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The interests of the International Journal of Knowledge, Culture and Change 
Management range across organisations in all their forms and manifestations: 
businesses, from micro-enterprises to multinational corporations; institutions of 
formal learning, from schools to universities; public sector agencies; and non-
government and community sector organisations. Its concern also extends 
beyond the boundaries of organisations to consider the dynamics of supply 
chains, organisational alliances, networks, communities of practice and capacity 
building. The story may be different from situation to situation. However, across 
all of these contexts, a pragmatic focus persists—to examine the ‘organisation’ 
and ‘management’ of groups of people collaborating to productive ends, and to 
analyse what makes for success and sustainability. 
 
The focus of the journal is those intangible drivers which determine not only the 
livability of organisations for insiders, and their credibility and attraction to 
outsiders; but also their tangible results in the form of efficiency, effectiveness 
and productivity. The intangibles of knowledge, culture and change management 
do not appear on balance sheets, but ultimately do have an enormous impact on 
‘bottom lines’. The journal attempts to address dynamics of knowledge, culture 
and change as they manifest themselves in organisations. The perspectives 
range from big picture analyses to detailed case studies which speak to the 
tangible value of organisational intangibles. They will traverse a broad terrain, 
from theory and analysis to practical strategies. 
 
The journal is relevant for academics in the fields of management, social 
sciences and education/training, research students, knowledge managers, 
trainers, industry consultants and knowledge management and change 
practitioners – anyone with an interest in, and concern for, the cultural change 
in organisations. 
 
The International Journal of Knowledge, Culture and Change Management range 
is fully peer-reviewed with a rigorous refereeing process to ensure a high 
standard of quality. The  editors and advisory board comprise leading scholars in 
the management field. 



Scope and Concerns 

 
ORGANISATIONAL INTANGIBLES AND THEIR TANGIBLE VALUE 
 
Knowledge 
 Ours is the era of the knowledge economy, or so say the commentators. (And it 
seems a little late to be calling it a ‘new’ economy, particularly when some of the 
things that only yesterday were supposed to be excitingly ‘new’ have proved 
disappointing today.) But what might it mean to have a ‘knowledge economy’? 
Today’s economy is increasingly dependent upon technologies which assist the 
flow of information, and this we might in one sense a knowledge economy. The 
value of an organisation is also increasingly located in intangibles such as 
business systems, intellectual property and the human skills base, and in this 
sense, knowledge has become a factor of production. And human needs have 
been transformed to the point where, in the marketplace, consumers focus on 
knowledge-representations as much as they do on physical entities—design, 
aesthetics, concepts, brand associations. If anything, these are the things that 
make the knowledge economy new. 
 
What, however, is this nebulous thing, knowledge, and how do we manage it? 
Certainly, it is bigger than out-of-the box IT systems, or content management 
systems, or groupware—things that are often sold as knowledge management 
‘solutions’. To be sure, the new technologies have the capacity to enable and 
transform. But knowledge is also the stuff of incessant talk, collaborative working 
relationships, personalised stories and constant learning. It is, in fact, no less 
than the core of human capital. 
 
With or without technology assistance, knowledge management involves 
transforming personal knowledge into common knowledge, implicit and individual 
knowledge into explicit and shared understandings and everyday common sense 
into systematic designs. It is also the business of codifying these designs as 
information architectures, paradigms or disciplines. 
 
Not that this leaves the world of tacit and individual subjectivity behind as a poor 
cousin to knowledge proper. On the contrary, herein lies the raw material of 
inspiration, imagination and creativity. The shape of things has to be felt before it 
can be articulated. 
 
Most importantly, it is the project of knowledge management to ensure that 
collaboration is institutionalised and that knowledge sharing occurs. As a result, 
wheels are not needlessly reinvented. Lessons are learnt from mistakes and 
these lessons shared. And the knowledge of the organisation or community is not 
dangerously depleted when a key person departs. Organising knowledge creates 
more work, to be sure, but the longer term effect of this extra work should be to 
create less. 
 



Now we’re managing knowledge, but what is this thing we are managing? 
Knowledge is the process of connecting the stuff of the mind and the stuff of the 
world. It is not a recorded thing (data, information), or at least, it is not just that. 
Knowledge is a form of action. Knowing might be by experiencing (deep 
understandings, intuitions or judgments based on extended immersion in a 
particular situation), or conceptualisation (knowing the underlying concepts and 
theories of a particular discipline, system or vocation), or analysis (linking cause 
with effect, interests with behaviours, purposes with outcomes), or applying 
(doing something again or anew). These are some of the ways in which knowing 
is done. 
 
And what does knowing do? It creates a different kind of organisation. This 
organisation is one in which certain kinds of knowledge rise to higher levels of 
validity. This is the knowledge that has been collaboratively constructed, is widely 
informed, is cross-referenced — and these processes give it a collegial or 
organisational imprimatur. This knowledge becomes authoritative to the extent 
that the processes of knowledge construction are made transparent. And the 
unidirectional (top-bottom, expert-novice, organisation-customer) transmission of 
knowledge is replaced by knowledge as dialogue. 
 
Culture 
Ours is an era when organisations are driven by culture, so today’s management 
gurus tell us. This is in direct contrast to the focus on system and structure in an 
earlier era when management was considered to be an exact science. 
 
