phenomenon. For a business,
a crisis is a test which verifies the proceduratthe resilience of its structures. The crisis
also involves an assessment of the developmentsoatides within a business, such as all
the procedures and the extent to which the staffépared to manage the problems. There-
fore, it can be perceived as an assessment omékand and, on the other hand, a process
of collecting information and additional experiendhis time on the living organism
(Tworzydto, 2017).While discussing the problem wfage crisis situations, the types of
crises that can affect a business cannot be omikuic-related literature offers vast clas-
sifications; however, one of them is worth indiogtin this paper. In Coomb€risis Ma-
trix, four types of crisis are analysed in two dimensianternal and external. The author
also points to the fact that one is dealing herth whintentional and deliberate actions
(Table 1). The emphasis must be placed on thenatelimension, which is not only the
first and the key one in the context of providinfprmation concerning the existing risks,
but it is also where the crisis situation occuisede are generated mostly by employees or
while the production and service processes aréedaout. In this instance, both deliberate
and unintentional action is relevant. The formerdes intentional action taken by the
employees. These are influenced by emotions oati$action, or simply a desire to take
revenge on the employer. The latter are mostlyaby mistakes in procedures. Although
the tool proposed by Coombs offers a general datsmni of types of crisis situations, the
Crisis Matrix provides help in preparing an effegetstrategy of crisis communication.

Table 1. Crisis Matrix (Coombs, 1995)

Unintentional Intentional
External Faux Pas Terrorism
Internal Accidents Transgressions

Itis indicated by Coombs that identifying the tygfecrisis is one of the key ingredients
of professional management in a problematic imdgeton, in which the following
actions include specific steps directed at the medbther groups with a vested interest. In
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the processes discussed in this paper, two otherepts are also particularly important.
The first one, anti-crisis management, can be ddfas actions taken before the crisis itself
occurs, whereas the second one, crisis manageinemtjerstood as the steps taken when
the crisis has already taken place in a compangg @rhas escalated and has manifested
itself in consequent symptoms (Tworzydito, 2017)tHBaoncepts are equally important in
the whole process and are closely linked to eduérpsince proper preparation for potential
crisis situations affects the management of th&iscdnce it has taken place. Preparation,
however, plays a vital role because it securemthestry. It can be construed as its immune
system which can either counter any potential ktatirected at the industry’s image, or
manage the problems once they have occurred, witlittie strain and complication as
might be. Preparation is thus closely connectati@anotion of security which, admittedly,
cannot be a guarantee for an industry, but it sttppgband limits any potential conse-
quences.

2. FACTORS AFFECTING THE OCCURRENCE OF A CRISIS SITUATION

Preparation for an image crisis situation involwkgtermining the factors that, to
a greater or lesser extent, affect the occurreftieeccrisis. In particular, defining the in-
dustry category is one of the factors, as it hasang influence on both potential and real
risks. The first degree of vulnerability indicatésat the company is least exposed to
a crisis of a reputational nature. Image probleray morsen the image of the company,
however, only in the event of incorrect reactidret twvould be the company's fault, but here
it should also be noted that this will rather hbitle impact. Unless there are serious critical
errors made by the company during the crisis. Boersd degree of vulnerability indicates
that the company already have been in crisis situsind had to deal with them. However,
these events still had little impact on the ovepaliception of the company. It is only at the
third degree that the crisis has a major impadherperception and image of the company.
Within the diagnostic model, the fourth degreeridis susceptibility indicates that in busi-
nesses that operate as the so-called oppressiuvstiigs, the occurrence and aggravation
of crisis situations is more likely than in othedustries. What follows, such businesses are
also more exposed to the consequences of the gngstoblems. What is more, the fourth
degree of crisis susceptibility shows that a bussrentity that is perceived as belonging to
these categories is incapable of a legitimate mesponce a crisis situation has occurred or
experiences too much strain due to the fact thapétrates within an oppressive industry
(Table 2).

As far as the analysis of potential changes imdnstry in the context of crisis suscep-
tibility is concerned, it must be said that an aggsive industry can be described in terms
of the fourth degree, but business entities thkitta the third degree of crisis susceptibility
can also operate within an oppressive industrymilar situation takes place in other cases.
The fact that a company falls into the categoramfoppressive industry does not neces-
sarily mean that it always qualifies as the foultigree of crisis susceptibility; however, the
fact that such a company is at risk of an imagsixis beyond any doubt. Classifying an
industry as oppressive does not imply an immediaémge of the company’s category from
— for instance — the second to the third degresisis susceptibility. This is because such
a situation is strongly influenced by the actiossen by a business in order to prepare for
and react to the crisis. All in all, the oppressti@racter of an industry is an important
element affecting the calculations made withindlagnostics model, which helps to assess
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Table 2. An analysis of potential changes in amaoization in the context of degrees of crisis spsce

tibility (Tworzydto, Szuba, 2018)

