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CRISIS COMMUNICATION PROCESS AND STRATEGIES OF JEJU AIlR:
A CASE STUDY OF FLIGHT 7C2216°’S RUNWAY CRASH AT
MUAN INTERNATIONAL AIRPORT

Tawat Weston!”

Abstract

This research aims to 1) examine the crisis communication process of Jeju Air in
response to the accident involving Flight 7C2216, and 2) analyze the communication strategies
used during the incident. A qualitative approach was applied, using secondary data from Jeju
Air’s official website, Facebook and Instagram posts, and executive statements collected
between December 29, 2024, and February 28, 2025. The analysis was guided by Situational
Crisis Communication Theory (SCCT) and Image Restoration Theory (IRT). Findings show that
Jeju Air implemented a structured crisis communication process across three phases: acute,
transition, and recovery. Key strategies included mortification (formal apology), corrective
action, symbolic action, ingratiation, and reassurance. A notable moment was the CEO’s
statement, “I take full responsibility” (The Economic Times, 2024), which played a critical role

in reducing public backlash and restoring international trust.

Keywords: Crisis Communication, Crisis Management, Jeju Air
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Audemegs nagnsfivnzanigaenisveefuagnadunisns (mortification) waynssidiunis
wily (corrective action) lngviuil (Coombs, 2007)

2.2 nagns Corrective Action (M3uAl)

aenstulidiuinagdnidunsdvauaninn st untienuresdy Wy nsens
ALUNALLAZANSYUAUN VALY uazdrdnaeslu USEY Boeing dudunisuanainiluds “saudle
uile” wagdastunmaiing Tngluunasmsniodnadunianis #8levesaguosnarni

“upszil aunmvesgURmRee ey seyld uasisiiesseramsaevmuee s
DnmieSEiaeates.. a1ensiu Jeju Air ssviyniamaiiesanisgUimsasidlaeiSaiian uay
limsvaemdanseunsaveslasaisuunsodi’

nslimsuduauiiasieudmuddlavesesdnslunsuansaulusla uazsusle
funnaaduiiAeades ieliAsmnudanulunszuiumsasuaiu uazidunsuaninuaisasie
dsruathadugusssy JsaenndosiuuurAnues Benoit (1997) Tunagns Corrective action 7wy
MsuansaNSURmveUR U suAl Ty

2.3 Nagns Symbolic Action (Fyanwalvesaruliande)

~JEJU air @ ladneagidainuiin
30 sunAu 2024 - @

¥

AN 3 NsilaguNINLNIUN Facebook Guma’mmiﬁum@,LL@ﬂﬁLﬁuﬁﬁwmu

vilsluindesilodeansiinsmdauslilifosdAonisiudsunimmiinun Facebook v
aensdunguesliidudménluiui 30 funau 2567 FadumsieansiBedydnuaiffinnumune
andameTaussan TnsiameludinumnmdilinudensliondowasmsimsndeddeTinog1ege
(Jeju Air, 2024)

wiglifidussensyszneunin winswasunmmiundsnanierdunsdeansay
Tanafregradunianisvesesdns uagldfunismeuivludauananasisavu laeglidedeny
Fruusadnuansnnuidelonazliiddaneldnadding1n nsldnisdeansidesaruniw
(Non-Verbal) wuil aanndeaaifuuuafnluide Semiotic Communication wagdsaonsufuuiummig
Faussnluodony Tuseniiiiumsdearsnsorsuniuasanunemanog19inis

2.4 nagys Ingratiation kag Reminder (N5as9ANURNRUN19BTTUaliUEUTIAA)
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wyesakansmuhitleneglaasuasATaUATIHIUNSTRTIN T AYAWAR LY TIUV

fnsinasidemfiuitesdnsasentnds “anulindanlasuanglagansnasanaed
W Tulwadui 1 unsiay 2568 Feseuin

'
a1

NIUUN 7

“paonsreziaInit 18 Tsliuing wiidnedsiuanulindaiglneansueuls
warlutiananfiengiuint veBusuiasiudesindlasasuazaseuniivomnyin