On the micro-scale, teams are driven by shared values—or is it perhaps the 
complementarity of differences of knowledge and experience? On the corporate 
scale, organisations try to enlist employees to their visions and ethos—or is it 
perhaps a matter of creating an inclusive space in which everyone’s motivations 
and energies are enlisted, even if they don’t fit a single obvious corporate mould? 
On a market or community scale, organisations try to get close to customers and 
forge tight supply chain relationships—or is this really a matter of negotiating the 
differences that are inherent to a world of ever more finely differentiated niche 
markets and subtly or not-so-subtly divergent organisational cultures? And on the 
macro, global scale, we may find ourselves operating across one world market—
or is it perhaps, a world where, in crossing borders, successful organisations 
negotiate differences and become many things to many peoples? 
 
Culture is a key organisational driver, but not because it has a simplistically 
unifying dynamic — of shared values, singular vision and cloning to the ideal of 
the corporate person. Its dynamic today, more often than not, is one of productive 
diversity. This is not the diversity of affirmative action or remedies for 
discrimination. Rather it is the diversity that is at the heart of organisational 
cultures, including workaday domains such as human resource management, 
product and service diversification strategy, sales and marketing into a myriad of 
niches, and customer relationship management which recognises that no two 
customers are the same. 



Change 
Ours is an era of massive change, sometimes liberating, other times traumatic. 
Organisations find themselves buffeted by external forces: technological, market, 
political and cultural. They are challenged to become ever more efficient, 
effective, productive and competitive. How can they be active masters of change 
rather than reactive servants? How can change in organisations be driven by 
their people rather than the organisation in the abstract, or its leaders having to 
drag them along? Organisations will fail if they are not capable of learning, in a 
collective sense, as well as the individuals who spend their days at work there. 
They will fail if they do not regard themselves as places of continuous personal 
and corporate reinvention, of individual and institutional transformation. The 
organisation and every person within it needs to envision themselves, not as a 
change object, but as an agent of change. 
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A Public Relations Approach to Crisis Management in Turkish
Football
Emel Karayel Bilbil, Marmara University Communication Faculty, Turkey
Cem Sefa Sutcu, Marmara University Communication Faculty, Turkey

Abstract: This study investigates crisis management in Turkish sports arena by taking into account an incident between
Turkish and Swiss national football teams in the 2006 World Cup elimination matches. We used Internet as our medium
and searched web pages of the four parties (FIFA, Turkish Football Federation (TFF), Turkish Sports Media, and Swiss
Media) involved in the incident in terms of how their actions be interpreted as crisis communication strategy. We collected
the online news released by the parties as our source and evaluated them analytically by classifying them according to the
type of the actions taken, ranging from defensive to accommodative. As representative of Turkish sports media two newspapers
with the highest hit rate on the web were selected. News about the incident was collected from archives of TFF and FIFA.
5 news media from Switzerland were also selected in order to maintain views of Swiss counterparts. In sports there may be
crisis situations like political protests or doping cases. These incidents sometimes cause to crises and some of these crises
affect national reputation. In addition, national football teams are expected to reflect the culture of their nation. The reactions
originated from the cultural differences should be managed so as not to lead to undesired circumstances. Interestingly, the
two national teams were again in the same group in UEFA Euro 2008 Football Tournament organized by Austria and
Switzerland, scheduled on 07-29 June 2008. Our research tries to disclose that without proper communication strategy,
organizations might lose reputation. This research can be a useful example for sports industry professionals on PR practices
in managing the crises.

Keywords: Public Relations, Crisis Management, Sport Management

Introduction

THEORIGINOF football (soccer) has roots
in almost every part of the world and
throughout the history. The Chinese, Japan-
ese, Italian, Ancient Greek, Persian, Viking,

and many more played a ball game long before our
era. The Chinese played “football” games date as far
back as 3000 years ago. The Ancient Greeks and the
Roman used football games to sharpen warriors for
battle. In south and Central America a game called
“Tlatchi” once flourished. But it was in England that
football really begun to take shape. It all started in
1863 in England, when two football associations
(association football and rugby football) split off on
their different course. When FIFA (Fédération Inter-
nationale de Football Association) was founded in
Paris in May 1904 it had seven founder members:
France, Belgium, Denmark, the Netherlands, Spain
(represented by the Madrid FC), Sweden and
Switzerland. In 1912, 21 national associations were
already affiliated to the FIFA. At present, FIFA has
208 members in every part of the world (all-soccer-
info.com; fifa.com).

Considering that football was first played five
thousand years ago in China, there have been tre-
mendous developments (Galeano, 1998). In today’s
global world, beside the other industries, all the na-

tions and cultures try to make their voices heard in
sports. They do this to have reputation among others
by joining the international sports tournaments, espe-
cially in football. Apart from being just a branch of
sports, by attracting masses of spectators, football
has been a cross-cultural communication area, a de-
veloped industry and an important way of publicity
in the world arena.

Sport as a global phenomenon and as a focus of
major commercial potential has generated consider-
able interest from both the media and corporate sec-
tors (Wolfe, Meenaghan, and O’Sullivan, 2002).

In this context, in Turkey; like in some countries
as Brazil, England and Germany; football is con-
sidered as the most exciting entertainment among
all sport branches. The history of football in Turkey
goes back to beginning of the 20th century. Well
known football clubs of the country; Fenerbahce,
Besiktas and Galatasaray were founded at that time.
46 years passed without an international success in
Turkish football history since Turkey’s only other
World Cup appearance in 1954. The first consider-
able success came in 2000 to the country that is
hunger for success in international football. As
CNNSI reported, in 2000, Galatasaray became the
first Turkish club to win the UEFA Cup, and the
national side reached the quarterfinals of the
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European Championship for the first time in the same
year (CNNSI.com, 2002).