I° I° e Ive
the ability to absorb a consequent crisis small lisma| big big
the influence of a subsequent crisis on employees| malls | small big big
the influence of the crisis on the industry’s eamim| none | none big big
conditions
the influence of the crisis on the perception efiisi-| none | small big big
ness
the influence of the crisis on the internal busineisvi-| none | small small big
ronment
restricting the company’s strategic possibilities ona | none small big
restricting the company’s operational possibilities | small | small big big
the influence on controlling subsequent crisisaians| big big small none
the possibility of alleviating the consequencegheaf| big big small small
crisis
the possibility of obtaining positive results oétbrisis| big big small none
the cost of anti-crisis actions small  small big big
the media’s trust during the crisis big small small| none

correctly to what extent a business entity is pregdor a crisis situation. An oppressive

industry is one in which the entities constitutibgre at a particular risk of image crisis

situations and, at the same time, experience aeased susceptibility to the crises and their
occurrence frequency (Tworzydio, Szuba, 2018). Bedoe selected conditions that clas-
sify a business as an oppressive industry:

the industry consists of entities that operate iwithe areas in which an individual
consumer is the main receiver of products or sesyitherefore, business entities
belonging to B2B industries face a smaller risloppressiveness that B2C,

goods and services offered by businesses withiimthestry have a short durability
period or have a significant influence on the agerperson’s life,

a range of production and service processes take [oh complicity with target con-
sumers, who participate in the whole process tgrficant extent and have an in-
fluence on the final product or service that theycpase,

the production or the process of rendering servi@sss the risk of an accident that
can occur within the process itself or once thelpod has already been serviced,
the production of services or goods has a complitaharacter and consists of
a number of processes, and is contingent on indkgperfactors which are beyond
the industry’s control, such as weather conditions,

various business entities within the industry compeaith each other, and the
character of such competition is not always faimpght involve methods which are
considered to be unethical.

Obviously, for an industry — and the businessesaiijpg) within it — the conditions listed
above do not have to be met simultaneously to ifyaisss oppressive within the category
of image crisis susceptibility. However, they seagea kind of a determinant which helps
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to assess correctly whether a given industry casidssified as susceptible to the crisis. An
oppressive industry is also one in which variousifess entities experience external (e.g.
from the media) or internal pressure (e.g. fromderanions), which, in turn, may translate
to potentially turbulent relations with the repnetsgives of those environments. Taking
Polish Classification of Activities into considdmat, a number of businesses that meet the
criteria of an oppressive industry can be distisged. These include industries such as
(Tworzydto, Szuba, 2018):

» food,

« extraction,

 construction,

* transport,

» automotive,

« development,

o fuel,

* energy,

» chemical,

« pharmaceutical,

* railway,

» telecommunications,

« financial,

* insurance,

* FMCG,

 road infrastructure

« and others.

The industries indicated above do not exhaustishef those which satisfy the condi-
tions ascribed to oppressive industries; neversiselthey the main ones and the most
exposed to image crisis situations.

3. THE TEXTILE INDUSTRY AS AN EXAMPLE OF OPPRESSIVE INDUSTRY

The textile industry is one of the industries tbah be characterized as oppressive. De-
spite the fact that it is not on the list of opjsigs industries, the textile industry can be
included in it due to a number of factors thatidptish it based on further analysis. The
aim of the assumption is, therefore, to show thate are also a number of other industries
outside the indicated list, which may be burdend#t the risk related to the oppressiveness
of the industry.

The problem of a potential crisis which may afféw processes of production and the
overall functioning of a business entity, appeangmthere is a connection between a cus-
tomer’s expectations and the process of produdiiothe situation discussed here, the buy-
ers have a significant influence on the eventuapstof the product they purchase and at
the same time have specific requirements conceiitsnguality as well as other expecta-
tions, such as those connected with the produetisanality. The textile industry is highly
dependent on the customer’s preferences and expestafor whom criteria such as
variety, change, and adjustments to trends ac@qdreased significance. Also, availability
is yet another parameter that is particularly inigairto the customer, and it's closely con-
nected to the location of the shop. Having sait] teaponding to changing trends, adjusting
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to them, and — most of all — gathering informatwaith the aim of securing the industry in
case a crisis occurs — is one of the primary pwpad business entities operating within
the textile industry. In this industry, the cort@a between economic and image crisis
acquires a special meaning, since both of them hatng influence on one another. The
way in which economic crisis affects image crigsparticularly visible. Knowing that
economic crisis can be caused and aggravated bghtreges that happen to the entity’s
image, the correlation between the factors thaehmavimpact on the image and the ones
that are strongly connected to economic parametgrbe observed quite easily. The textile
branch is characterized by an increased sensitivitfye factors shaping the demand. These
factors exist outside of the price, which is thanrdeterminant according to the theory of
economy and more specifically, the law of demamdtdad, the factors in question are
linked to designing and creating trends and fash@me of the elements included in the
prevention of crises resulting from the lack offwignt information for customers and
disrupted information flow, is providing a transear supply chain in the context of its
managements and functioning. It is claimed sometithat this constitutes one of the key
challenges that contemporary logistics face. Fat tieason, effective management of
a contemporary supply chain requires, for instaacgomation of processes and access
to real-time data (Bujak, 2015).