Fomusisnanidusiegiswesnisdeansiiuainsasduiusmaoisual (Emotional
Bonding) wagi urlanudesuluanuduiusszezen lefnnslduuameiiaenadasiunagns
Ingratiation Wag reminder MNNTBUYBINYWNsABANIANLINgABsanunsalTavsnzanlunsdl
floadnsdinmdnuallfndia uavdeanssnwaugniutungumneman

2.5 nagms Reassurance (Mslianushila)

iieadanusivlaliuniaisisury aenstuaguesiinssvinndeyastissoiiios
Aeatuaniunisal saudsnisuansanunieslunisquanazeaverlisunansznu Tnssyyly
WAAINITEID

“Jeju Air 9linIsvieaonseunsiveslasarsuuaiasiusgudud uasis19s Tl
doyaAeatosiimunesalusilanonIorsamunannss U saoUFIL”

msUszmadanaidunisdearsidamaluds “annuliiituey” wazairanuidn
Uaenfelifuasisusu deflmnuddgyegied duvsunvesinganisaifdnansenuluaeniig
Tnslamzetnsd uflefifidedindruiunin nsfiesdnsuanseanianisiisununiouuazay
SuRnvoulunmsguanniefifentos felunilsluuumsinevaussiownAanguinsdeasanis
IngenTaanIun1sad (Situational Crisis Communication : SCCT) leiagnafiuse@nsnn

2.6 NM3deansleddnualiny Instagram: N1351ENLAZNNTHARIAILSURATOU

UNLNTL091AN1TLAaIN1U Facebook Jeju Air deldunanwesy Instagram
(@jejuair_official) Lﬁa?{amimmiﬁﬂﬁmLLazﬁf’ﬁﬂﬁqme'ﬁaﬂui’uﬁ 29 §unau 2567 aela
wALgy “Remember 12.29” Tngfidoauiidefennundela anusuiinvou wazannusjsiulunsg
Wyuwumwé’ﬂwaiéuaamamiﬁu Fadunsdeansfitdnuusddudnuaiazeisualognetniay

@) it @ Qrosk Quast V7 ass A

jejuair_official Remember 12.29
With all my heart, | console the bereaved family's pain,
We will do our best for a safe and reliable flight.

Rest in peace to those who lost fame in the accident on December 29.

atst= 2152 9

Remember 12.29 bl T
2 0i3 CHell S7h=2| OFEE 9126, e

QFHstn M2|RH= HIWS 2IsH 2112 CrAELICE

74 of2| 2 CHA| gHel 22 oot 922 0t S MefL
o ZAS CiE P2l SRHSS] Uil ME 3= TIRE

I

| would like to thank all 38 related agencies including firefighters,
soldiers, police, volunteers and the Ministry of Land and
Infrastructure who rushed to the scene immediately after the Awler
accident.

We will do all our efforts to console the bereaved families’ deep pain
and return to normal life. With a responsible attitude to the end, we
will do our best to determine the cause of accidents with the
government.

We will do our best to make sure we have something lacking again
and again, so we can make sure that all of our customers have a

h trustworthy and reassuring travel.

E U LI

Thank you to the many customers who used Jeju Air to send their
condolences for the last time. Rest in peace to the passengers and
crew members who died in this accident.

E P20,

HESE YU S Jeju Airlines staff gathering

See original

Al 4 uANLlgy “Remember 12.29” UulwanwWasu Instagram (@jejuair_official)
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Tnavisisnanazvieuiisnagns mslirmuile (Reassurance) uag msweade (Vortification)
agasutn nenanuiudnuazvesdydnuaivesrulionds (Symbolic Action) Fwiead1sussennie
whsamAInazuansnadsliegnadugusssy Snvisdalnlenaliusseauiialudanddon
slunislienduriugonnisuansaauidn (Reactions) wazasuiuus dsdoifunalndidgues
“nsdoansasnia (Two Way Communication)” Tuuunvesingauuleduaiiie Ueju Air, 2025)

fetfu msldBuamunsy (nstagram) Sadunagnsfidmaludedniveuasdenwdnyal
o819l d Ay TnsamzlunguidimuneiiduauiulvaviedAamudeansfdna 4edeanis
M3mevaussisIng Tsda uaziensualsu