The excitement had been coupled with a surprising
success of getting third place in World Cup 2002
Tournament (sportsillustrated.cnn.com). Every party
in Turkish football had been thinking that Turkey
would be successful in Euro 2004 Tournament. Fans
and football authorities started to think that the ex-
perience should give an advantage to the Turks in
their quest to become regulars in the World Cup.
They are determined not to sit on the sidelines of
world soccer for another 48 years (CNNSI.com,
2002). High expectations created some kind of stress
on football clubs, players, sport media and fans. It

was the stress of maintaining a “sustainable” success
in football industry for the future.

Two successive failures in a short period occurred
unexpectedly. Turkey was not able to play in UEFA
Euro 2004 Football Tournament after eliminated by
Latvia. Afterwards, they were eliminated by Swiss
and could not play in the FIFA World Cup 2006.
But, recently, Fenerbahce played the quarter final
match in the UEFA 2008 Champions League and
Turkish national team was again one of the final four
teams of UEFA Euro 2008 Football Tournament or-
ganized by Austria and Switzerland. Failures and
successes in a six-year period are shown in Figure
1. This period can be considered as a volatile period
for the Turkish football industry.

Figure 1: Place of Turkey in FIFA World Ranking between 2001 and 2008 (Resource: Reproduced from
http://www.fifa.com/worldfootball/ranking/lastranking/gender=m/fullranking.html)

This paper analyzes the incidents that occurred dur-
ing the FIFA 2006 World Cup elimination matches
in terms of public relations, sport management, and
crisis communicatin strategies. The overall context
includes examples of sports crises and the importance
of compiling a chronology of events. The full chro-
nology of the World Cup incidents appears just be-
fore the Findings section.

Why Public Relations Approach?
Media coverage, crisis management and related
communication efforts are in the area of public rela-
tions discipline. “The professional PR practitioner
knows that unless his story is of interest and value
to the reader, viewer or listener it will not be accepted
by the editor or producer” (Jefkins, 1990). For this
reason, media professionals prefer and disseminate
the type of news they think readers find interesting.
Sometimes the news may be harmful to the reputa-
tion of organizations and nations taking parts. In
contrast, as two-way symmetric model (Grunig and
Hunt, 1984) suggests, PR practitioner must proact-
ively consider perceptions of audiences to build up
and preserve organizational reputation. Therefore
role of PR practitioner is to disseminate the quality
information.

It is important to recognize that corporate reputa-
tion is based on perceptions and it is those percep-

tions that drive reputational assessments, regardless
of the reality of the situation. Thus, in terms of un-
derstanding how to manage reputation, it is less im-
portant whether the organization is in fact in fault or
not (Dukerich and Carter, 2000). As Croft (2003)
suggested, reputation management is not only media
relations. It asks for a collective work of members
of the organization. But by proper use of media rela-
tions and controlling other effective communication
efforts, reputation management can stimulate debate
and discussions about issues that affect an industry
or sector. A proactive stance, in this case, can make
the management of issues and crises easier.

Dozier (1992) states that public relations has an
indispensable role in organizations that face unstable
and threatening environments, like crisis or disagree-
ment, every day. PR is crucial to the successful image
of sport for the following reasons (Fitter, 2002):

1. Providing an athlete, team or club with essential
advice on sponsorship, media management,
media training and crisis management.

2. Creating an athlete into a ‘brand’ via their intel-
lectual property and using this brand to promote
their sport.

3. Controlling crisis/issues management.
4. Controlling the levels of media exposure.
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These four issues should be handled altogether, with
proper assessment of priorities of the organization.

Sport Management
Some scholars argue that sport management is relat-
ively new subject although sport is a very old profes-
sion (Chalip, 2006; Pitts, 2001). It is important in
this respect that sport is also a social phenomenon
and creates peaceful environment among athletes
and nations.

Bryant quotes from Hatfield, stating that when
describing the goal of management, Hatfield defines
sport as a product, with that product considered to
be the feature that leads to consumer satisfaction.
But, according to Bryant, for sport managers to ig-
nore or deny a sport-sociology interrelationship or
interdependence is unacceptable. He points out that
sport management literature presently acknowledges
sport sociology interdependence, and it not only will
continue but will increase. He concludes that sport
sociology is, in fact, the base from which sport
managers can achieve an understanding of the mar-
keting of the social product of sport, and thus is an
interdependence need of sport management (Bryant,
1993).

When we look at the web statistics of the last
World Cup tournament in 2006 we see some interest-
ing points. These statistics are solid reasons why
football is a cross-cultural phenomenon and a de-
veloped industry. For example, in 2002, the site FI-
FAworldcup.com attracted just over two billion page
views for the entire tournament, and in 2006 it sur-
passed that mark after only two weeks and doubled
that mark by the close of the tournament to 4.2 billion
page views. The year 2006 marks the first year that
video highlights of FIFA World Cup matches have
been free to air on the web, and fans have taken full
advantage of this to watch and re-live the best mo-
ments of the action by downloading more than 125
million video streams. Fans from around the world
signed up in record numbers to play fantasy football
on FIFAworldcup.com over 875,000 times. In that
year, the FIFAworldcup.com site has gone mobile
for the first time. Millions of fans around the world
were accessing the official Mobile site on their
phones to follow all the football action for more than
73 million page views on the Mobile Web Portal
(fifaworldcup.yahoo.com).