All of these also translated into the image ofipatar business entities operating within
the textile industry. Since a detailed analysisvai as determining the parameters that
define the textile industry imply that it can basdified as a so-called oppressive industry,
it must be noticed that the textile industry isreltderized by an increased susceptibility to
image crisis situations, a tendency to absorb thasily and a vulnerability to subsequent
crises. Image crisis affecting businesses whichaipeavithin oppressive industries is more
intense and more critical as far as selected wen all aspects of the company’s manage-
ment and organizational structure. Hence, the is$securing the entities in question be-
comes essential. The classification of the textithistry as an oppressive industry results
from the fact that such industries are mostly cotetto the areas in which there is a num-
ber or individual customer, each of whom can pe&rceéhe services provided by a given
business entity differently, which is the caseha textile industry. An analysis of oppres-
sive industries looks for interrelations in whidietprobability of mistakes, failures or
problems related to the service of the productsiyced is increased due to the scale of
production. Other conditions that classify the itexindustry as an oppressive industry
include intense changes in production, ranging fteomnological processes to generating
the final product which is adjusted to customergextations, as well as changes in cus-
tomers’ requirements, changes in those requireméimésneed to respond to changing
trends and fashion, the development of informatiechnology affecting the process
of communication with customers, and advancing frioaditional sale to on-line sale.
Oppressive industries are particularly charactdribg increased vulnerability to crisis
situations. Therefore, business entities involvethem face the necessity of taking actions
not only before or during but also once the criss died out. Once the problems have
disappeared and their implications have been largrelsed, a complete post-crisis record
must be prepared. It is essential not only dubaanalysis of the situation that is now gone
but, most of all, for the sake of obtaining valuainiformation for the future. It is also useful
in litigation and prolonged legal proceedings sashlegal disputes connected with the
media having given false information affecting ftale of the crisis. What is more, formu-
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lating a protocol has an influence on changingpttteedures, making corrections and de-
veloping proper trainings for the employees. Aafeanalyses produced during and after
the crisis situation is dedicated not only to thenagement of the business but also to the
crisis management center and to those individudls might be, either directly or indi-
rectly, interested in benefiting from the knowledgel experience gathered during the im-
age crisis (Rydzak, 2006).As far as managing adutusis is concerned, the success rate
is dependent on a number of conditions. These diecthe extent to which a business is
susceptible to crisis, the situations it had exgpered before, whether it is classified as an
oppressive industry, whether it has a crisis mamege centre, the level of the manage-
ment's awareness of image risks, the attitudesrsviéne crisis in the business, and once
it has been erased, the way in which its causegsamnffects are analysed.

4. CONCLUSION

Business entities classified as oppressive indissaiie normally much more susceptible
to crisis situations. The businesses in questi@drie be aware of this fact and prepared
for image-related problems. Companies operatingiwibppressive industries may them-
selves cause crises through their actions; thexgfooper preparation should be inscribed
in their standards of management (Tworzydto, SzAba8). In this way — since the entities
constituting the textile industry may be classifeedthose constituting an oppressive indus-
try — not only preparation, but also constant naitig, analysis, and fast action once
a crisis situation has occurred are necessary.eTaesons can be taken with the aid of
a number of research strategies, as well as methloidh allow real-time monitoring of the
situation. It must be pointed out that there ams® ahethods which enable determining
specific factors affecting a company’s image asdpibtential deterioration. One of such
methods is, for instance, isvaatrix of image purposesvhich makes it possible to identify
the areas and courses of action supporting an izagamn (Tworzydto,Zyczynski, 2008).
Classifying the textile industry as one that candescribed as oppressive seems to be
well-grounded due to such factors as: susceptitofientities operating within the industry
to external factors, the complexity of processeafopeed in the process of production and
rendering services, as well as the ultimate consgnommplicity in those processes.
Undoubtedly, the crisis poses a threat to a compaudyinvolves both direct and indirect
influence on its structures as well as on the imiatin the company and outside of the
company. However, it can also be perceived as acehtor the business. In this respect,
the awareness and knowledge concerning the fach thasiness operates within an oppres-
sive industry can affect the whole process, stiemgit and contribute to overcoming the
difficulties that the business experiences. Thell®f awareness and the way in which
knowledge is used translate not only into the eotngituation, but also into parameters
which are more difficult to measure, such as impgeception, and trust. The awareness of
the fact that a company operates within an oppressdustry is important; however, it is
not enough as far as successful management ofitli® is concerned. In order to achieve
this goal, proper procedures, descriptions of gses, appointing a crisis management cen-
tre and preparing the operational documentatioincdrabe used in the simulation of a crisis
situation are also necessary. To sum up, it iswiodicating that image crisis involves not
only negative implications, but also positive eféed his, however, refers not only to busi-
nesses classified as oppressive industries, thamtd all businesses. Preparation and skil-
ful management of the crisis translates into theeffect, i.e. reinforcement of the business
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structures and all of the parameters that affeatating. Strangely enough, the conclusion
might thus be that image crisis is a positive ple@aon, since it can be considered an
industry’s immune system which gains strength evieng a crisis is properly managed.
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