A15199 1 LL?WNﬂi%‘U’J‘Uﬂ’ﬁLLa%ﬂaq%ﬁ‘ﬂ’ﬁﬁaﬁ’ﬁ%a\‘iﬁﬂEJﬂ’]ﬁﬁUL’«J%LL@%

a1au 91981 ASEUIUNNTHDENS naqwéﬂﬂsﬁaaﬂs
1 29 5.A. 2567  @pnLdaINIsaivelnwLazkansnudsla  Mortification,
Ul Facebook waztiuled lneddle Corrective Action
2 30 5.0, 2567 \Waunwmtiun Facebook fude Symbolic Action,
Reassurance
3 31 5.0 2567  dnssuddeya, \Wenennsouadaidein  Ingratiation, Reminder,
Reassurance
il 24.31.n. 2568 Iwaauauiley “Remember 12.29” uu Symbolic Action,
Instagram LLE‘IGNM’]&JL%EJI?]LL%SU@UQW Mortification,
#5170 Reassurance

nsdeansvesanenisuagues menduiamgnsaiifiedrdu 72216 uandlsiifiuds
ATIMENEINvRIRIANsluNIMUALHANSEU I EnEaiagadusruy Taserdesianisdeanside
o15ual M3TunveuldanTesssy uagnisldnagninied eansed 1z anluudagyianan
ﬁﬂa@mﬁﬁaﬂﬁumaquwﬁmi?{@mimaﬁﬂqmL‘%ﬂamumiiﬁ (Situation Crisis Communication
Theory : SCCT) Way wqwﬁmiﬁuﬂmwé’ﬂmﬁ (Image Restoration Theory : IRT) ag1siitiadfgy

nsiSeuiisuiunsalfnuinlndifes
a s . Ly oA v = o a a . - A o
N38veawes Ueju Air) danuadienadsiuingnuesa1eni1siu Asiana Airlines Lol
2013 Masssdunnfiawiuduriunsudaln Iy Asiana gniansalisesnisdeansiartiuazvin
=3 =] . . . 1 a &2 1 < [
AUiueniiula (SimpliFlying, 2013) /199 MNN56Y04A U0 TenaUANDIRENTIAS AT TR
Fauandliiiudn “AuEd wazauesila” Aenguadidglunisdeasnnizingaluaafdvia (Claeys
et al., 2010,)

dsduavanusiena
MNMSAENYINTTUIUNILAENagNENIAeansvesanensTunguesiunmgingansdliiiendy

7 7C2216 WU ssdnsansauImsianisnsdeanslunnegingeldegraduszuu Sanusing

Tsdla wazddduduneudaiay Feaenndasiununfangquinisdearsnnzingaidsaniunisel
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(Situational Crisis Communication Theory : SCCT) ﬁszqdw mnﬁamaqwémﬁ?ﬁ'amiﬁmmsau
ArsilsiassdunnuuRnreufiansisamuug (Coombs, 2007) lunsdiil wyuesgnuasinuld
aufuiingeulnensaromnnisaifiiiadu Sadenldnagnslussdunistiostudugs (Intensive
Accommodative Strategy) lawn Mortification Wag Corrective Action %qaaﬂﬂa”aaﬁuﬁamuamm
Coombs (2007) uaz Benoit (1997)

wilsluuszifiuiithdinafe N3 fuimsgeanvesesdns (CEO) eanunasiIfentLed
Tnendain “nuveduiinvaussrudiudl (I take full responsibility.)” Junseendininuasdlalunsg
HOUTUNN %aﬁwmwﬁwﬁmiumau35L‘1nf1mfmiﬂiﬁ°uaqa”16’1msuuLLazzgﬁQ’Lﬁa%im waztJunsly
nagms Mortification agatiugULUY Awdl Benoit (1995) 5831 nspaNsuRnfisnansesugii
gegavetenns stielvansisavuianitaniunsallasunisianisednaasedaavinnusuiavey

9

(G

9

&

&

uonanil lgueidsiinislinagninisdeaaidsdydnual (Symbolic Action) Wu nsiAsy
syt unlednduds dadunsdeasuuulalddesdn (Non-Verbal Communication) 7ifnas
meTausssuLarensualog 198 ¢ Tnstanzluusunvonnnaldd sianuddyfuisnssu
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lunngings
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