Crisis Management and Sport Events
As Burnett quoted, Pauchant and Mitroff provided
the most comprehensive and unique definition of
crisis. Employing a two-by-two matrix, the authors
propose a continuum, beginning with an incident,
continuing with an accident, followed by conflict,
and ending with a crisis, the most serious form of

disruption. In this context, a crisis is “a disruption
that physically affects a system as a whole and
threatens its basic assumptions, its subjective sense
of self, and its existential core” (Burnett, 1998). On
the other hand, Davies (2005) defines the term crisis
as “an unplanned (but not necessarily unexpected)
event that causes for real time high level strategic
decisions in circumstances where making the wrong
decisions, or not responding quickly or proactively
enough, could seriously harm the organization”. The
incidents examined in this paper show a continuum.
The starting point is the over-enthusiasm after Tur-
key’s success in the World Cup 2002 finals. The
“accident” happened during the World Cup 2006
elimination matches against Switzerland. “Conflict”
came after the statements of parties involved. Finally,
it turned out to be a “crisis” for the Turkish football
with the penalties given by FIFA.

According to Spillan and Hough, Fink asserts that
crisis identification is important for two major reas-
ons (Spillan and Hough, 2003):

1. Crisis can be managed when it is defined prop-
erly.

2. After defining the crisis, management can assess
the degree of influence according to the out-
come they need to have. As crises are followed
by external problems, management should focus
on the real problem.

“Steven Fink, author of Crisis Management: Planning
for the Inevitable, states that crises are forewarning
situations that run the risk of escalating in intensity,
falling under close media or government scrutiny,
interfering with normal operations, jeopardizing or-
ganizational image and damaging a company’s bot-
tom line” (Wilcox and Cameron, 2006).

Since the acceleration of the continuum can be
quick in some situations, managers should also be
quick in responding, in order not to cause the risk of
escalating in intensity. For that reason, managers
may need a handy tool that helps to facilitate the
crisis communication strategies necessary to imple-
ment.

The Coombs typology gives options for crisis
communication management depending on the situ-
ation. This analysis system based on crisis respons-
ibility provides a tool that crisis managers can use
to facilitate the selection of Crisis Communication
Strategies (CCSs), a tool that is theoretically groun-
ded and tested. Time can be saved during a crisis.
This tool offers a set of decision rules for CCS selec-
tion that can be applied when a crisis occurs. Hence,
there is less time spent developing and selecting
CCSs which range from defensive to accommodative
that organization may use (Coombs, 1995; Coombs,
1998; Wilcox and Cameron, 2006). Those strategies
can be summarized as follows:
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• Attack the accuser: Organization confronts the
person or group who claims that a crisis exists.
This may include a threat to use “force” (e.g. a
lawsuit) against the accuser.

• Denial: Organization states that no crisis exists.
This may include explaining why there is no
crisis.

• Excuse: The organization minimizes its respons-
ibility for the crisis. Any intention to do harm is
denied and the organization says that it had no
control over the events that led to the crisis.

• Justification: Crisis is minimized with a statement
that no serious damage or injuries resulted.
Sometimes, the blame is shifted to the victims.
This can include stating there was no serious
damage or injuries or claiming that the victims
deserved what they received.

• Ingratiation: Actions are designed to make
stakeholders like the organization. Actions are
taken to appease the publics involved.

• Corrective action: Steps are taken to repair the
damage from the crisis and to prevent it from
happening again.

• Full apology: Organization publicly makes that
the organization takes full responsibility for the
crisis and asks forgiveness for the crisis. Some
compensation (e.g. money or aid) may be in-
cluded with the apology.

The ability to communicate reliable information,
whether directly or through news media is a crucial
point in crisis management (Center and Jackson,
2003). The image restoration focuses primarily on
the immediate aftermath of an event and does so
through the lens of various strategic messages includ-
ing denial, shifting the blame, mortification, correct-
ive action, and minimization, among others. In es-
sence, image restoration and its variants attend to
questions of reputation repair by articulating the
range of assorted strategic messages likely to repair
the image of the organization or individual under
attack (Ulmer, 2007).

Recently, to have a sustainable communication
with the public, organizations are in search of new
media opportunities. One of the consequences of this
is that public relations practices in online computer
games such as Secondlife (Au, 2008) have become
popular. The idea behind this approach is that com-
panies prefer to see possible outcomes of events in
a “cause and effect” manner in a simulation game.
This helps companies in taking precautionary steps
in problematic areas “before it happens” (Kitchen,
1999). This approach is useful in crisis management
as well.

Post-crisis actions such as crisis communication
strategies can be influenced by cultural heritages.
Marra quotes that Sriramesh and Grunig noted few
researchers have examined the relationship between

organizational culture and public relations. They
believe, however, that “culture influences public re-
lations by providing a broad base of worldview,
meaning, and values that affect all decisions in the
organization- including the choice of a model of
public relations.” According to Marra, researchers
such as Ford, Gatewood, Carroll, Mitroff, Kilmann,
Pauchant, Roberts and LaPorte have examined how
corporate culture affects organizations’ responses to
crises. Marra points out that, as noted by Sriramesh
and Grunig, little work have focused on how organ-
izational culture affects public relations activity (and
vice versa). He mentions that research by Pauchant
and Mitroff, indicated a strong relationship between
an organization’s overall culture and its response to
crises. This suggests a similar relationship between
a more specific communication culture and organiz-
ational responses to crises (Marra, 1998).

