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Abstract

The research titled “Processes and Crisis Communication Strategies of Singapore Airlines:
The Case of Flight SQ 321’s Turbulence Accident” aims to 1) examine Singapore Airlines’ crisis
communication processes and 2) study Singapore Airlines’ crisis communication strategies in
the case of Flight SQ 321, which traveled from London Heathrow, UK, to Changi, Singapore. On
May 22, 2024, at 15:35, the flight experienced severe turbulence, resulting in injuries and fatalities
onboard due to adverse weather conditions over Myanmar airspace, with one foreign passenger
reported deceased.

This study is a qualitative research project utilizing content analysis. It analyzes online content
from Singapore Airlines’ official social media channels, including Facebook and X (formerly Twitter),
as well as video footage of CEO Goh Choon Phong’s official crisis statement.

The findings indicate that appropriate crisis communication methods during Singapore Airlines’
crisis event are essential and urgent. Crisis communication strategies included issuing apologies
and expressing condolences regarding the incident, ensuring prompt and consistent communi-
cation, and disclosing the number and nationalities of the injured and deceased individuals. This
information was shared through official online channels, specifically the Singapore Airlines Facebook
Page and X accounts, using hashtags such as #5Q321 #SingaporeAirlines #Turbulence.

The study also highlights the importance of utilizing diverse communication channels and being
systematically prepared to respond to crises. Singapore Airlines’ well-coordinated communication
plans between the origin and destination countries enabled passengers and the families of those
affected to receive comprehensive support.

Singapore Airlines’ crisis communication demonstrates modern adaptability and the imple-
mentation of effective strategies to manage challenging situations. The findings of this research
can serve as a guideline for improving crisis communication for other organizations in the aviation
industry in the future.

Keywords: Crisis Communication, Crisis Communication Strategy, Singapore Airlines
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Singapore Alrfines @

22 oumau - @
[Update 4]
Singapore Airlines (SIA) confirms that 131 passengers and 12 crew members who were on board
SQ321 amived in Singapore viz 3 relief flight on 22 May 2024 2t 0505 (Singzapore Time). They were
received upon their arrival 3t Singapore Changi Airport by Mr Goh Choon Phong, Chief Executive
Officer (CEQ), Singapore Airfines.
Transportation to their homes or hotel accommodation has been arranged for passengers travelling
to Singapore.
For passangers with onward connections, we have rebooked them on ahternative flights. We have
slso arranged hotel sccommodstion or kounge access for them to rest until their next flight.
Singapere Airlines can confirm that one passenger who wes on board $Q321 died during the
incident.
As of 0305hrs on 22 May 2024, another 79 passengers and six crew members from SQ321 remain in
Bangkok. This includes those receiving medical care, a5 well as their famity members and loved oncs
who were on the flight.
A dedicated SIA team from Singapore is in Bangkok 10 assist our colleagues and the tocal authorities.
We are providing all possible support 1o the passengers and crew from SQ321 who remain in
Bangkok.
Mr Goh Choon Phong, CE, Singapore Airlines, said: *On behalf of Singapore Airlines, | woukd like (o
express my deepest condolences 1o the family and loved ones of the decessed passenger, We also
deeply spologise for he Lauma experienced by all passengers and crew members on this light, Ve
a1e providing all pussible assistance and support o them, along with their families and loved ones,
during this difficult time. The well-being of our passengers and stall is cur utmost priority.”
SIA &5 fully cooperating with the relevant authorities in the Investigation into this incident.

information may contact the Singapore Airlines hotlines at +65 6542 3311
5-311 (Australia), and 08D-0066-8194 (the United Kingdom)

Regular pdates vill be provided on our Facebook and X (https://www.twitter.com/singaporealr @)
zccounts.

First pested on 22 May 2024, D528nrs {GMT+8)

MW 1 nsdeansluningdngs Weadui SQ 321 Uszaugiimwswesesdiunnuguainia, 2024,
WHNEILUR : Facebook Page Singapore Airlines (https://www.facebook.com/share/p/1DcCL6tRsF/).
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(Upcate 5]

Singapore Alrines CEO Mr Goh Choon Phong addrosses the SQ321
incidont in his vidoo message.

Wée are deeply saddened by this incident, and are committed to
pm.mng all necessary support and assistance 1o the passengers
who were on board SQ321, a5 woll a5 thair
ones

condolences o out to the family and loved ones of
the passenger who passed away

A ralief fight with 143 of the SQ321 passengers and cre
membars, who ware able to iravel, arrivad in SIngapare ths
marning at 0505rs (Singapore Time).

s from $Q321 remain

Soeloss =

Goh Choon Phong . Most relovant +
Singapore Airlines Chief Executive Officer

‘ Susan Michsdd
A cxemplary kiader, My choice of sirline would aways
b6 S1gapore Alrines. My sldarly mum traveled with
theen for 10 years and the care by their pilots, cabin
Crew and ground Staff was exceptional. That is whry
they are consistently voted ‘Dest aifine”. e

Singapore Airlines Flight SQ321 . Yasashi Shimura

Good service, great commanication and Guick

NN 2 CEO m@\mmmmumﬁmm@ﬂ@u memimmmmmim SQ 321
N : Facebook Page Singapore Airlines (https://www.facebook.com/share/v/14vp36D2Rb/).
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