Evidence from many case studies indicates excel-
lent crisis public relations do not occur without a
supportive organizational communication ideology.
If an organization does not have a communication
philosophy that supports the attributes necessary for
excellent crisis public relations, a crisis plan, no
matter how effective, will not likely to work. A
number of examples clearly show the communication
culture present within an organization at the time of
a crisis is a far better predictor of successful crisis
management than the presence or absence of a crisis
communication plan (Marra, 1998).

Examples of Incidents considered as
Crisis in Sport
There are very important crises which are unwanted
in sport events. The first and well known was
happened in 1972 Munich Olympic Games killing
two members of the Israeli team. The second terrorist
attack came at the 1996 Atlanta Olympic Games,
killing one person and wounding 100 others. (Stoldt,
Dittmore, and Branvold, 2006) On the other hand,
doping cases in Tour de France is in the agenda of
world sport for a very long time (Dubner, 2007).

According to the NBCsports, the protest-marred
Olympic torch relay and international criticism of
China’s policies on Tibet, Darfur and human rights
have turned the Beijing Games into one of the most
politically charged in recent history and presented
the IOC with one of its toughest tests since the boy-
cott era of the 1970s and ‘80s. IOC President Jacques
Rogge evaluated this situation as “a crisis, there is
no doubt about that but the IOC has weathered many
bigger storms” (nbcsports.msnbc.com, 2008).

There are also some examples in football. Accord-
ing to news in Independent by Hey, “sports corrup-
tion has concerned the bribery of match officials,
most notably in several important European football
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matches of the 1960s and 1970s. The second leg of
Liverpool’s 1965 European Cup semi-final with Inter
Milan, in which Inter clawed back a 3-1 deficit with
a 3-0 victory, has always been under suspicion. And
only last week, Nottingham Forest set out to seek
redress from the Belgian club Anderlecht for their
part in the bribing of the Spanish referee in an UEFA
Cup semi-final between the two clubs in 1984, in
which Forest were beaten” (Hey, 2000). Another
example from football is the The Heysel Stadium
disaster occurred owing to football hooliganism in
which a retaining wall of the Heysel Stadium in
Brussels collapsed on May 29, 1985 before a football
match between Liverpool F.C. from England and
Juventus F.C. from Italy. 39 people were killed,
mostly Italian Juventus fans, and hundreds more
were injured. The match was the final of the 1985
European Cup tournament. The tragedy resulted in
all English football clubs being placed under an in-
definite ban by UEFA from all European competi-
tions (lifted in 1990-91), with Liverpool F.C. being
excluded for an additional year. The disaster has
been called “the darkest hour in the history of the
UEFA competitions” (en.wikipedia.org/wiki).

Importance and Chronology of the
Incidents
In this study, the information is solely gathered from
the Internet. This has been done on purpose because
the Internet media has been used as an easy-to-access
archive among other types of media such as printed
newspapers, radio and TV. This helps us to keep
track of views and opinions of the parties about the
case. Additionally, Internet provides highly advanced
search capabilities by using varying number of
keywords. On the other hand, easy-to-access may
mean easy-to-remember.

According to Bangkok Post the incidents were
“one of the ugliest outbursts of violence” (Lima,
2008). The incidents were reported in Deccan Herald
newspaper as follows: “Switzerland met Turkey over
two legs in November 2005 to determine which team
would advance to the World Cup in Germany. They
drew 4-4 on aggregate, but the Swiss advanced on
away goals. After the final whistle, the Swiss team
raced from the field apparently to escape angry fans.
A scuffle between players from both sides ensued in
the tunnel on the way to the locker room, drawing
in coaches and Turkish security guards into the
fighting. Switzerland defender Stephane Grichting
was hospitalized with a groin injury” (deccanher-
ald.com, 2008). To show the effect of the stress im-
posed on fans, the paper from Bonetti and Hunziker
should be a good example. In a medical research,
two Swiss scientists demonstrated that watching
football on TV is by far not innocuous but may po-

tentially be as hazardous as playing football in sus-
ceptible patients with coronary artery disease. They
observed the situation and recorded the heart rates
during the second leg match between the two teams
(Bonetti, Hunziker, 2006).

In the news of People’s Daily Online, it is reported
that “in announcing the investigation, FIFA president
Sepp Blatter on Thursday condemned the incidents,
saying he had been horrified by the events following
the game. “Something is going wrong in football,”
he said, adding, “I’ve never seen anything like it.”
Blatter vowed that if sanctions were found to be
warranted, they would be applied in full. “I can tell
you this, not as a Swiss, but as the president of FIFA
that we will act here and we will act tough,” he said.
FIFA has it in its power to ban any country’s football
association from taking part in competitions or
events, up to and including a ban on taking part in
the 2010 world Cup” (english.peopledaily.com.cn,
2005).

The dispute among the organizations raised with
the announcements of the Turkish Football Federa-
tion chairman Levent Bicakci by rejecting Blatter’s
analysis, according to swissinfo.ch, internet news
media; stating that “our federation finds the FIFA
president’s statement really odd and we will do
whatever we can to clarify this event and to make
sure that Switzerland gets the same penalty as Tur-
key,” he told a news conference. Tensions had been
mounting since the first match on Saturday in the
Swiss capital, Bern, which Switzerland won 2-0. The
Turkish team complained of poor treatment”
(swissinfo.org, 2005). This “poor treatment” is de-
scribed in the new as “Turkish players and coaches
complained of ill treatment after the first leg of the
playoffs in Bern. The Turks say they were insulted
by the Swiss press, players and coach and that Swiss
fans blew whistles throughout the playing of the
Turkish national anthem” (swissinfo.org, 2005).

An immediate reaction came as reported in the
news by swissinfo.ch; saying that “Turkey criticized
Blatter for his comments on the violent scenes that
followed Wednesday’s match (second match in
Istanbul). “I am disappointed to hear the statements
of the FIFA president before the reports of the match
are unveiled,” Mehmet Ali Sahin, state minister (of
Turkey) responsible for sports told journalists. “He
spoke as a Swiss fan instead of as a president ...
These kinds of statements is misleading to decision-
makers,” he continued” (swissinfo.org, 2005).

The situation became a political issue. After that
Swiss politicians made announcements as reported
by swissinfo.ch; stating that “The Swiss foreign
ministry has so far not reacted to the alleged incid-
ents. Ministry spokesman Jean-Philippe Jeannerat
told swissinfo.ch that diplomats were focusing on
helping Swiss supporters return home for the time
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being. “We are still considering whether we should
initiate some kind of diplomatic response,” he added.
The Swiss foreign minister, Micheline Calmy-Rey,
has already sent a letter to her Turkish counterpart
to complain about the reception given to the national
squad upon their arrival in Turkey” (swissinfo.org,
2005).

Therefore, this case is important in terms of how
Turkish football community managed the crisis after
elimination. For example, as one of the authorities
of Turkish football community, Senes Erzik, who is
the member of FIFA Executive Committee since
1996, in reply to a question regarding “What has
been your biggest disappointment in football?” stated
that; “At the play-off between Switzerland and Tur-
key for a place at Germany 2006: the incidents
happened after the game and the suspensions which
resulted. It was very disappointing for me who spent
my life for the progress and development of Turkish
football” (fifa.com/aboutfifa, 2007).

Certainly, in such a situation, it is crucial to man-
age the crisis in a good way. This crisis management
is expected to deal with restoring the deteriorated
image of Turkey, as well as contributing the sustain-
able success of Turkish football. For this reason, the
research in this paper tries to disclose that without
proper communication strategy, organizations might
lose reputation. This coincidence verifies that two
nations should always sustain and improve their re-
lationship.

On 18th November 2005 photographs of the
scuffle released on a Turkish newspaper Vatan with
the headline “It was us” Right after that, one of the
Turkish “A” national team assistant coaches resigned.
Later, the photographs were used as supporting
document in the case by FIFA. The sanctions had
been imposed by the FIFA Disciplinary Committee
at the start of February and subsequently upheld by
the FIFA Appeal Committee. As the world soccer
governing body FIFA punished Turkey. She played
her next three home competitive matches behind
closed doors on neutral territory. Some players and
officials in the scuffle from both teams suspended
for their national teams’ next four competitive
matches (See Appendix). Meanwhile, Turkey was
also ordered to pay all organizational costs with re-
gard to these matches and she was fined 200,000
Swiss Francs. “Allegedly, Benjamin Huggel from
the Swiss team kicked a member of the Turkish staff
as he ran from the field and this triggered other viol-
ent acts. This has resulted in Benjamin Huggel being
suspended from six (later reduced to four) competit-
ive matches and fined EUR 10,000” (Avery, 2006).
Repercussions of elimination of Turkey have long
occupied world football agenda at that time.

Interestingly, the two national teams were again
in the same group in UEFA Euro 2008 Football

Tournament organized by Austria and Switzerland,
scheduled on 07-29 June 2008. This coincidence
verifies that two nations always should sustain and
improve their relationship. In order not to face the
previous vulnerable situation, crisis communication
needed to be effectively coordinated between parties.
As a matter of fact, before UEFA Euro 2008 matches
against Switzerland; Turkey coach Fatih Terim had
reportedly said in May 2008 that “he was sorry about
what happened. He added that the episode was now
history and should not affect how Turkey is treated
in Basel. “What happens in football stays in foot-
ball,” Terim said. He has since made friendly ges-
tures to Switzerland coach Koebi Kuhn, whose wife
is in the hospital, and captain Alexander Frei, who
has been ruled out of the tournament with a ruptured
left knee ligament” (deccanherald.com, 2008). This
announcement can be considered as a “full apology”
in terms of proper communication strategy.

According to Coombs, communication during and
after a crisis is one of the most important factors in
determining the long-term effects of a crisis
(Coombs, 1999). Organizations need to be prepared
in advance with ways to adopt the Internet into their
crisis communication (Taylor and Perry, 2005). Ac-
cording to Ashcroft, an organization’s reputation is
a kind of corporate asset, and they should protect
their reputation as they do for other types of assets.
“This is when effective management of information
(controlling communications) is so vital – and always
difficult. Consideration of some recent crises illus-
trates just how poor management of information and
communication has had disastrous results” (Ashcroft,
1997).

Therefore we can say that as Schultz and Barnes
suggested, new media and especially Internet tools
like web pages, blogs, webcasts etc., are offering
new opportunities and a challenge to public relations
practitioners. The authors state these high expecta-
tions as “the widespread availability of information,
either through clearinghouses such as PR Newswire
or companies’ own web sites, makes both the press
agentry/publicity and public information aspects of
public relations easier today than ever before”
(Schultz and Barnes, 1999).

Findings
In this article, a four-aspect analysis structure has
been determined to search web pages for news about
the matches:

1. First one is the Turkish Football Federation’s
web pages (www.tff.org.tr). News about the
elimination matches whose source is TFF were
examined.

2. Second one is the FIFA, the organizer of the
elimination matches. It is considered that FIFA
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web site (www.fifa.com) is the main official
source of information on the case.

3. Third one is the Turkish sports media web sites.
Two sports newspaper web sites which have
highest hit rate on the Internet were selected in
order to have full coverage of the news on the
case. Traffic rates of the newspapers were ob-
tained from alexa.com which is a well known
web information company. The traffic rank,
found for the newspaper Fanatik website is 595
and for the newspaper Fotomac website is 2399
(alexa.com, 2007).

4. Finally, Swiss news media were searched for
news about the incident. It is assumed that using
web as an interface between the parties and their
audience may help them accomplish their PR
practices. This reduces the extra work they have
to do while they are practicing PR. For example,
when we could not find enough information on
TFF’s web page, we sent an e-mail requesting
more information about the case. We received
no reply from TFF. We also sent the same re-
quest from FIFA’s Media Office (FIFA Com-
munications Division). The reply, stating that
they were working on our request, came on the
same day. FIFA’s approach is a good example
of utilizing Internet opportunities in PR prac-
tices of two-way communication as Wilcox and
Cameron stated (Wilcox and Cameron, 2006).

The case deserves attention in two respects. First of
all, news about the incidents released through media
have been said to harm nation’s reputation. Secondly,
because of their favorable nature of easy access, vast
storage capacities, and speed of diffusion, new media
tools cause this unpleasant situation to last and be
remembered each time someone enters the words
“Turkey and Switzerland” to search on the Internet.
On the other hand, though it is not the only way, it
is cost effective and far reaching to use new media
tools to disseminate the quality information to build
up and preserve organizational reputation in crisis
communication.

In the study, it is found out that there was limited
information about the case between Turkey-
Switzerland World Cup 2006 elimination matches
on web pages of Turkish Football Federation. On
the other hand, there was definite and clearly stated
information about the case on FIFA web site. Most
of the data we gathered for this case study came from
web sites of Turkish sports newspapers. Because,
they were archiving all the news they had previously
released and they were free to use. In Swiss media,
quantity of information released about the case was
quite satisfactory, although some of the archives
were not free to use but on payment basis. Public

relations or media departments of such organizations
like TFF should consider archiving all the informa-
tion they have previously released.
Data Analysis: The case was analyzed by gather-

ing news released on web sites of four parties in-
volved, namely, Turkish and Swiss news media,
Turkish Football Federation and FIFA after the date
of the second match between Turkey and Switzerland
on 16th of November 2005. Seven crisis communic-
ation strategies, defined by Coombs which range
from defensive to accommodative, were used as the
starting point. Coombs explains the use of the crisis
responsibility continuum as follows: “Possessing
some knowledge of the attributions of personal con-
trol that stakeholders might hold for a crisis provides
crisis managers with the information necessary for
the initial placement of a crisis on the crisis respons-
ibility continuum. Some crisis types can be moved
toward greater crisis responsibility if the organization
has a history of past crises. This further aids a crisis
manager in trying to estimate perceptions of crisis
responsibility. Armed with the knowledge of where
a crisis fits on the crisis responsibility continuum,
crisis managers are in a better position to select CC-
Ss. It is recommended that crisis managers utilize
CCSs that correspond to the perceived level of crisis
responsibility” (Coombs, 1998).

Every news or action has corresponded to one
specific crisis situation mentioned by Coombs:
Transgression i.e. the act of passing over or beyond
any law, civil or moral; the violation of a law or
known principle of rectitude. And Coombs suggests
in such situations that organization managers, with
the strong perception of crisis responsibility, apply
the “full apology” as the fitted crisis communication
strategy (Coombs, 1998). On the other hand, an-
nouncements and actions taken by FIFA, TFF,
Turkish sport media (Turkish MEDIA) and Swiss
Media (Swiss MEDIA) reported in the news released
on web pages were diverse communication strategies.
The following table shows the number of news
showing the actions taken by all the parties in terms
of crisis communication strategies. The arrow at the
right side of the table ties the number of instances
of each communication type to the chronology of
events.

Total number of news released on official FIFA
web site was four. The number of news on web sites
of the two Turkish sport newspapers showing the
actions taken by TFF is eighteen. This number is
considerably higher than the number of news released
by FIFA. The number of news on the Turkish media
showing the views of Turkish journalists was thir-
teen. Finally, there were nine news report gathered
from Swiss media.
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To construct this table, forty four reported news was
analyzed in content. Expressions in the news were
categorized ranging from defensive to accommodat-
ive action. As an example, Blatter’s statement made
to a Swiss radio “That makes me angry. Something
is wrong in football if that can happen” (swiss-
info.org, 2005) is considered as “attack the accuser”
strategy”. On the other hand, the following news
from a Turkish newspaper Vatan can be considered
as “corrective action” because after facing what they
described as “one of the most difficult editorial de-
cisions a newspaper can make” Turkish newspaper
Vatan (Seten, 2005) published pictures of Mehmet
Ozdilek (Turkish assistant coach) trying to trip a
Swiss player as they ran off the pitch (thefootie.com,
2005). Again, Fatih Terim’s statement that he was
“sorry about what happened” can be considered as
a “full apology” (deccanherald.com, 2008)

Classified news shows that at the beginning of the
case, TFF took defensive action, and changed their
position to accommodative one due to the mandatory
measures taken by FIFA (See Appendix). Turkish
sport media shows even more interesting attitude in
the case. At the beginning, they have totally defens-
ive action. But after officially announced measures
by FIFA, they made corrective actions and even
apologies for the things happened on the football
field just after the final whistle of the second match.

Discussion and Conclusion
According to Coombs in his attribution theory, “If
the organization is deemed responsible, the reputation
will suffer. In turn, stakeholders may exit the relation-
ship and/or create negative word-of-mouth. Manage-
ment has a vested interest in preventing either of
these two negative outcomes” (Coombs, 2007).

Today, we are witnessing days where reliable in-
formation is hard to find. New Media tools, on the
one hand, make some things easier but create redund-
ancy. This increases confusion about the truth. Which

information is correct? Which information is the
latest? Which information misleading? It is very hard
to answer these questions especially when we are
talking about the information on the Internet. This
is an important problem when using Internet sources
in cases of crisis management and PR practices.
There is no immediate solution for this other than
using trusted sources of information on the Internet.

According to authors’ point of view, new media
technologies may change or may progress. Techno-
logical tools can be helpful or harmful. But this is
not their choice. It is the choice of users, to use the
tools in this way or that way. It depends on users.
They should be alert when using information
gathered from the Internet. Because, to be competit-
ive and proactive they need to have as much inform-
ation as they can get. But the information they
gathered must be on time, relevant and accurate.
Otherwise, crisis communication can be a nightmare.

This case once again showed that important organ-
izations like TFF must have communication strategy
plans for such situations. This case must be managed
effectively and rapidly. Otherwise, loss of image and
reputation may occur. Organizations at this level are
expected to be ready and proactive in such circum-
stances. As a matter of fact, a specific example of
this was seen in Euro 2008. Lessons learnt from the
case and an approach with more emphasis on com-
munication along with targeted messages was taken
by TFF. An implication of using PR approach can
be seen in Terim’s goodwill messages to his col-
league Kuhn.

At early stages of the case, it is observed that in-
stead of one spokesperson for the organization, many
Turkish authorities had instant reactions with their
announcements. This shows that instead of planned
communication messages with one voice, it was
preferred to end up the case with haphazard announce-
ments. Proactive response was an important factor
in this case. Because beyond a game; football is a
phenomenon which affects socio-cultural, economic
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and diplomatic relations of nations. For this reason,
football must be effectively managed not only in
terms of marketing or financing, but also in terms of
communication. Such incidents may be more vivid
than any failures or successes in sport. At the same
time they may cause to loss of image and reputation.

PR practices in sports are the key to international
reputation. In Turkey, they have long been underes-
timated in sports arena. PR education at Turkish
universities is up-to-date and universally accepted.

The problem mainly emerges in practice. Today,
Turkish sports organizations are newly realizing the
importance of PR practices when they face crisis
situations. Ignoring the relative contribution of PR,
professionals can make problems more severe. Then,
problems that could be solved by taking some easy
precautionary steps in the hands of PR professionals
turn out to be problems damaging the reputation of
the organization or even the nation.
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Appendix
http://www.fifa.com/worldcup/archive/germany2006/media/newsid=21240.html (Accessed on 5 May 2008)

Sanctions for incidents during Turkey v Switzerland pronounced final.
(FIFA.com) Saturday 24 June 2006

The legal proceedings relating to the incidents during the decisive World Cup qualifying match between Turkey
and Switzerland in Istanbul on 16 November have been closed. During a meeting in Berlin on 24 June, the FIFA
Appeal Committee reduced the sanctions originally imposed on the Turkish football association, Swiss player
Benjamin Huggel and Turkish player Belozoglu Emre following the parties’ requests for the original decisions
to be reconsidered.

The Turkish football association must now play its next three home competitive matches behind closed doors
on neutral territory. If further incidents occur during these three matches or during any of the three subsequent
matches that are not subject to restrictions, the original sanctions will be restored (six home competitive matches
behind closed doors on neutral territory in a UEFA affiliated country at least 500km from the Turkish border)
subject to additional sanctions from UEFA. The players Huggel and Emre will now only be suspended for their
national teams’ next four competitive matches (previously six). Nevertheless, the fines previously imposed remain
in place (cf. media release dated 7 February 2006).

The FIFA Appeal Committee was forced to review the sanctions in these three cases because the Turkish football
association and the two players lodged requests for the decisions to be reconsidered and the penalties reduced.
It was deemed that the original sanctions could be reassessed after the association and the players had publicly
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apologized for their indiscretions. Most notably, the Turkish football association accepted full responsibility
for the incidents in connection with the above-mentioned match and acknowledged the damage caused to the
reputation of international football. At the same time, the association pledged that it would do everything in its
power to prevent similar incidents being repeated in the future.

The three parties lodged appeals to the international Court of Arbitration for Sport (CAS) in Lausanne contesting
the sanctions that had been imposed by the FIFA Disciplinary Committee at the start of February and subsequently
upheld by the FIFA Appeal Committee. During the course of these requests for the sanctions to be reconsidered,
the association and the two players ultimately chose not to pursue their cases with CAS. The other players
(Ozalan Alpay and Serkan Balci) and officials (Mehmet Özdilek and Stephan Meyer) sanctioned in connection
with the Turkey v. Switzerland match had accepted the sanctions pronounced against them and did not request
CAS to review the elements of their sanctions that were subject to appeal.

In view of the latest decision by the FIFA Appeal Committee, all of these sanctions are now final.
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